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Foreword

At a time of continuing cost-of-living pressures, buying a used car is an important
decision for many households in Scotland. The market provides essential access
to affordable transport and works well for many consumers. But where problems
arise, they can have serious financial, practical and emotional consequences.

David Wilson
Chair

Sam Ghibaldan
Chief Executive

Consumer Scotland was established to be a strong,
evidence-led voice for consumers. This investigation
brings together consumer research, advice case
evidence, market analysis and stakeholder insight to
identify practical improvements that can strengthen
confidence, support responsible traders and
improve outcomes when disputes occur.

The report finds that many consumers are satisfied,
however, it also highlights recurring issues where
clearer advice, stronger standards, better use of
intelligence and more accessible routes to redress
can make a real difference.

We are grateful to the consumers, advice providers,
regulators, local authorities, trade bodies,
ombudsmen, businesses and other stakeholders
who contributed to this investigation. Continued
collaboration will be central to delivering the
changes needed.

A fairer used-car market in Scotland should be one
where consumers can make informed choices,
traders meet clear standards, and people have
practical routes to resolve problems when things
go wrong. This report is an important step towards
that goal.
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Executive Summary

For many consumers, buying a used car is a substantial financial decision made
against a backdrop of the current pressures on household budgets. It can also be
a necessary purchase, providing access to work, education, caring responsibilities,
family life and essential services. When a used car fails, consumers may face not
only repair costs, but detriment, stress and wider practical consequences.

Consumer Scotland launched this investigation to
understand the nature and scale of consumer harm
in Scotland’s used-car sector, the main causes of
disputes, and whether current rights, redress routes,
regulatory arrangements and industry standards
support good outcomes for consumers.

Scotland’s used-car market is large and economically
significant. Between 2020 and 2025, Scotland
averaged around 589,000 used-car transactions per
and more than 3.5 million in total, representing just
over 8% of total UK sales. Most consumers who buy
used cars have a positive experience, and complaints
account for a small fraction of overall sales.

However, the sector remains a persistent source of
consumer complaints and detriment when things
go wrong. Consumer Scotland’s investigation survey
found that 29% of respondents experienced an issue
causing detriment?, broadly aligning with the 28%
figure reported in the UK Government’s National
Consumer Detriment Survey. When asked about
wider issues, just over half of survey respondents
reported at least one problem during or after
purchase. Advice Direct Scotland also consistently
identifies used cars as one of the leading sources of
consumer advice enquiries and complaints.

While it would be imprecise to place a single
financial value on detriment in the used-car market,
the scale of the sector means the risk of consumer
harm can be significant. The problems identified
includes not only financial cost, but also loss of
transport, stress, delay and uncertainty. In a market
worth around £9.6 billion a year in Scotland - survey
findings that 29% of respondents experienced
detriment and 53% reported at least one issue show
that when things go wrong it can have a material
impact on consumers.

The findings and recommendations of this
investigation draw on a broad evidence base,
including national market data, a survey of recent
used-car buyers in Scotland, ADS case data analysis,
and stakeholder engagement with trade, consumer,
and regulatory bodies. The survey provides
evidence from consumers with both positive and
negative experiences, while ADS case analysis
provides detailed insight into more serious and
escalated disputes where consumers sought advice.
Stakeholder, industry and regulatory evidence
helped explain why problems arise in practice

and where improvements to guidance, standards,
licensing and redress may be needed.

MAIN FINDINGS

The recommendations are grouped under three
connected themes: better information, stronger
standards and clearer redress. Together, they are
intended to improve outcomes for consumers while
supporting responsible traders. Within this package,
three areas are likely to have the greatest system-
wide impact:

Better information: improving practical guidance
for traders and consumers on rights, responsibilities
and remedies in used-car sales.

Clearer redress: improving access to effective
redress, including through clearer and more
accessible ADR.

Stronger standards: strengthening Scotland'’s
approach to licensing, enforcement and self-
regulation so that it better reflects today’s used-car
market, including online, distance and cross-border
sales.


https://www.gov.uk/government/publications/consumer-detriment-survey-2024
https://www.gov.uk/government/publications/consumer-detriment-survey-2024
https://advicedirect.scot/

The full set of recommendations below sets out the 4.

practical actions needed across advice, guidance,
redress, licensing, standards and stakeholder
coordination. The investigation found that Scotland’s
used-car market works well for many consumers,
but that when problems arise they can cause
serious financial, practical and emotional harm. The
main findings are summarised below.

1. SCOTLAND’S USED-CAR MARKET IS LARGE,

FINANCIALLY SIGNIFICANT AND ESSENTIALTO 5,

EVERYDAY LIFE FOR MANY CONSUMERS.
Market data, consumer survey findings
andstakeholder evidence show that used

cars play a central role in access to work,
education, caring responsibilities and services.
Affordability pressures, older vehicles, and
increasing digital sales can create additional
risks, particularly for lower-income buyers,
rural consumers and those who rely heavily on

their car. 6.

2. MOST DISPUTES ARE DRIVEN BY FAULTS
ARISING AFTER PURCHASE.
The evidence shows that complaints most
commonly arise when faults develop after
sale, often involving serious mechanical issues.
These cases can create immediate financial
and practical pressure, especially where
consumers face repair costs, ongoing finance
payments, loss of transport and uncertainty
about who is responsible.

3. CONSUMER RIGHTS ARE STRONG IN 7.

PRINCIPLE, BUT DIFFICULT TO APPLY IN
PRACTICE.

Disputes often turn on differing views of
what is “satisfactory quality” under the law,
including durability, wear and tear, rejection
rights, the six-month burden of proof and

the responsibilities of traders and finance
providers. This can make it difficult for
consumers and traders to agree what remedy
should be provided.

THE REDRESS LANDSCAPE IS FRAGMENTED
AND DIFFICULT TO NAVIGATE.

Consumers may need to deal with traders,
finance providers, warranty providers,
Alternative Dispute Resolution (ADR) bodies,
advice organisations or courts. This can cause
delay and confusion, particularly where finance
agreements, distance sales or cross-border
purchases are involved.

SOME CONSUMERS FACE GREATER RISK OF
HARM WHEN THINGS GO WRONG.
Consumers with lower financial resilience,
those buying lower-value vehicles, rural
consumers and those who rely heavily on their
car may find it harder to absorb repair costs,
pay for independent reports, pursue court
action or replace a vehicle while a dispute
remains unresolved.

SOME TYPES OF PURCHASE APPEAR MORE
PROMINENT IN SERIOUS DISPUTES.

Within sampled ADS advice cases, independent
traders and cars bought at a distance were
associated with a higher proportion of serious
complaints, including major faults, remedy
refusals, misleading descriptions, poor
complaint handling and limited access to ADR.
This should not be read as a whole-market
finding, but it highlights areas where clearer
standards, advice and redress routes may be
needed.

CROSS-BORDER USED-CAR PURCHASES CAN
CREATE ADDITIONAL COMPLEXITY.

Around a third of sampled ADS used-car cases
involved traders based in England. While
many traders operate responsibly, this points
to the need for clearer consumer advice and
baseline standards for distance and cross-
border purchases which can be more complex
to resolve.
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10.

SCOTLAND’S SECOND-HAND VEHICLE DEALER
LICENSING REGIME IS NOT ALIGNED WITH
THE MODERN MARKET.

The current licensing framework provides

a basic gatekeeping function, but does not
consistently support trader competence,
consumer law awareness, complaint handling,
redress signposting or transparency for
consumers. It also needs to better reflect
online, distance and cross-border sales.

TRADING STANDARDS SERVICES PLAY A VITAL
ROLE BUT OPERATE IN A CHALLENGING
RESOURCE ENVIRONMENT.

Local Trading Standards services help support
compliance and respond to consumer harm,
but face resource constraints. Evidence

from recent Scottish Trading Standards work
identified recurring issues around pricing
transparency, distance-selling information,
cancellation rights, complaint handling, ADR
signposting, regulatory claims and electric
vehicle information.

VOLUNTARY CODES AND TRUSTED TRADER
ARRANGEMENTS CAN PROVIDE ADDITIONAL
PROTECTION, BUT THEIR IMPACT DEPENDS
ON COVERAGE AND AWARENESS.

Codes of Practice and Trusted Trader schemes
can help raise standards and provide clearer
expectations for traders and consumers.
However, their effectiveness depends on
trader participation, consumer awareness and
clear signposting at the point of sale and when
complaints arise.

WHAT NEEDS TO CHANGE

Overall, the findings point to a market that

works well for many consumers, but one where
clearer advice, stronger standards and more
accessible redress are needed when problems
arise. Consumers need clearer information before
and after purchase about their rights, the checks
they can make, who is responsible when faults
arise, and the routes available to resolve disputes.
Traders need practical guidance on how consumer
law applies in real-world used-car sales, including
satisfactory quality, durability, warranties, finance
agreements, distance sales and complaint handling.

Taken together, the recommendations are intended
to reduce the gap between what consumers expect,
what traders understand their obligations to be, and
what can realistically be resolved when a used-car
fault arises. Better information, stronger standards
and clearer redress should help prevent avoidable
disputes and support earlier, more consistent
resolution when problems occur.

The wider system also needs to better reflect the
modern used-car market. This includes improving
access to ADR, clarifying and strengthening
Scotland’s licensing and compliance expectations
licensing and compliance expectations, supporting
vulnerable consumers and lower-value purchases,
and improving awareness and uptake of recognised
motor industry Codes of Practice.

The recommendations below are designed

to improve outcomes for consumers while
supporting responsible traders. They focus

on clearer information, better use of advice
intelligence, stronger guidance, improved redress,
more consistent licensing and wider uptake of
recognised standards.



Key area ‘ Recommendations

Financial Conduct Authority (FCA): Examine whether, in line with stakeholder
evidence, some rural consumers in Scotland may face higher prices or reduced
access to subprime motor finance. If issues are identified, the FCA should
consider if this reflects commercial factors, evidence gaps or emerging structural
barriers to consumers and take the appropriate action.?

1. Subprime motor

finance access and
pricing in rural Scotland

. Practical guidance on
used-car rights,
remedies and complaint
handling

Consumer Scotland: Convene Scottish Motor Trade Association (SMTA), Society
of Chief Officers in Trading Standards in Scotland (SCOTSS), ADS, ADR bodies
and other partners to develop practical guidance on used-car rights, remedies,
warranties, finance-provider responsibilities, satisfactory quality and complaint
handling.

. Improved use of
consumer advice case
intelligence

Advice Direct Scotland and Consumer Scotland: Work together to review how
used-car advice case information can best support understanding of recurring
consumer issues and routes to redress, including online and distance sales, cross-
border purchases, trader location, complaint handling and ADR signposting. Any
changes with resource implications should be subject to discussion of funding,
feasibility and implementation.

. Consumer rights in
online, distance and
cross-border used-car
sales

Chartered Trading Standards Institute (CTSI): Update Business Companion
guidance so traders better understand how consumer rights apply to online,
distance, semi-distance and cross-border used-car sales, including cancellation
rights and pre-contract information.

. Stronger support for
vulnerable consumers
and lower-value
purchases

Department for Business and Trade (DBT) and Consumer Protection Partnership
(CPP) partners: Develop and deliver a package of proportionate, targeted
measures to improve outcomes for consumers with lower financial resilience,
particularly those buying lower-value vehicles who may struggle to afford repairs,
reports, replacement transport or redress.

. Improved access to
ADR, particularly for
independent trader
disputes

CTSI / DBT: Use the new ADR legal framework to explore how access to
accredited ADR can be improved in used-car disputes, particularly where
consumers buy from independent traders not covered by a recognised scheme.

. Wider reform of
Scotland’s civic
licensing framework

Scottish Government: As a priority modernise the local civic licensing framework
to deliver a clearer, more consistent, and user centred system, aligned with

the public service reform agenda and better suited to digital, distance, and
cross-border markets, particularly where consumer protection risks arise.

. Best practice conditions
for second-hand vehicle
dealer licensing

Licensing Leaders Group: Work with SCOTSS, SMTA and Consumer Scotland
to develop best-practice licence conditions covering consumer protection
compliance, complaint handling, ADR signposting, licensing transparency and
expectations around trader competence and fair trading.

. Dissemination of
Trading Standards’ Car
Dealer

Project findings

SCOTSS: Disseminate the 2025-26 project findings to traders, supported by
Consumer Scotland and SMTA, to raise awareness of key issues - including
pricing transparency, pre-contract information, cancellation rights, delivery
costs, and redress routes -along with possible follow-up engagement to assess
improvements in trader practices.

10. Wider uptake of

recognised motor
industry codes of
practice

Code operators and trade bodies: Promote wider awareness and uptake of
recognised motor industry codes, particularly among independent traders
and new licence holders, with clearer signposting of the protections code
membership provides.
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DELIVERING THE RECOMMENDATIONS

The recommendations identify lead organisations
and supporting partners because improving
outcomes in the used-car market will require
coordinated action across advice, regulation,
enforcement, industry and government. For each
recommendation, Consumer Scotland has set out
the intended outcome, the organisations best
placed to lead delivery, and the partners whose
support or participation will be needed.

Consumer Scotland will use its convening role to
bring relevant organisations together following
publication, support implementation where
appropriate, and monitor progress over the short

to medium term. This will include engaging with
government, local authorities, Trading Standards,
advice providers, industry bodies and ADR providers
to understand how recommendations are being
taken forward and where further action may be
needed.

MEASURING OUTCOMES

Consumer Scotland will assess progress against

the recommendations by considering whether
they lead to clearer information for consumers and
traders, stronger and more consistent standards
across the sector, and more accessible routes to
resolve disputes when problems arise. Relevant
indicators may include improvements in consumer-
facing advice, updated trader guidance, clearer
ADR signposting, wider uptake of recognised motor
industry standards, improved recording of advice
data, and evidence of progress on licensing reform
and compliance expectations.

Consumer Scotland will use stakeholder
engagement after publication to agree
proportionate ways to track progress, recognising
that responsibility for delivery sits across a range

of organisations and that some changes will require
longer-term policy or regulatory development.

About the investigation

CONSUMER SCOTLAND’S INVESTIGATIONS
FUNCTION

Consumer Scotland conducts investigations as part
of its statutory role to identify harm, assess how
markets are working for consumers in Scotland, and
make evidence-based recommendations to improve
consumer outcomes®.

Investigations allow Consumer Scotland to examine
issues in depth, draw together evidence from
consumers, advice services, regulators, industry and
other stakeholders, and identify practical changes
that could improve consumer outcomes.

WHY INVESTIGATE CONSUMER ISSUES
IN THE USED CAR SECTOR?

This investigation was launched in October 2025

in response to evidence of persistent consumer
problems in the used-car sector. Used cars are one
of the most complained-about consumer issues and
the consequences of problems can be significant®.
As a result, it strongly met the investigation
prioritisation criteria in terms of sector or practices
that cause, or may cause, consumer harms.

For many consumers, a used car is not a
discretionary purchase but a vital means of
accessing work, education, caring responsibilities,
family life and services. Cost-of-living pressures have
increased the importance of access to affordable,
reliable transport, particularly for consumers with
lower financial resilience and those living in rural

or less well-connected areas.

At UK level, partners within the DBT’s Consumer
Protection Partnership (CPP) have also continued
to focus on sectors where detriment is persistent,
rights may be difficult to enforce in practice, and
clearer standards, guidance and redress routes
may improve outcomes. Used cars have been a
consistent area of CPP focus over many years.®



HOW WAS THIS INVESTIGATION CARRIED
ouT?

The findings and recommendations in this report are
based on a broad range of complementary evidence
sources. These were used together to understand
the scale of the market, the experiences of recent
buyers, the nature of escalated disputes, and the
wider regulatory, industry and redress landscape.

The investigation considered the full used-car
buying journey: how consumers search for and

buy used cars; the information they receive before
purchase; their expectations of traders and vehicles;
the types of problems that arise; how disputes

are handled; and the systems in place to support
compliance, complaint handling and redress.

SCALE OF THE MARKET: STATISTICAL DATA
ANALYSIS

Consumer Scotland analysed used-car sales data
to understand the scale, value and structure of
Scotland’s used-car market. This included sales
volumes, Scotland’s share of UK transactions,
indicative market values, geographic patterns,
vehicle age, fuel type and changes over time. This
helped place consumer issues and detriment in
the context of a large, diverse and economically
significant market.’

A NATIONAL CONSUMER SURVEY OF
SCOTLAND’S USED CAR BUYERS

Consumer Scotland commissioned independent
research with recent used-car buyers in Scotland.
The survey explored the full buying journey,
including how consumers searched for vehicles,
chose traders, checked information, understood
their rights, paid for vehicles, experienced problems
and sought resolution. This provided evidence

from consumers with both positive and negative
experiences, rather than only those who had
complained.

NATIONAL CONSUMER ADVICE CASES:
ADVICE DIRECT SCOTLAND CASE ANALYSIS

Consumer Scotland undertook detailed analysis

of a sample of Advice Direct Scotland case data to
examine consumer complaints and enquiries about
used cars. This evidence is not representative of all
used-car purchases or all consumer issues in the
market. However, it provides insight into serious or
escalated cases where consumers sought advice,
often after problems with faults, liability, remedies
or redress had become contested.

STAKEHOLDER ENGAGEMENT ACROSS THE
SECTOR

Consumer Scotland also engaged with stakeholders
across the used-car sector, including through a
national trade and consumer stakeholder event.
This included trade representatives, independent
and larger traders, online platforms and marketplace
operators, finance and warranty stakeholders, code
operators, ADR providers, consumer advice bodies,
regulatory partners and claims-management-style
providers. This engagement helped test emerging
findings, understand different perspectives and
identify practical actions to improve outcomes for
consumers and responsible traders.

LICENSING AND REGULATORY EVIDENCE
FROM KEY STAKEHOLDERS

Consumer Scotland heard evidence from local
authority licensing interests, Police Scotland and
stakeholders involved in the Scottish Government’s
Civic Licensing Reform Task Force. This helped
assess how second-hand vehicle dealer licensing
operates in practice, the limits of the current Civic
Government (Scotland) Act 1982 framework, and
opportunities to modernise licensing so that it
better supports consumer protection, transparency
and consistent standards.
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EVIDENCE FROM LOCAL TRADING STANDARDS SERVICES IN SCOTLAND

Consumer Scotland considered evidence from Scotland’s trading standards bodies, including intelligence

on recurring compliance issues, enforcement challenges and the findings of the SCOTSS Used Car Dealer
Project. This provided practical insight into how consumer protection requirements are applied in the
market, including pricing transparency, distance-selling information, cancellation rights, complaint handling,
ADR signposting, regulatory status and electric vehicle information.

Evidence sources for the investigation

Consumer Scotland drew on complementary evidence sources to understand the used-car market,
consumer experiences, disputes, redress and regulation.

1. MARKET DATA ANALYSIS 4. STAKEHOLDER ENGAGEMENT
Scale and structure Sector and consumer perspectives
e Market size and value < > e National stakeholder event
e Geography, age and fuel type e Traders, ADR and advice bodies
2. CONSUMER SURVEY 5. TRADING STANDARDS EVIDENCE
Broad consumer experience Compliance and enforcement
e 1,002 recent buyers ¢ > e SCOTSS intelligence
e Search, issues and resolution e Used Car Dealer
3. ADS CASE ANALYSIS 6. LICENSING AND REGULATORY
Escalated dispute evidence EVIDENCE

o —
e 745 sampled cases Framework and reform
¢ Faults, remedies and redress e Licensing practice

e Reform and policy evidence

KEY STAKEHOLDERS

The Scottish Motor Trade Association (SMTA) - Represents over 1,300 motor
industry businesses across Scotland, from large motor groups to small garages and
MOT stations. Provided strong engagement on trade representation and insight on
used-car sales, trader obligations, vehicle faults, warranties and consumer issues.

Advice Direct Scotland (ADS) - Provides free, independent consumer advice across
Scotland. Supplied key case evidence and insight on used-car complaints, including
vehicle faults, remedy disputes, finance-provider issues and barriers to redress.

Chartered Trading Standards Institute (CTSI) -

Provided expert insight on consumer protection, business guidance, codes of
practice and ADR. Helped inform recommendations on clearer trader guidance,
stronger compliance expectations and improved routes to redress.

The Society of Chief Officers of Trading Standards in Scotland (SCOTSS) - Provided
Scotland-specific insight on trading standards enforcement, trader compliance, local
authority powers and licensing. Helped inform recommendations on strengthening
consistency, compliance and consumer protection in the used-car sector.
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The report is structured in three chapters.

* Chapter 1 sets out the scale and characteristics
of Scotland’s used-car market and presents
findings from the consumer survey.

* Chapter 2 examines how consumer rights work
in practice, including the causes of disputes, the
application of “satisfactory quality”, access to
remedies and the redress landscape.

* Chapter 3 considers the wider regulatory and
standards framework, including licensing, trading
standards, codes of practice and opportunities to
improve compliance and consumer protection.

HOW WE USE TERMS IN THIS REPORT

This report focuses on contracts for used cars
supplied by traders to consumers. It does not
examine private sales between individuals, or cars
sold between two businesses although these are
part of the wider used-car market. For clarity, the
report uses the following terms:

Independent traders - means used-car dealers
operating outside large franchised or national retail
groups. This can include single-site garages, small
dealer groups and small traders selling through
online platforms.

Franchised, branded or national traders - means
larger retailers, including manufacturer-franchised
dealers, national dealer groups and branded used-
car retailers.

Online, distance and cross-border sales - means
sales where some or all of the buying journey takes
place remotely, or where the consumer buys from
a trader based outside Scotland. Depending on
their nature they may involve statutory cancellation
rights and required information - or issues around
delivery, remote advertising, online deposits, click-
and-collect arrangements or travel to another part
of the UK.

Private sellers - means individuals selling a vehicle
outside the course of business. Private sales are not
the focus of this investigation because different legal
protections apply compared with purchases from
traders.

11
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Most respondents were satisfied with their experience

A large, high-value market where problems can have significant financial and practical consequences.

589,000 9 C. £9.6 e just over

’ - %
used-car transactions on average b I I
per year between 2020 and end I I o n
2025 broad estimated value of used-car of all UK used car sales took
sales on average per year place in Scotland between
over 3.54 million in total between 2020 and end 2025 2020 and 2025

of our survey respondents reported at least one issue experienced an issue causing
purchased a used electric vehicle during or after purchase detriment

15% purchased a hybrid

Around

® 99

57% €32%

of sampled ADS cases arose of sampled ADS cases involved of relevant sampled ADS
within six months of purchase independent traders cases involved traders based
in England*

30,000+ parts

can be found in a modern car, illustrating the
complexity of used vehicle disputes

Figures are based on Consumer Scotland analysis of SMMT used car sales data, commissioned consumer research
(a sample of 1,000 consumers), sampled ADS case analysis, and stakeholder evidence.

*Based on sampled ADS cases where trader location was recorded and relevant to the dispute.
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Chapter 1: Used Cars in
Scotland — Sector overview

Key findings - summary

1. Scotland’s used car market is large | Scotland accounted for just over 8% of UK used car sales between 2020

and economically significant and 2025, at 589,000 per year on average, totalling 3.53 million. Our
indicative estimate suggests an annual market value of c.£9.6 billion
in Scotland.

2. Used cars are essential for Used cars support work, mobility, family life and access to services,
mobility and access to services particularly where public transport is limited.

3. The market mix is not yet showing | Petrol and diesel cars continue to dominate, although hybrid and
strong electric vehicle sales electric vehicle purchases are increasing from a low base.

4. Used cars purchased in Scotland The average age of used cars purchased in Scotland rose by 13.8% be-
are getting older tween 2020 and 2025, to 8 years and 5 months in 2025.

5. Consumers conduct research Almost all respondents did pre-purchase research, and 87% viewed the
before buying car in person before buying.

6. Customer satisfaction is high, but Most respondents were satisfied with their experience, but 53% report-
issues were common and could be | ed at least one issue during or after purchase.
disruptive

7. Respondents generally felt aware Rights awareness was generally positive, but lower among rural, low-
of their rights, but less so among er-value and older-car buyers.
some groups

8. Motor finance is not used for most | Stakeholder evidence suggests geography and recovery costs may affect
used car purchases, but may raise | subprime finance pricing or availability in some rural areas.
access issues in rural Scotland

Scotland’s Used-Car Market

SCALE, TRENDS AND CONSUMER
EXPERIENCES

This chapter provides an overview of Scotland’s
used-car market: its scale, changing profile, role
in consumers’ lives and the experiences of recent

buyers.

Consumer Scotland’s investigation focuses on the

Scotland’s used-car market is large, diverse and
essential to many consumers. For people on lower
incomes, and those living in rural or less well-
connected areas, access to an affordable used car
can support work, family life, social connection and
access to services. The market also spans a wide
range of business models, from small independent
garages and franchised dealerships to online-only
operators. It is also changing as buying journeys
become more digital and hybrid and electric
vehicles (EVs) gradually enter the used market.

causes of complaints, disputes and detriment in
order to identify opportunities to improve consumer

outcomes. To understand the significance of those
issues, it is important first to consider the market’s
scale, structure and role in everyday life.
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This chapter first sets out the scale and characteristics of the used-car market in Scotland, drawing on
sales data from the Society of Motor Manufacturers and Traders (SMMT). It then presents findings from
Consumer Scotland’s commissioned survey of recent used-car buyers in Scotland, covering how consumers
search for and buy vehicles, their expectations, their awareness of rights, the information they receive

and the issues they experience. These findings provide important evidence for later recommendations on
consumer guidance, point-of-sale information, licence visibility, Codes of Practice and access to redress.

The chapter concludes by considering motor finance. This draws mainly on stakeholder evidence rather
than the consumer survey and is therefore treated separately from the main survey findings.

THE SCALE OF THE USED-CAR MARKET IN SCOTLAND

In order to set out the scale, structure and recent trends in Scotland’s used car market, Consumer Scotland
analysed used-car transaction data from SMMT for the period 2020-20258. This provided a consistent basis
for assessing Scotland’s share of UK used car sales, changes over time, and patterns by geography, vehicle
age and fuel type°.

Scotland had an average of 589,000 used-car transactions per year amounting to a total of 3,534,200 used
car transactions between 2020 and the end of 2025, representing just over 8% of the almost 44 million
used car sales recorded across the UK over the same period. This broadly reflects Scotland’s share of the UK
population.o1!

Used-car transactions averaged around 589,000 per year
Number of used car sales in Scotland 2020-2025

700k Average: 589,000 per year

300k

200k

100k

2020 2021 2022 2023 2024 2025

Source: Consumer Scotland analysis of SMMT used car sales data.
Notes: Value labels are rounded to the nearest 1,000 for chart presentation. Total transactions: 3,534,200.

14



To deepen this understanding, we also sought to illustrate the broad financial scale of Scotland’s used
car market by combining SMMT sales data with Autotrader’s UK average asking price data®. There were
around 589,000 used-car transactions in Scotland each year on average between 2020 and 2025. Using

Autotrader’s UK average asking price data as an indicative proxy for transaction value suggests an annual
market value of around £9.61 billion.*

15



Consumer Challenges In Scotland’s Used Car Sector

SALES BY LOCAL AUTHORITY AND PER POPULATION

Scotland’s diverse geography also means it is important to look beyond total figures and consider the
market relative to population, particularly given the different transport needs and access challenges faced
by urban, rural and island communities.

As expected in absolute terms, local authorities with larger populations typically had more transactions
than rural and island areas.'* When adjusted per 1,000 adults,* rural areas generally had more
transactions, possibly reflecting the relative public transport links, greater travel distances to access
services and older populations (Glasgow City Council and City of Edinburgh Council were lowest when
adjusted in this way).

Used-car sales rankings change according to population

Top 10 local authority areas by total sales and by sales per 1,000 adults

Top 10 local authority areas
by used-car sales (2020-2025)

1.

2.

8.

9.

Glasgow City
Ffe T
South Lanarkshire
City of Edinburgh XXXV INENEGEG
North Lanarkshire
Aberdeenshire
Highland
Aberdeen City [N
West Lothian

10. Falkirk 116,566 |

Top 10 local authority areas
by sales per 1,000 adults

1.

2.

8.
9.

10. Orkney Islands

Dumnfries and Galloway

Moray 164
Na h-Eileanan an lar 163
Clackmannanshire 161
Scottish Borders 161
Highland 158
East Ayrshire 157
Falkirk 156
North Ayrshire 156

Only Highland and Falkirk appear in both top 10 lists.
Raw sales largely reflect population size, while

per-capita sales highlight a different set of areas.

Source: Consumer Scotland analysis of SMMT transactions and population data
Left chart: 2020-2025 total sales. Right chart: 2020-2024 transactions per 1,000 adults
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THE ONGOING IMPACT OF COVID-19 AND DEMAND FOR MORE AFFORDABLE CARS

The used car market has also continued to be shaped by the after-effects of the pandemic, as disruption
to new car production and sales reduced the number of vehicles entering the market. Autotrader has
reported that around 3 million fewer new cars entered the UK market than might otherwise have been

expected during the period of Covid-related disruption.”8

This contributed to a tighter market overall, with traders continuing to report challenges sourcing stock and
consumers showing increased demand for older, more affordable vehicles?®. The SMMT data reflects this
shift in Scotland: used car sales were lower in 2022 and 2023, while the average age of used cars purchased
increased by 13.8% between 2020 and 2025.%°

Used cars sold in Scotland became older between 2020 and 2025

Average age of used cars sold, Scotland, 2020 to 2025
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5 months
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Source: Consumer Scotland analysis of SMMT used car sales data.
Notes: Average age is shown in years. Equivalent years-and-months labels are highlighted for 2020 and 2025.
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When analysed by local authority area, the SMMT data indicates that used cars tend to be older at time of
purchase in more rural areas.

Rural areas purchase the oldest used cars

Average age of used cars purchased by local authority

Orkney Islands 10 years 10 months
Na h-Eileanan An la 9 years 5 months
Shetland Islands 9 years

Highland 8 years 12 months
Dumfries and Galloway 8 years 11 months
Scottish Borders 8 years 10 months
Argyll and Bute 8 years 9 months
Angus 8 years 8 months
Moray 8 years 8 months

Fife 8 years 7months

The oldest average used-car ages are

concentrated in rural and island authorities.

Source: Consumer Scotland analysis of used-car purchase age data
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FUEL TYPE: THE TRANSITION TO SUSTAINABLE USED CARS

The important sustainability transition to EVs is beginning to be reflected in Scotland’s used car market, but
from a relatively low base. Between 2020 and 2025, the vast majority of used car sales remained internal
combustion engine (ICE) vehicles, with diesel sales declining and petrol sales increasing. Hybrids and EVs

made up a growing but still smaller share of transactions.

Previous Consumer Scotland research highlighted the low proportion of EVs in Scotland. As those cars were
typically newer, the used EV market was noted to still be developing?! and that has been reflected in the
continued dominance of ICE cars within the SMMT data. The number of EVs in the used car market will
likely grow in future (i.e. as sales of new models increase) and Consumer Scotland anticipates publishing
further research into consumer attitudes towards and experiences of EVs later this year.

EV and hybrid used-car purchases remain lower than petrol and diesel
Used-car purchases by fuel type, Scotland, 2020-2025

All main fuel types
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Source: Consumer Scotland analysis of used-car purchase data.
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Petrol and diesel continue
to account for the vast
majority of used-car
purchases.

Hybrid purchases have
more than quintupled
since 2020
(6,239 to 35,733).

EV purchases have
increased 15-fold
since 2020
(1,441 to 21,474) but
remain a small share.

Total purchases
(2020-25)

@ Petrol
Diesel

2,088,808
1,270,223
109,232
56,103
1,085

3,525,451
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SUMMARY: THE USED-CAR MARKET IN
SCOTLAND

Scotland’s used car market is large and
financially significant. SMMT data shows almost
44 million UK used car sales between 2020 and
2025, with Scotland accounting for just over 8%
of transactions at over 3.5 million.

Consumer Scotland estimates that used-car
sales in Scotland had an indicative annual value
of around £9.6 billion, based on SMMT sales
data and Autotrader UK average asking price
data. This should be treated as a broad estimate
rather than a precise market valuation.

The market has continued to be shaped by
Covid-19 disruption, with reduced new car
supply contributing to tighter stock, lower
used car sales in 2022 and 2023, and increased
demand for older, more affordable vehicles.

The average age of used cars purchased in
Scotland increased by 13.8% between 2020 and
2025, with older vehicles more common in rural
areas.

Rural areas generally had more used car
transactions per adult, likely reflecting Scotland’s
geography, longer travel distances and more
limited public transport options.

ICE vehicles continued to dominate used car
sales, while hybrids and EVs increased from
a relatively low base.

20



Consumer Attitudes and
Experiences in the Used-Car
Market

Having examined the scale, value and changing
profile of Scotland’s used car market, Consumer
Scotland wanted to understand how consumers
experienced that market in practice. Independent
research was therefore commissioned with recent
used-car buyers in Scotland, exploring their
attitudes, behaviours and experiences across the
buying journey.

The survey was completed by recent used-car
buyers rather than by complainants. This is
important because it provides a broader view of
overall consumer experience, including positive
journeys, issues that were resolved without formal
advice, and cases where problems arose. Evidence
from complaints and advice requests, considered
later in this report, provides a different but
complementary perspective on more serious and
escalated cases.

The research was designed to:

e |dentify who buys used cars in Scotland and how
they make purchases.

e Assess the scale and drivers of consumer
detriment.

e Explore consumers’ awareness of rights, redress
and advice options.

e Evaluate satisfaction with the buying journey
and how far it aligned with expectations.

The research report, published separately, sets out
the full methodology, including the approach to
sampling, survey design and the soft launch testing
of the online, quantitative survey ahead of wider
fieldwork.®

The survey captured views from a range of
demographics, including representation of
consumers in vulnerable circumstances. The
published report also details the quality assurance
processes, in addition to the considerations around
weighting and reporting conventions.

THEMES EMERGING FROM THE SURVEY

As the survey covered the full buying journey,

it identified themes around, among others,
participants’ prepurchase steps, the sales process,
any issues that arose and how they were addressed.
The survey also collected information about the
vehicles respondents bought, allowing experiences
to be considered alongside factors such as price,
age, mileage, fuel type and trader type.

PETROL AND DIESEL VEHICLES REMAINED
THE MOST COMMON PURCHASES AMONG
SURVEY RESPONDENTS

The survey provides useful context on the types of
vehicles recently bought by respondents, although
SMMT sales data remains the stronger source for
overall market trends. Among survey respondents,
petrol cars were the most common purchase,
followed by diesel cars, hybrids and EVs. Nearly half
paid under £15,000, and most bought cars with
relatively low to moderate mileage. These findings
are most useful for understanding how purchase
experiences vary by price, vehicle type, mileage and
buyer circumstances, rather than for estimating the
overall composition of the Scottish used-car market.

The findings also point to affordability as an
important factor in the market. Lower-priced used
cars remained in strong demand and, in general,
respondents on lower incomes were more likely
to have bought older vehicles.

e Petrol cars were the most purchased (57%)
among survey respondents, followed by diesel
(19%), hybrids (15%) and EVs (9%).

e Although 24% of participants purchased used
cars priced at over £30,000, most were cheaper
and nearly half (47%) paid under £15,000.

e The most common mileage range for used cars
bought was 5,001-30,000 (43%), while cars were
typically newer; 42% were 1-3 years old, 28%
were 4-6 years old and 15% were 7 years or
older.
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CONSUMERS RESEARCH WIDELY, BUT RELY
ON MIXED SOURCES

Pre-purchase research matters because consumers
often have to assess the reliability of both the
vehicle and the trader before committing to a
significant purchase. The survey shows that most
consumers take active steps to inform themselves
before buying a used car, but the quality and
reliability of the sources they use varies.

Online research, advice from family and friends, and
other sources all play an important role in shaping
purchasing decisions. However, the evidence

also points to a mixed information environment.
While many respondents used verified advice /
information sources, a significant proportion relied
only on unverified information, particularly when
researching sellers.?* This may limit consumers’
ability to assess the reliability of the trader,
understand their rights, or identify potential risks
before committing to a purchase.

The greater use of research and advice among
buyers of more expensive cars may also suggest that
consumers with more at stake, or potentially greater
resources, are better able or more motivated to
seek information before buying. This reinforces the
importance of clear, accessible and trusted pre-
purchase advice for all consumers, particularly those
buying lower-value vehicles.
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Almost all (95%) respondents did some
prepurchase research, most commonly online
(74%) or through friends or family (50%).

A similarly high proportion (88%) used at least
one source of advice specifically around buying
with confidence or understanding consumer
rights?®. Of those respondents, 29% relied on
unverified advice / information sources only,
24% relied on verified advice / information
sources only and 47% used both.

More generally, buyers of more expensive used
cars were more likely to do general research and
seek prepurchase advice.

When researching information about sellers,
respondents were more likely to use unverified
than verified advice / information sources; of
those who sought this information, 97% relied
on at least one unverified source, while 23%
consulted at least one verified source.



Most buyers research - but not always from trusted sources
Survey findings on pre-purchase research by used-car buyers

95%

did pre-purchase
research

50%

researched used friends
online or family

Sources used for advice or buying with confidence

29% 24% 47%
unverified only verified only used both
0 10 20 30 40 50 60 70 80

When checking sellers

Used at least one verified source

Consumers are active researchers, but many rely on information that may not help them

assess trader reliability or understand their rights.

Source: Consumer Scotland commissioned survey of 1,000 used-car buyers
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MOST RESPONDENTS VIEWED THE CAR IN
PERSON BEFORE BUYING IT

The findings suggest that, although online channels
are now central to how consumers search for

used cars, the in-person visit remains a key part

of the buying journey. Most respondents used a
combination of digital and physical routes but still
wished to see the vehicle at the trader’s premises
before committing to purchase. This reflects the
importance consumers place on inspecting the

car, speaking to the trader, and gaining confidence
before making a significant financial decision.

The higher level of distance purchasing among rural
respondents may point to the practical challenges
some consumers face in accessing traders in person,
although this cannot be assumed from the survey
alone. The association between distance purchases
and lower satisfaction also suggests that buying
without viewing the car may carry greater risks or
leave consumers feeling less confident about the
transaction.

This finding is important for the recommendations
on online, distance and cross-border sales. The
survey shows that distance purchasing is a minority
route overall, but is more common among rural
respondents and independent trader buyers. Later
evidence from ADS and stakeholders shows how
problems can become harder to resolve where
consumers have bought at a distance, particularly
where return, repair, cancellation or trader-location
issues arise.

The findings also highlight the value consumers
place on signals of trader reliability. The fact that
many respondents checked Approved Code Scheme
membership, and that most felt it would be helpful
to verify whether a trader held a used-car licence,
suggests there is consumer demand for clearer and

more accessible information about trader standards.
This reinforces the importance of licensing, Codes of

Practice and trusted signposting as part of a better-
functioning used car market (see Chapter 3).
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When searching for a car, over half (56%) of
respondents looked in person from a trader

and 54% used a trader’s website, with most
doing both (74%). Smaller — but still significant —
proportions used other online sources, such as
Autotrader.

Most respondents (87%) ultimately viewed

the car at the trader’s premises before buying
it. Only 12% of respondents bought their car
entirely at a distance (i.e. it was delivered
without an in-person inspection). This was more
common among buyers from independent
garages (17%) and those who lived in a rural
area (18%). It was associated with lower overall
satisfaction.

Most respondents (80%) did at least one
prepurchase check on the trader, with verifying
Approved Code Scheme membership the most
common (39%).

Almost two thirds of participants (64%) said they
were aware of used car licensing and a similar
proportion (63%) said it would have been helpful
for them to check if the trader held a licence.



How consumers viewed, bought and checked used cars

Survey findings on pre-purchase behaviour

VIEWING BEFORE PURCHASE DISTANCE BUYING CHECKING THE TRADER

87%

viewed the car at the
trader's premises before buying

independent
(o) garages

Associated with lower satisfaction

12%

bought entirely at a distance

80%

did at least one
pre-purchase check

rural 39%
respondents checked Approved
Code Scheme membership

Most buyers still viewed cars in person, but distance buying was more
common among rural respondents and independent garage buyers.

Consumer Scotland commissioned survey of 1,000 used-car buyers

PRICE WAS THE KEY DRIVER FOR CHOICE
OF TRADER

The findings in this area underline the central

role of affordability in the used car market.

For many respondents, buying ‘used’ was not
simply a preference but a practical financial
choice, with price shaping both the decision to
buy a used vehicle and the choice of trader. This
was particularly evident among buyers from
independent traders, who were more likely to cite
price as a reason for choosing the seller and more
likely to pay by cash, bank transfer or debit card.

The survey findings also suggest that different parts
of the market may serve different consumer needs.
Independent traders appear to play an important
role for buyers seeking lower-cost vehicles, while
more expensive purchases were less commonly
associated with this part of the sector. This may be
significant because consumers buying lower-priced
vehicles may have less financial resilience

if problems arise after purchase.

At the same time, the importance respondents
placed on their cars shows why affordability cannot
be considered in isolation. For some consumers,
particularly in rural areas or places with limited
public transport, access to a used car may be
essential rather than discretionary. This means that
problems with affordability, quality or access to
finance can have wider impacts on consumers’
daily lives.

Because it takes my
pregnant wife and my boys to
school, then | am off to work

and back to pick up my family
for the day.
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e Price was the most frequently cited reason
for choosing a particular trader (70%). Other
common factors included availability of a specific
car (50%) and reputation or recommendation
(44%).

e Respondents bought their used cars from
a range of trader types. 40% bought from
a branded dealership linked to a specific
manufacturer, 29% bought from an independent
trader and 28% bought from a car supermarket
or large franchise (2% did not know the type of
trader used).

e Buyers from independent traders were more
likely to cite price as a reason for choosing a
trader (77% v. 70% overall), with reputation or
recommendation less prevalent (25% v 44%
overall).

e The most common payment method overall
was cash, bank transfer or debit card (57%),
particularly among buyers from independent
traders (70%).

e Almost a quarter (24%) of respondents used hire
purchase or a conditional sale agreement, 18%
paid by credit card and 17% entered a personal
contract purchase agreement.

| live in a rural area, and a
car is [the] only reliable means
of transport. It is imperative for

my everyday living that | have a
reliable car.

e The most common uses for cars bought were
for shopping (73%), commuting (67%), leisure or
social activities (64%) and transporting friends
or family.

e The vast majority of participants said their car
was important to them and, of the 60% who
said it was extremely important, work, family
transport and inadequate public transport
were among the main reasons.

Cost was the main reason for buying a used car over
a new one. Almost a fifth (18%) of participants said
they either could not afford or get finance for a new
car, which was more common among buyers from
independent traders (30% v. 18% overall).

Price shapes the market, but need drives the purchase

0‘7 70%

Price

o= 50%

specific car available

Independent trader buyers were more
price-driven: 77% cited price as their

reason for purchase, while only 25%
cited specific car available.

Why used cars matter
A
(0]
000000

#a» used the car for shopping

i 817
7V used the car for commuting

< 64%
ﬁéﬁ used the car for leisure

or social activities

Affordability, trader choice and finance are closely tied to the essential

role cars play in everyday life, especially where alternatives are limited.

Source: Consumer Scotland commissioned survey of 1,000 used-car buyers
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CONSUMERS EXPECTED STANDARDS
THAT REFLECT CORE CONSUMER LAW
PROTECTIONS

According to the survey findings, most respondents
agreed with expectations that reflect core consumer
law protections: that the car should be checked
before sale, free from major faults at the point of
sale, reliable for everyday use and durable for a
reasonable period. The survey did not test every
possible expectation consumers may have of used
vehicles, so it should not be read as showing that all
consumer expectations align with the law. However,
it does suggest that many consumers expect the basic
protections that consumer law is intended to provide.

However, the findings also point to differing
information being provided before purchase. While
some respondents recalled being told about key
matters such as the trader’s repair policy, others
did not. Information about Code of Practice
membership was reported much less frequently.
This suggests there may be scope for clearer

and more consistent pre-purchase information,
particularly around trader standards, complaint
routes and what consumers can reasonably expect
from a used vehicle.

Inconsistent information about complaints
procedures, Code of Practice membership, trader
policies and ADR can affect consumers’ ability

to understand who they are buying from, what
protections are available and where to go if
something goes wrong. These findings support
recommendations on practical trader guidance,
clearer point-of-sale information, wider Code of
Practice signposting and improved ADR awareness.
Better communication at the point of sale could
help manage expectations, reduce disputes and
support consumers to understand their options

if something goes wrong.

e Most respondents (90%) felt the trader should
check the car thoroughly before sale, that it
should be free from major faults when sold
and it should last a reasonable time without
significant repair costs. A very similar proportion
(89%) expected the car to be reliable and
durable for everyday use.

e Respondents reported variance in the
information provided before purchase. For
example, 15% said they were told whether the
trader was a Code of Practice member, while
larger proportions reported being informed of
their statutory short term right to reject the car
(40%) and the trader’s repairs policy (42%).

AROUND HALF OF RESPONDENTS
EXPERIENCED ISSUES OF SOME KIND

The survey findings showed that problems in the
used car market are not limited to a small group

of dissatisfied consumers. While nearly half of
respondents reported no issues at all, just over half
experienced at least one problem during or after
purchase, and almost a third experienced an issue
that caused detriment. This suggests that, even in a
market where many consumers are satisfied overall,
problems occur and can have real consequences.

The survey also shows that issues arise at different
stages of the buying journey. At the point of sale,
the main concerns related to unclear or missing
contractual information, pressure selling and
misleading information. These are significant
because they can affect consumers’ ability to make
informed decisions before committing to what

is often a major purchase. The higher reporting

of misleading information among EV buyers, and
unclear contractual information among purchasers
of hybrids, may also point to additional risks as the
market becomes more technically complex.

Post-purchase issues were more common and,
although the severity of these issues varied,
engine and technological faults were among

the most frequently reported. This is important
because these types of problems can be costly,
difficult to diagnose and disruptive, especially
where consumers rely on the car for work, family
responsibilities or access to services.

| had to keep hiring a
car, as the dealership took too

long, so this caused stress and
financial problems.
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The findings also indicate that the impact of
problems is not evenly experienced. Financial cost,
lost time, emotional distress and mental health
impacts were commonly reported, with consumers
affected by long-term illness, disability or health
conditions more likely to report some types of
impact. The survey did not measure severity in
every case, so these findings should not be read as
showing that impacts were always more severe for
those groups. However, they do indicate that similar
problems may be harder for some consumers to
absorb or resolve, particularly where they have
lower financial resilience, greater reliance on the car
or more limited capacity to navigate a dispute.

Higher expectations and a greater likelihood of
noticing minor defects may have contributed to the
prevalence of post-purchase faults in more expensive
cars. Wider stakeholder discussions also highlighted
the increasing complexity of modern cars, including
greater electronic integration of components and a
rising number of manufacturers’ recalls.

In summary:

e 29% of respondents reported experiencing an
issue causing detriment, which aligns with the
2024 UK Consumer Detriment Survey (28%).%°

e |n both surveys, detriment covers problems
that cause stress, costs money or take up time
to resolve;?” however, when presented with a
list of potential issues, just over half of survey
respondents (53%) reported experiencing at
least one issue during or after the purchase.
The remaining 47% experienced no issues at any
stage.

The findings are set out by issues at the point of sale
and post-purchase issues, below.

| trusted the seller and got
answers to all my questions in a

timely and truthful manner.

POINT OF SALE ISSUES
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35% of participants experienced at least one
issue at this stage. This was less prevalent for
buyers from independent traders (28%) and
more prevalent for buyers of EVs or hybrids,

cars costing over £30,000 and cars with mileages
over 60,001 (among others).

| felt | was rushed into
buying the car, like he wanted
it off the market as soon as

possible, which gave me a bit
of mental discomfort because
| was quite scared.

Across all car types, the most commonly
reported issues were key contractual information
being omitted or not explained clearly (16%),
pressure selling (13%) or misleading information
(13%).

EV purchasers were more likely to report
misleading information (22% v. 13% overall),
while a higher proportion of hybrid purchasers
reported that key contractual information was
omitted or not explained clearly (24% v. 16%
overall).

The vast majority of those who experienced a
purchase issue reported at least one negative
impact (90%), rising to 99% among respondents
with a physical or mental health condition.

The most common impacts were emotional
(41%), time lost (40%) and financial cost (38%);
28% reported mental health impacts and 15%
reported physical health impacts.



e The published report breaks the figures down
more fully, showing that financial cost and
mental health impacts were more likely to be
reported by respondents living in households
affected by a long-term illness, physical or
mental health problem or disability (58% and
44% respectively). These impacts were also more
likely to be reported by respondents with
a health condition or a disability.

The focus is always on the
monthly price not the total
cost. If you don’t like the monthly
price, we can change the time
period.... but that drives up the total
cost which is never really explained.

POST-PURCHASE ISSUES

e At least one issue was reported by almost half
of respondents (46%). This was most common
among cars costing over £50,000, cars used for
work related journeys and cars sold with higher
mileages (among others). The chart below
shows that the severity of the issues reported
varied.

Made me lose sleep and
affected my mental health.

e As fault categories were interpreted by
respondents, the same issue may have been
classified differently. That notwithstanding,
engine and technological faults were the most
common and were more likely among cars with
purchase mileages over 60,001 or prices above
£30,000.
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Among those who reported post-purchase
vehicle issues, 76% experienced at least one
negative impact. The most common impacts
were financial cost (45%), time lost (39%),
emotional impacts (25%), mental health (22%)
and physical health (10%). The vast majority of
those respondents considered their car to be
important.

Unexpected repairs led to
unplanned costs and disrupted my
routine, especially when | needed
the car for work or daily travel.

Mental health impacts were more likely to be
reported in households affected by long term
illness, physical or mental health problem
(34% v. 17% overall). The trend was similar
for respondents with a health condition or
disability.

I was very stressed and
had to spend more money.
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Post-purchase faults were experienced - engine faults were most common
Reported issues with used cars purchased, by type and severity

Engine fault 9% 11% 12% 69%
Technological fault 6% 11% 15% 68%
Structural fault 6% 9% 10% 75%
Other functional fault 6% 9% [1)74 74%

. Major fault that significantly affected ability to drive the car Engine faults were the et
commonly reported serious
. Multiple minor faults that did not prevent ability to drive the car issue, with 9% of buyers

. Minor fault that did not prevent ability to drive the car experiencing a major engine
fault that significantly affected

Did not experience this issue their ability to drive the car.

Source: Consumer Scotland commissioned survey of 1,000 used-car buyers

CONSUMERS GENERALLY REPORTED SOME e 75% of respondents felt at least slightly aware of

AWARENESS OF THEIR RIGHTS their statutory consumer rights. This was slightly
lower among women (70%), those in rural areas
The survey findings show that most respondents (69%) and buyers from independent traders
felt reasonably confident about their rights, the (68%); it was lower again for buyers of cars
deal they entered, and where to seek advice. This priced below £5,000 (56%) or cars over 10 years
is positive given the importance and cost of buying old (58%).
a used car.
e Most respondents (87%) felt they had enough
However, awareness was not evenly shared. It was advice or information to understand the deal
lower among women, rural consumers, buyers from (e.g. payments and charges) before buying the
independent traders, and especially those buying car. This was most commonly attributed to their
older or lower-value cars. These consumers may be own research or questions (26%), trusted advice
more exposed if something goes wrong. or information (14%) or good customer service
13%).
The survey measured self-reported awareness ( )
rather than testing knowledge, so the findings * Among the smaller group who did not feel
reinforce the need for clear, simple and accessible sufficiently informed, 23% cited insufficient,
information before and after purchase. confusing or overwhelming information, while
14% pointed to the service experienced from the
seller.

e Overall, most respondents (80%) felt confident
they knew how and where to seek advice.
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CONSUMERS COULD TYPICALLY GET ISSUES
RESOLVED

The survey findings indicate that some respondents
who took action short of complaining contacted
more than one organisation. That may reflect
speaking to an advice body first or uncertainty
about the appropriate point of contact but,
importantly, most found those interactions helpful.
Resolution was, however, lower for those who
purchased from independent traders.

Confidence about complaining was generally high
and those who felt the need to complain largely

did so successfully. Complaints were resolved both
locally and at the escalated level, indicating that,
while many traders resolve issues, escalation routes
remain important.

A small number of respondents either did not
complain (despite feeling they had cause to do so)
or did not know what action to take more generally.
While based on small numbers, it nonetheless
reinforces the value of clear, accessible information
about complaints processes and the important role
of advice bodies with signposting.

The survey also suggests that some consumers
may not always identify the most appropriate
organisation to contact, particularly where finance
or warranty arrangements are involved. This is
explored further in Chapter 2, where ADS evidence
shows how disputes can become more complex
when responsibility is unclear between the trader,
finance provider and warranty provider.

e 63% of those who reported a purchase or post-

purchase issue took action, such as contacting
warranty providers (44%), traders (41%),
financial service providers (27%) and advice
bodies (24%). Across all four organisations,
around three quarters of respondents found
their interactions to be helpful®® and issues were
usually resolved. This was, however, lower for
those who purchased from independent traders
(64% reported their issue was fully resolved
overall, but this was 54% among buyers from
independent traders).
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Among the smaller group who did not take action,
most said the issue was minor or they resolved it
themselves (50% and 23% respectively). However,
barriers to acting included not knowing what
action to take, doubting it would help or avoiding
stress or hassle.

Around a third of respondents with a purchase
or post-purchase issue said they had cause to
complain and most of that group ultimately did
so. The sample of respondents who had cause to
complain and went on to complain was relatively
small, so these findings should be treated as
indicative. For this group, advice services were
the most common way respondents found out
where to complain, and many complaints were
escalated beyond the seller or finance company.
Most respondents who complained said their
issue was ultimately resolved, and most felt
confident exercising their consumer rights in

this way.

Most respondents without cause to complain
still broadly knew how to do so. Among the very
small number of respondents who said they had
cause to complain but did not do so, the most
common reason was that they did not think it
would help. This finding should be treated as
indicative due to the small base size.

MOST RESPONDENTS WERE SATISFIED WITH
THEIR EXPERIENCE

Overall, the survey findings point to a broadly
positive used car buying experience for most
respondents. High levels of satisfaction with the
seller and the purchase process, alongside the
proportion willing to buy a used car again, suggest
that many consumers felt the market worked well
for them.®

However, satisfaction was closely linked to whether
problems arose during or after purchase. Those
whose experience fell below expectations were
more likely to have encountered issues, reinforcing
the importance of preventing problems at the point
of sale and resolving them quickly when they occur.
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The lower likelihood of buying a used car again,

or from the same trader, among respondents with

caring responsibilities is also notable. This group
was more likely to report issues, suggesting that

Respondents were similarly satisfied with sellers
(85%) and with the overall purchase process
(88%).

Around two thirds of respondents (68%) did not

problems with a used car may have a greater impact
where consumers depend on the vehicle to support
others as well as themselves.

highlight anything they would change about
their recent purchase, while the most common
advice for future buyers was to carry out

1 [v)
e A clear majority of respondents said their research or ask questions (35%).

experience of buying a used car met or exceeded o |ooking forward, 84% of respondents said they
expectations (90%), most commonly attributed were likely to buy a used car again and 76%

to good customer service or not experiencing were likely to buy from the same trader. While
pressure (19%). the full report highlights variation across some
groups, both measures were lower among
those with caring responsibilities (70% and 65%
respectively). This could relate to the greater
likelihood of experiencing an issue either during
(55% v. 35% average) or after (70% v. 46%
average) purchase.

C LOOKING AHEAD

0 did not highlight
68 /o anything they ﬁ, did not highlight

would change about anything they

their recent purchase 840 would change about
o their recent purchase

e Among the minority whose experience fell
below expectations, almost half did not know or
preferred not to say why (49%), but they were
more likely to have experienced issues during or
after purchase.

Most respondents were satisfied with their experiencet

‘ OVERALL SATISFACTION

o said their buying

9 O /0 experience met
or exceeded
expectations

b i
85% 88% 3594 cuienee

satisfied with satisfied with research or ask

the seller the overall Q questions
purchase process

@ REFLECTIONS ON
¥~ THE PURCHASE

76%

likely to buy from
the same trader

This group was also more

likely to report issues during
(55% v. 35% average) or after
(70% v. 46% average) purchase.

Good customer service and
a lack of pressure were common

Among those whose experience
fell below expectations, almost ﬁgg%
half did not say why (49%).

reasons for positive experiences.

Source: Consumer Scotland commissioned survey of 1,000 used-car buyers
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SURVEY OF CONSUMER EXPERIENCES
(SUMMARY)

e Petrol and diesel vehicles are the most common

purchases, although hybrid vehicles and EVs are
becoming more visible in the market.

Affordability strongly shapes consumer choice,
with nearly half of respondents paying under
£15,000 and price the most common reason
for choosing a trader.

Lower-income buyers were more likely to buy
older cars, suggesting that affordability pressures
may push some consumers towards higher-risk
purchases.

Most consumers research before buying but the
use of verified sources of advice / information
varies, particularly when checking sellers.

Consumers value signs of trader reliability,
including Approved Code Scheme membership
and the ability to check whether a trader holds
a used car licence.

Online searching is important, but most
respondents viewed the car at the trader’s
premises before purchase. Distance buying
is less common but appears more frequently
among rural respondents and was associated
with lower satisfaction

Most respondents agreed with expectations that
reflect core consumer law protections, including
that used cars should be checked before sale,
free from major faults, reliable for everyday use
and durable for a reasonable period.

29% of respondents reported experiencing an
issue causing detriment®® but, when presented
with a list of potential issues, just over half
reported at least one issue during or after
purchase. Impacts included financial cost, lost
time, stress and health impacts, indicating that
problems are common and can be disruptive.

Overall satisfaction is high, but is linked to
problems being avoided or resolved effectively,
reinforcing the importance of prevention and
accessible redress.
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Motor Finance and Used Cars

Motor finance can play an important role in
enabling consumers to buy used cars, particularly
where they cannot pay the full purchase price
upfront. While a detailed review of motor finance
was outside the scope of this investigation,**

the evidence gathered raised a specific question
about whether geography may affect the price

or availability of some forms of subprime motor
finance in rural and remote parts of Scotland.

Whilst the consumer survey provides useful
evidence on payment methods, affordability and
the importance of access to a car, it did not identify
a clear pattern of higher finance use, higher finance
costs or reduced access to finance among rural
respondents. The concern discussed below was
raised primarily through stakeholder evidence and
should therefore be treated as an issue requiring
further examination, rather than as a finding about
the prevalence of harm across the wider market.

MOTOR FINANCE AGREEMENTS

The FCA has indicated that, across the UK, more
than 2 million people use motor finance each year.
Around 80% of new car purchases and 19% of used
car purchases were funded through motor finance
in 2024. The most common types of agreement
include hire purchase, conditional sale and personal
contract purchase.®

Hire purchase and conditional sale agreements
usually involve the consumer making regular
payments while the lender retains ownership of
the vehicle until the terms of the agreement are
completed. Personal contract purchase agreements
also involve regular payments but usually include

a much larger final optional payment if the
consumer wishes to keep the vehicle. The way
ownership, mileage limits, final payments and early
termination rights operate can affect both consumer
understanding and lender risk.
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Main types of motor finance agreement

Consumers commonly use hire purchase, conditional sale or personal contract purchase agreements to spread

the cost of buying a used car.

PERSONAL CONTRACT
HIRE PURCHASE CONDITIONAL SALE PURCHASE

e Monthly repayments

e QOption to buy at the end

e Ownership transfers if the term

final option is taken

Q Ownership does not transfer
automatically.

e Monthly repayments

e Finance is repaid over the

e Ownership transfers
automatically at the end

Ownership transfers once
the agreement is fully paid.

e Monthly repayments

¢ Optional final balloon
payment

¢ At the end, the consumer
can usually buy the car,
return it, or enter a new
agreement

e Consumers may incur excess
mileage and/or damage costs

Q More end-of-agreement
options, but extra costs

may apply.

Key difference: HP and CSA are repayment-based agreements. Under CSA, ownership usually
transfers automatically once the finance is repaid. PCP includes an optional balloon payment
and gives the consumer more choices at the end of the agreement, although excess mileage

or damage charges may apply.

RURAL SCOTLAND AND ACCESS TO
AFFORDABLE MOTOR FINANCE

Stakeholders raised concerns that geography may
affect the cost and availability of some forms of
motor finance in Scotland, particularly for lower-
income or subprime consumers in rural and remote
areas.

Some stakeholders suggested that hire purchase
may be important for consumers who cannot access
mainstream credit, because the lender retains
ownership of the vehicle until the agreement is
completed. In principle, this can reduce lender

risk. However, stakeholders also noted that vehicle
recovery can be more difficult and less economical
in remote parts of Scotland, particularly where
lower-value vehicles are involved.

An industry finance specialist suggested that these
asset recovery challenges may make subprime
motor finance more expensive in some parts of
Scotland than elsewhere in Great Britain. They
pointed to higher recovery costs outside the Central
Belt, potentially compounded by the use of recovery
agents travelling from England and the cost of
transporting recovered vehicles to auction sites.

The same respondent also suggested that there may
be less certainty in Scotland than in England and
Wales around the court orders required to recover
vehicles. If recovery costs or operational uncertainty
are reflected in lender pricing or risk appetite, this
could contribute to higher charges, increased APRs,
fewer lender options or reduced availability of some
subprime finance products.
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However, this evidence should be interpreted
cautiously. The consumer survey did not identify the
same pattern, and one large national franchise told
Consumer Scotland that it applies a uniform APR
across all locations. The evidence therefore does not
establish that rural consumers in Scotland generally
pay more for motor finance. Rather, it identifies a
potential issue that may merit further examination
because of the importance of car access in rural
areas and the potential impact on lower-income
consumers if affordable finance is harder to obtain.

For consumers, the issue matters because access to
a reliable used car may be essential for work, caring
responsibilities and access to services, particularly
where public transport alternatives are limited. If
geography, recovery costs or lender risk appetite
affect the availability or cost of finance, this could
reduce consumer choice and make access to
essential transport less affordable.
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RECOMMENDATION:
Examination of pricing or access issues
for subprime motor finance

Lead: Financial Conduct Authority

As part of its ongoing supervision of motor
finance firms, the FCA should examine
whether subprime motor finance consumers
in rural and remote parts of Scotland face
higher prices, reduced product availability or
other access issues compared with consumers
elsewhere in Great Britain.

This recommendation reflects stakeholder
evidence that geography, vehicle recovery
costs and lender risk appetite may affect
some forms of subprime motor finance.

The consumer survey did not establish the
prevalence of this issue, and evidence from
one national franchise suggested uniform
APRs across its locations. The purpose of the
recommendation is therefore to test whether
such issues exist and, if they do, whether they
reflect legitimate commercial cost and risk
factors or emerging structural barriers to fair
access to motor finance that require action.
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Chapter 2:
Resolving Complaints —
Consumer Rights in Practice

Key findings - summary

1. Post-purchase faults are a major Survey evidence shows that post-purchase vehicle issues are

driver of escalated disputes.

common, while sampled ADS cases show how some faults escalate
into serious disputes about liability, remedies and redress.

. Many ADS cases arise early in
ownership, when consumer
rights should be strongest

Around 80% of sampled cases arose within six months of purchase,
when the burden of proof is particularly important, yet disputes still
frequently escalated.

. Engine faults are the most
common issue in sampled ADS
cases

Engine faults were common and often serious, suggesting that many
cases involved breakdowns or significant failures rather than minor
dissatisfaction.

. Consumer rights are strong in
principle but difficult to apply in
practice

Disputes often centre on “satisfactory quality”, particularly durability,
wear and tear, rejection rights, remedies and the burden of proof.

. Securing remedies can be
difficult

Consumers often face refusal, delay, failed repairs, partial offers or
disputes over rejection rights.

. Motor finance adds complexity

Some consumers appear to complain to traders rather than finance
providers, causing delay and confusion about who is responsible for
resolving the issue.

. Independent traders featured
prominently in sampled ADS
cases.

These cases included serious faults, remedy refusals, misleading
descriptions and limited redress routes. This should not be read as
showing the position across the whole market, but it does indicate
where escalated advice cases often arise.

. Cross-border and distance-

related purchases create
additional barriers

Consumers may face difficulties with returns, communication,
enforcement and cancellation rights, particularly where the trader is
outside Scotland.

. Consumers with lower financial

resilience may find disputes
harder to resolve.

Lower-value vehicle failures can leave consumers unable to fund
repairs, independent evidence, court action or replacement transport.

10.The redress landscape is

fragmented and difficult to
navigate

Court is often impractical for consumers, while ADR can be valuable
but remains unevenly available across the market.
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Used Car Disputes

As set out in Chapter 1, Scotland’s used car market
is large, diverse and essential to everyday mobility.
Hundreds of thousands of transactions take place
each year, so complaints and detriment should be
understood in the context of the market’s overall scale.

In the previous section the consumer survey
provides the broadest picture of recent used-car
buyer experiences, including high satisfaction overall
but also common issues during and after purchase.
This chapter looks at a different part of the evidence
base: the more serious and escalated cases where
consumers sought advice or where disputes had
developed. It should therefore be read as evidence
about how problems can escalate, rather than as a
measure of how common these problems are across
all used-car purchases.

When problems do arise, the consequences can be
significant. Used cars are often high-value purchases
and, for many consumers, essential for work, access
to services, and everyday life. A serious fault can
leave consumers facing repair costs, ongoing finance
payments, loss of transport and prolonged disputes
about liability, alongside stress and wider disruption.

This chapter examines how used car disputes arise
and how effectively consumers can resolve them in
practice. It summarises the key consumer rights that
apply, analyses a large sample of ADS case data and
stakeholder evidence on the main causes of disputes,
and considers the routes available for redress through
traders, finance providers, ADR schemes and the
courts. It also considers the practical challenges
involved in applying concepts such as “satisfactory
quality”, durability and the burden of proof in real-
world disputes. A summary of the main fair trading
and consumer protection legislation relevant to
used-car sales is provided at Appendix A.

ADS AND STAKEHOLDER EVIDENCE:
HOW ISSUES ESCALATE INTO DISPUTES

To understand what is at the heart of the issues
when used-car transactions develop into disputes,
Consumer Scotland analysed ADS case data. ADS
data provides one of the clearest available sources
of evidence on the sharper end of the used-car
consumer journey: cases where faults, remedies,
liability or responsibility have become sufficiently
serious or contested that the consumer seeks to
complain or access external advice. It should not be
read as representative of all used-car purchases or
all issues experienced by consumers.

This is because many consumers who experience
problems do not contact ADS. As set out in Chapter
1, the survey found that some issues are resolved
directly, some consumers take no action, and others
use different routes such as traders, warranty
providers, finance providers, advice bodies or
complaint processes. ADS case analysis therefore
provides detailed insight into the more serious or
unresolved cases where consumers sought advice,
often after faults, liability or remedies had become
contested.

The analysis therefore examined a 10% sample of
used-car cases received by ADS over the two-year
period from 1 January 2024 to 31 December 2025.
That sample comprised 745 cases and analysis
focused on issues that could reasonably be linked to
the point of sale. It provides insight into the types

of problems consumers sought help with, how
disputes arose, and how consumers, traders, finance
providers and warranty companies engaged with
existing rights and routes to redress.>?

This analysis should be read alongside the survey
findings from Chapter 1. The survey provides a
broader picture of recent used-car purchasing
experiences, including the prevalence of post-
purchase issues and consumer detriment. ADS
evidence provides a more focused view of cases
that escalated into advice-seeking, often after faults,
responsibility or remedies had become disputed.
Taken together, the two sources help distinguish
between the overall scale of consumer problems
and the circumstances in which those problems
become more serious disputes.
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MAIN ISSUES IDENTIFIED IN ADS CASES

The dominant route into dispute in sampled ADS cases was the emergence of alleged vehicle faults after
purchase. Most cases involved consumers reporting physical problems with the vehicle, which then led to
disputes with traders, finance providers or warranty companies about liability and remedy. These disputes
typically centred on who was responsible for the fault and whether the consumer was entitled to a refund,
repair or other remedy at no additional cost.

Just under half of sampled cases related to major faults that rendered the car unusable, while 30% involved
less serious faults, including minor or multiple minor faults that did not prevent use. A further just under
10% concerned allegations that the vehicle had been falsely or misleadingly described at the point of sale.**

Fault-related issues accounted for 78% of coded consumer issues

Breakdown of 770 coded consumer issues

Fault-related issues: 78% Other issues: 22%
48% 15% 15% 9% % 11%
’ Major fault - any type: 48% . Perception of false or misleading description: 9%
. Minor fault - any type: 15% Dispute in relation to refunding deposit: 2%
. Multiple minor faults - any type: 15% Other (individual issues accounted for 1% or less of total): 11%

Base: 770 consumer issues. Excludes cases where there was insufficient information to determine the nature

of the issue.

Note: Some cases involved more than one issue. Cases with both minor issues and a major fault were coded as

a major fault where the major fault appeared central to the dispute. "Multiple minor faults" refers to cases where
consumers reported more than one issue, but no major fault appeared to have made the vehicle unusable.

TYPES OF FAULTS ENCOUNTERED

Over three quarters of sampled ADS cases involved alleged identifiable faults with the vehicle itself, with
cases broadly categorised by severity and type. “Major faults” were those that rendered the vehicle
unusable, often described as breakdowns or issues making the car unsafe to drive, while “minor faults” did
not prevent continued use.

Engine faults were the most common issue in the cases, accounting for 36% of all cases. Most engine-

fault cases were major, though the specific components involved varied widely. Other fault types included
functional issues affecting drivability, such as gearbox, suspension or steering faults; structural defects,
such as corrosion or bodywork issues; and technological faults, typically involving dashboards, infotainment
systems or software updates.
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Engine faults were the leading type of fault-related consumer issue

Fault types as a share of 770 coded consumer issues
Fault-related issues in total: 78%

Engine

4%

Technological

°o
O\ .

5% 10% 15% 20% 25%

Base: 770 consumer issues.

Engine faults: mechanical issues involving
the engine or related parts.

Functional faults: issues affecting the
ability to drive.

Structural faults: issues such as
corrosion or loose panels.

Technological faults: dashboard,
display or software issues.

30% 35% 40%

Note: Fault types were assigned using analyst judgement. In some cases, the distinction between engine and non-engine faults
required judgement. Major faults rendered the car unusable or unsafe to drive. Minor faults did not prevent the vehicle from

being used.

DURATION AND TIMING OF ISSUES

Around 80% of sampled ADS cases arose within
the first six months of purchase. This is a significant
finding because this is the period in which
Consumer Rights Act 2015 Act protections should
be particularly important and, in many cases, more
favourable to consumers in evidential terms. The
fact that so many escalated cases arose during this
period suggests that the existence of legal rights
does not always translate into quick or effective
redress in practice®. Despite this, disputes still
frequently emerged and escalated in practice.

A smaller but notable number of cases involved
prolonged disputes lasting several months or more,
sometimes progressing to formal dispute resolution
or court action.3®

ACTIONS BY CONSUMERS

Around a third of consumers contacted ADS without
having taken prior action, seeking advice on their
rights and available options. Where the desired
outcome was recorded, many consumers had a clear
remedy in mind - typically to reject the vehicle for

a full refund or to have it repaired at no cost.
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In financed purchases, some consumers appeared
to direct rejection requests to the trader rather than
the finance provider, indicating confusion about
who was responsible for dealing with the complaint.

This suggests that some consumers are not only
seeking a remedy, but also trying to understand the
correct route to find it. In cases involving finance,
warranty cover or multiple parties, consumers may
face additional uncertainty about whether the
trader, finance provider or warranty provider

is responsible for resolving the problem.

THE IMPACT ON CONSUMERS

Although most case notes did not explicitly record
the impact on the consumer, it is likely that many
of the cases involved some form of negative
consequence. Impacts were only coded where
the case notes strongly suggested that harm had
occurred, for example where a consumer could
not afford repairs, was left without access to a
usable vehicle, or described stress, anxiety or wider
disruption to daily life. As a result, the recorded
impacts are likely to understate the full extent of
consumer detriment across the cases reviewed.
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Consumer actions

Contacted ADS
for advice
before taking
clear action

MOST COMMON REMEDIES SOUGHT =

&
@ Wan

Trader: rejection / full refund
Trader: full repair costs

Finance provider: refund and/or no
further instalments

Warranty provider (if not trader):
full repair costs

Finance provider: full repair costs
Trader: refund deposit

Sought advice before acting

@ Asked trader to repair vehicle

Q Other actions

52%

Requested

a refund or
repair costs to

be covered

Main grouped action categories

32%

6%

ted refund or no-cost repair

Base: 707 recorded consumer actions. Some cases involved more than one action.

Excludes cases where no clear action was recorded.

Consumer actions

Negative
impact of
the finances

WHAT WAS RECORDED

Impacts were only coded where case
notes explicitly suggested a negative
impact

TFinancial impact was the most

common recorded effect

&

TMental health and personal / family / family

work life impacts were also evident

TVery few cases explicitly suggested
a physical health impact

health

Z2N
Negative impact on finances

@ Negative impact on mental health

Negative impact on personal /

Negative impact on physical

52%

Negative impact

on mental
heath

Main impact categories

P

|

/ work life

Base: 120 impacts. Excludes cases for which no impact was explicitly suggested.

40



Where impacts were recorded, the most common effect was financial. These included consumers facing
unexpected repair costs, difficulty funding further inspections or repairs, or wider financial pressure

after purchasing a vehicle that developed faults. Impacts on mental health were also evident, with some
consumers reporting stress, anxiety or distress linked to the dispute. A smaller number of cases highlighted
disruption to personal, family or working life, particularly where the loss of a vehicle affected caring
responsibilities, travel to work or other essential journeys. Overall, the evidence suggests that vehicle faults
and unresolved disputes can create harm that extends beyond the immediate cost of repair or refund.

ACTIONS BY TRADERS

Trader responses often mirrored the remedies consumers were seeking, but in many cases the recorded
outcome was a refusal to provide a refund or repair, or a refusal to cover associated costs. A further group
of cases involved unsuccessful repairs, where faults persisted or new issues emerged. While some traders
attempted partial resolutions, such as further repairs or alternative offers, many disputes centred on
disagreement over responsibility for faults. Consumers also frequently reported poor engagement, and
some case notes suggested that traders did not always fully understand their obligations around refunds,
repairs and rejection rights.

Consumer actions

16%

net
Refused or partly Attembpted
refused to refund, repairpbut
repair or unsuccessful
compensate
MOST COMMON REFUSAL OR DISPUTE Main grouped action categories

RESPONSES
Refused to accept vehicle rejection / ’l Refused refun‘d, repair _ 529%
provide full refund or compensation
Refused to cover any repair costs

Refused to cover some of the repair @ Attemptec]i rlepalr but - 16%
unsuccessfu

costs

Refused to repair vehicle e

=X, Uncooperative / evasive /
i i 10%
Pafr‘rla(iI refund offered instead of full ﬁ POOF customer service -
refun

Refused compensation for costs .
. Other trader actions _ 23%
incurred

Base: 421 trader actions. Excludes cases for which no trader action was applicable or there was insufficient
information to determine what action the trader had taken.
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MOTOR FINANCE ADDS LAYERS OF
COMPLEXITY

Motor finance was not the central subject of
this investigation. The investigation focused on
consumer experiences in the used-car market,
including faults, trader conduct, remedies,
complaint handling and routes to redress.

However, finance is relevant because many
consumers use Hire Purchase, Conditional Sale or
Personal Contract Purchase agreements. Where
problems arise, consumers may need to understand
whether responsibility sits with the trader, finance
provider or another party.

The wider motor finance commission issue has
increased public and regulatory scrutiny of the
sector. The Financial Conduct Authority (FCA) has
introduced an industry-wide redress scheme for
motor finance customers who were treated unfairly
between 2007 and 2024%’.

This report does not examine historic commission
arrangements or assess individual finance
agreements. Its findings are limited to where motor
finance affected consumers’ ability to understand
responsibilities, pursue complaints or access
redress.

In this investigation - around a third of sampled
ADS cases involved some form of motor finance.
However, finance providers accounted for a
relatively small share of recorded counterparty
actions, suggesting that some consumers may not
have been clear about who to contact or who was
responsible for resolving the issue. Where finance
providers were involved, over half of recorded
actions related to refusals to cancel agreements,
provide refunds or cover repair costs.

ADS analysis indicates that, in around 18% of
finance cases, consumers appear to have pursued
the trader rather than the finance provider. This is
significant because, where the vehicle is financed,
contractual responsibility may sit with the finance
provider. If this is not understood by the consumer
and is not clearly explained at the point of sale, the
complaint may begin down the wrong route.

This finding is consistent with the survey evidence
discussed in Chapter 1, which showed that
consumers who experienced problems contacted a
range of organisations, including traders, warranty
providers, finance providers, advice bodies and
complaint processes. The ADS evidence shows why
this matters in practice: where consumers pursue
the wrong party, particularly in financed purchases,
they may lose time before reaching the route most
likely to resolve the complaint.

For consumers with serious faults, confusion over
responsibility can be highly detrimental. They may
remain without use of the vehicle while finance
payments continue and may feel trapped between
the dealer and lender. By the time they seek advice,
they may already have spent weeks disputing the
matter with the wrong party and may then face
further delay while the correct complaints process

begins.
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CASE STUDY:
Motor finance and confusion over
who is responsible

A consumer acquired a used car through

a Hire Purchase agreement from an
independent trader. The consumer
experienced a fault almost immediately, with
the car getting stuck in gear shortly after they
took possession of it.

The garage replaced the clutch and returned
the vehicle to the consumer, but the same
fault reappeared soon afterwards. The car
was returned to the garage again. When the
consumer raised the possibility of returning
the vehicle and obtaining a refund, the trader
reportedly became abusive.

The consumer had been dealing directly with
the trader. ADS advised that, because the
vehicle had been acquired through a Hire
Purchase agreement, the consumer’s first
point of contact should be the finance provider
rather than the garage. ADS explained that

the consumer’s contract was with the finance
company and that the finance provider should
deal with the complaint, including any potential
short-term right to reject. The consumer was
also advised that the finance company could
take up to eight weeks to respond before the
matter could be escalated to the Financial
Ombudsman Service.

What this illustrates:

This case shows how finance arrangements
can complicate redress. Where consumers and
traders do not understand that responsibility
may sit with the finance provider, the
complaint can start down the wrong route.
That can cause delay, frustration and further
detriment, especially where the vehicle is
unusable while the consumer remains liable
under the finance agreement.
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LOCATION OF THOSE TRADERS THAT WERE SUBJECT TO ADS CASES

Trader location should be interpreted as a feature of sampled ADS cases, not as a measure of the wider
distribution of used-car sales. The trader locations associated with cases were widely dispersed, spanning
102 different towns and cities in England, 72 in Scotland, 2 in Wales and 1 in Northern Ireland.

While approximately two thirds of cases involved traders based in Scotland, a particularly notable finding

is that nearly a third (32%) related to purchases from traders in England, across a broad range of locations.
Within Scotland, cases were most commonly linked to traders in the largest cities, with Glasgow accounting
for the highest proportion (14%), reflecting both market concentration and sales volumes.

Trader location

Traders were located in a large number of different towns and cities across the UK.

68%

of cases were associated
with traders in Scotland.

] <1% . <1%

Perhaps unsurprisingly,

the largest cities in Scotland
were associated with the
highest % of cases -

e.g. traders in Glasgow
linked to the highest %

of cases (14%).

32%

of cases were associated
with traders in England.

No. %

0,
Nearly one third of cases (32%) . Scotland 405 68%
involved traders in England - . England 191 32%
a notably high proportion and . Wales 2 <1%

a significant finding.

@ Northern Ireland 1 <1%

Base - 599 cases.
Excludes cases for which the trader location was not applicable (e.g. dispute was with finance provider
rather than trader) or not recorded by ADS.
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TRADER TYPES

Within the sampled ADS cases where trader type was recorded, most involved independent traders
operating from a single location (57%). This does not show that independent traders account for most
consumer detriment across the whole market, because ADS cases represent consumers who sought
advice rather than all used-car purchases. However, it does indicate that independent traders featured
prominently in escalated advice cases, including cases involving serious faults, remedy refusals, misleading
descriptions and limited redress routes.

Trader types

/J Independent traders accounted for the largest share of cases,
J]_D_Dﬂ though over a third involved large franchise dealerships.

60% 7%

50%

36%

40%

30%

20%

10% 6%
] "
0% —
Independent Large franchise Small franchise Online only trader

Source: Consumer Scotland analysis of ADS case data. Base: cases where trader type was recorded.

This finding is notable when compared with our survey of used car purchasers, discussed in Chapter 1,

where 29% of respondents reported purchasing from an independent trader. The two figures are not directly
comparable: the survey reflects purchasing behaviour across the wider market, while ADS data captures cases
where consumers sought advice after experiencing a problem. However, the contrast between 29% of survey
purchases and 57% of ADS cases where trader type was recorded suggests that independent traders may be
over-represented in escalated advice cases. A potential explanation for this is that our survey also found that
issues associated with purchases from independent traders had poorer resolution outcomes. When asked the
extent to which an issue had been resolved, 54% of respondents who bought from an independent trader said
it had been fully resolved, lower than the survey average of 64%. Conversely, 13% said the issue had not been
resolved at all, higher than the survey average at 7%.

This should be treated as indicative rather than conclusive evidence, but it suggests that independent
traders are an important focus when considering consumer detriment, complaint handling and access
to redress.
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A substantial proportion of sampled cases were also
linked to large national or regional franchise groups,
showing that serious disputes are not confined to
smaller operators and can occur across the market.
By contrast, relatively few sampled cases involved
small franchise networks or online-only traders. This
may reflect lower sales volumes, different consumer
behaviour, different complaint routes, or other
factors not captured in the ADS data.

GENERAL FINDINGS - WHAT THE ADS
EVIDENCE ANALYSIS TELLS US

The survey shows the scale: ADS analysis shows
escalation.

The survey evidence in Chapter 1 showed that post-
purchase issues are common among recent used-car
buyers. The ADS case analysis provides a different,
but complementary, view. It shows what can happen
when those issues become serious, unresolved or
contested, and when consumers reach the point of
seeking external advice. In combination, the two
sources suggest that vehicle faults after purchase
are one of the central pathways through which
consumer detriment arises in the used-car market.

Faults are the main pathway to harm.

The ADS evidence indicates that many escalated
disputes are not about minor dissatisfaction.

They often involve vehicles becoming unusable,
consumers facing unexpected repair costs, and
disagreement about whether the trader, finance
provider or warranty provider is responsible for
putting things right. Over three quarters of sampled
ADS cases involved an identifiable vehicle fault,

and engine faults were the largest single category
of complaint. Many of these cases involved major
faults, indicating that consumers were often seeking
advice after a breakdown or serious failure had
affected their ability to use the vehicle.

Rights exist, but redress is contested.

The timing of these cases is also significant. Around
80% of sampled ADS cases arose within the first

six months of purchase. This is the period in which
consumer protections under the Consumer Rights
Act 2015 should be particularly important. However,
the ADS evidence suggests that the existence of
legal rights does not always translate into quick or
effective redress. In practice, consumers may still
face disputes about whether the fault was present
at the point of sale, whether it reflects normal wear
and tear, whether repair or rejection rights apply,
and who is responsible for providing a remedy.

Independent traders are prominent in escalated
cases.

The comparison between survey and ADS evidence
also suggests that independent traders are
particularly prominent in escalated disputes. In the
survey, 29% of respondents reported buying from an
independent trader. By contrast, independent traders
accounted for 57% of sampled ADS cases where
trader type was recorded. These figures should

not be treated as directly comparable, because the
survey reflects purchasing behaviour across the
wider market, while ADS data reflects consumers
who experienced problems serious enough to seek
advice. However, the scale of the difference suggests
that independent traders may be disproportionately
represented in cases involving consumer harm,
contested liability and difficulties accessing redress.

This does not mean that detriment is confined to
independent traders. A substantial proportion of
sampled ADS cases involved large national or regional
franchise groups, showing that serious disputes

can occur across different parts of the market. The
evidence therefore points to both a targeted issue -
the prominence of independent traders in escalated
cases - and a wider market issue around how faults,
complaints and remedies are handled.
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Distance can make redress harder.

The survey suggests that buying entirely at a
distance was a minority route among recent used-
car purchasers. However, ADS case analysis found
that nearly a third of sampled cases where trader
location was recorded involved traders based in
England. These figures measure different things

and should not be treated as directly comparable
and should not be seen as an issue for any one UK
nation. Nonetheless, the contrast is important.

It suggests that purchases at a distance may be
disproportionately visible, potentially because
distance makes it harder for consumers to return
vehicles, obtain inspections, agree repairs, reject the
vehicle or pursue redress. This is particularly relevant
where the vehicle becomes unusable shortly after
purchase, as consumers may face transport costs,
recovery costs, continued finance payments and
practical barriers to engaging with a trader located
hundreds of miles away.

Finance and warranties add complexity.

The ADS evidence also highlights how detriment
can be worsened by complexity. Around a third

of sampled ADS cases involved motor finance,

and in some finance cases consumers appeared

to pursue the trader rather than the finance
provider. This reflects a wider theme from the
survey evidence: when something goes wrong,
consumers may contact traders, finance providers,
warranty providers, advice bodies or complaints
processes, but may not know which route is legally
or practically responsible for resolving the issue.
Where a vehicle is unusable, this confusion can
prolong harm, particularly if finance payments
continue while the consumer remains without
access to a working car.

Escalation happens when responsibility is unclear.

Overall, the ADS case analysis reinforces the

central finding from the wider evidence base:
consumer detriment in the used-car market is often
driven by faults emerging after purchase, but it is
intensified when responsibility is disputed, remedies
are refused or delayed, and consumers are left
navigating complex trader, finance and warranty
arrangements. The evidence points to a need for
clearer point-of-sale information, stronger complaint
signposting, better understanding of Consumer
Rights Act obligations, and more effective routes to
redress when vehicles develop serious faults shortly
after purchase.

Having considered what the ADS evidence tells us
about how used-car problems escalate into disputes
- the next section looks more closely at what is
being contested in those disputes. It examines how
consumer law applies to the issues raised in the
case evidence, and the practical barriers consumers
can face when trying to secure repair, rejection,
refund or other redress.
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Consumer Expectations
and Complexity, Risk and
Variability

COMPLEX GOODS OF UNCERTAIN HISTORY:
WHY USED CAR DISPUTES BECOME
CONTESTED

A dominant theme from the evidence is that

used cars are complex, variable products with
uncertain histories. Trade stakeholders emphasised
that modern vehicles contain highly integrated
mechanical, electronic and software systems,
meaning that not every fault can be identified or
predicted at the point of sale. They also highlighted
that used vehicles are affected by age, mileage,
previous use, maintenance history and wear and
tear, all of which can influence what it is reasonable
to expect from a vehicle after purchase.

This creates an inherent tension. From a consumer
perspective, a used car is often a major financial
commitment and may be essential for active
participation in work, family life and access to
services®®. Consumers therefore expect a vehicle
bought from a trader to be reliable, roadworthy,
free from major faults and durable for a reasonable
period®. From a trader perspective, faults in

older or higher-mileage vehicles may be viewed

as an unavoidable feature of the used car market
rather than evidence that the vehicle was not of
satisfactory quality at the point of sale.
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This is the conflict central to many disputes.
Stakeholders, including trade representatives and
ADR providers, pointed to a gap between consumer
expectations and the realities of used vehicle sales.
However, this should not be understood simply as
consumers expecting too much or for used cars to
be “as new”. The issue is more nuanced: consumers
may accept that used cars carry some risk - but

still expect significant faults shortly after purchase
to be addressed by the trader. Disputes therefore
arise when traders and consumers disagree about
whether a fault reflects normal wear and tear,
misuse, and a general conflict ensues as to whether
the goods meet the legal standard of satisfactory
quality.

The key concept of “satisfactory quality” is therefore
important but difficult to apply in practice. The
Consumer Rights Act 2015 requires an assessment
of what a reasonable person would consider
acceptable, taking account of factors such as

price, age, mileage, description and other relevant
circumstances. That flexibility is important, but it
also creates room for disagreement. A consumer
and trader may both consider their position
reasonable, particularly where a fault emerges
soon after purchase but the vehicle is older, higher
mileage or lower value.



Key consumer rights: satisfactory quality

Under the Consumer Rights Act 2015, a used car bought from a trader must meet the standard a reasonable
person would consider acceptable.

Description Mileage
@ Seller details about the vehicle SATISFACTORY Distance covered
QUALITY
Price E 1 History
Amount paid, where relevant Past use, servicing and known issues
What would a
Age reasonable person Advertising / public statements
How old the vehicle is consider acceptable? What was said or shown at sale

Other relevant circumstances
Any other factors affecting what is reasonable
Satisfactory quality includes:

Q@ O © @ ©

Fitness Freedom from Safet Durabilit Appearance
for purpose minor defects arety urabiiity and finish
Safe, reliable No unexpected Safe to drive Should last a Condition should

everyday transport faults beyond age reasonable time match what was
and price represented

. . .. Be fit for any particular purpose
Other key rights: O Match the description 0 made known to the seller

Satisfactory quality is determined in context.
e What is acceptable for one used car may not be acceptable for another.
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The same difficulty applies to the concept of ‘durability’ as an aspect of satisfactory quality. While
consumers may reasonably expect that a vehicle should not suffer a major fault shortly after sale, traders
may argue that some faults are consistent with age, mileage or normal degradation. In practice, assessing
durability often requires judgement and, in some cases, technical evidence.

The post-sale six-month burden of proof resting on the trader is an important consumer protection because
it recognises the imbalance of information and expertise between consumers and traders. However, the
ADS evidence suggests that it does not always lead to quick or uncontested resolution. Traders can still
argue that a fault was not present at sale, resulted from wear and tear, or was caused by the consumer’s
use of the vehicle. Where responsibility is contested, consumers may still need strong independent reports
or may have to escalate the case to ADR or court.

The practical problem is therefore that legal entitlement does not always translate into quick or effective
redress. The law provides consumers with important protections, those protections depend on traders
understanding and complying with them correctly, and on consumers being able to assert and evidence
their rights in practice. This gap between rights in principle and resolution in practice is a key driver of used
car disputes.

The requirement that used cars sold by traders must be of satisfactory quality is therefore central to
consumer protection in this market. Where that standard is not met, consumers may be entitled to a
range of remedies under the Consumer Rights Act 2015, including repair, replacement, price reduction or
rejection of the vehicle.

Consumer remedies when goods do not conform

If a used car bought from a trader does not meet the required standard, the law provides a structured
set of remedies.

g : - : Final right to reject
1 , Short-term right to reject 2 , Repair or replacement 3 s EE R T
Within 30 days After 30 days

e Reject the vehicle for a full e Trader has one opportunity e If repair or replacement fails,

refund to repair or replace the consumer may reject the
e 30-day clock pauses if repair/ e |f this does not resolve the vehicle

replacement is agreed issue, move to the next e Or keep the vehicle and

remedy receive a price reduction

e Refund due within 14 days
e A further repair may be

» »

Important for motor vehicles

After the first 30 days, a refund may be reduced to reflect use of the vehicle.
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SECURING A REMEDY CAN BE DIFFICULT FOR
CONSUMERS

The sampled ADS case analysis points to a
consistent pattern of difficulty once consumers seek
a remedy. Trader responses commonly involved
refusing refunds, declining to cover repair costs, or
carrying out repairs that did not resolve the issue.
Even where traders did not refuse outright, cases
often involved delay, partial offers or repeated
repair attempts that prolonged the dispute.

This was particularly significant in relation to the
short-term right to reject. The analysis found
examples of traders, and sometimes finance
providers, refusing rejection attempts made within
30 days. In some cases, consumers were told that
the trader was ‘entitled’ to attempt a repair first;
in others, the trader disputed whether the fault
was serious enough to justify rejection. This points
to recurring disagreement about how the right to
reject applies in used car cases, particularly where
“satisfactory quality” is contested.

The harm for consumers is therefore not limited to
the original fault. Difficulty securing a remedy can
leave consumers with an unusable vehicle, ongoing
costs and prolonged uncertainty. It may also place
pressure on them to accept repairs or partial
settlements rather than the remedy they believe
they are entitled to.
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CASE STUDY:
Serious faults and disputed rejection
rights

A consumer bought a used car from an
independent trader in January 2024.
Problems appeared almost immediately. On
the journey home after collecting the vehicle,
the car key fell apart, the consumer heard

a whirring noise, and dashboard warnings
appeared, including messages relating to
engine servicing and tyre pressure.

The consumer contacted the trader and sent
photographs and video evidence of the issues.
Within the 30-day period, the consumer
attempted to reject the vehicle. The trader
refused, saying the consumer would only be
entitled to a refund if the car had a serious
fault that was present at the time of sale.

The consumer then obtained an assessment
from a third-party garage, which identified
various major faults and described the
vehicle as not fit for purpose. The trader did
not wish to speak to the third-party garage
and maintained that the consumer was not
entitled to a refund unless a major fault had
been present at the time of sale.

The dispute became highly stressful. The
consumer said they were extremely anxious
about losing the money paid for the car, could
not afford to buy another vehicle, and needed
their own transport for a new job due to start
the following week. The outcome of the case
was not recorded in the ADS data.

What this illustrates:

This case shows how quickly a used-car fault
can become a wider detriment issue. The
dispute was not only about the mechanical
condition of the vehicle, but about the
consumer’s ability to exercise rejection rights,
evidence the fault, engage with the trader and
maintain access to essential transport.
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The perception gap in used car disputes

How consumers and traders interpret 'satisfactory quality' differently
THE PERCEPTION GAP
E 1 Satisfactory quality
is subjective

CONSUMERS OFTEN EXPECT The legal test depends TRADERS OFTEN EMPHASISE

on what a reasonable

person would expect, Used cars are complex,
Reliable, safe vehicle taking account of age, variable products
price, mileage and
) condition. Vehicles may have
gﬁ; No major fault unknown history and
soon after purchase Durability is contested prior use
Consumers may expect .
2= Clear rights and quick trouble-free use, while Wear and tear is
= e traders may see faults in unavoidable
older vehicles as part of
normal risk. Age, mileage and
o Fast responses and price affect what is
) clear communication — Rights in law vs reasonable
'—?& outcomes in practice
0 A major purchase - Even where rights are Not every latent fault
ﬁ should last clear, disputes can still can be predicted at sale

arise over evidence,
responsibility and
remedies.

WHY DISPUTES ESCALATE

&= b @

Different views Confusion over refund, Burden of proof Delay, resistance and
on wear and tear repair and warranty routes becomes disputed cost of escalation

The recommendations in this report are intended to help narrow these perception gaps. Clearer consumer
and trader guidance should help set more realistic expectations about satisfactory quality, durability, wear
and tear, warranties and remedies. Stronger standards should support more consistent trader practice at
the point of sale and when complaints arise. Clearer redress routes should make it easier for consumers

and traders to understand how disputes can be resolved when agreement cannot be reached.
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SUMMARY FINDINGS

The evidence shows that used-car disputes most
commonly arise after purchase, when faults - often
serious - emerge and responsibility is contested.
The survey evidence in Chapter 1 shows that post-
purchase vehicle issues are common among recent
used-car buyers, while the sampled ADS cases show
how some of those issues escalate into disputes
involving liability, remedies and redress. Many of
these cases involved vehicles becoming unusable
shortly after sale, creating immediate financial and
practical pressure for consumers.

At the heart of many disputes is the difficulty

of applying consumer rights to used vehicles in
practice. Concepts such as “satisfactory quality”,
durability, wear and tear, rejection rights and the
burden of proof are clear in principle but highly
contextual. Consumers and traders may therefore
reach different views on whether a fault reflects
normal deterioration or a failure to meet the
required legal standard.

The evidence points to a need for stronger shared
understanding across the sector. Clearer, practical
guidance could help traders apply consumer
rights more consistently, support consumers to
understand what they can reasonably expect,

and reduce the likelihood of disputes escalating
unnecessarily. Improving dialogue between trade
bodies, consumer advice services, advocacy
organisations, Trading Standards and ADR
providers will be important to building that shared
understanding.
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RECOMMENDATION:
Strengthening practical guidance on
used car rights and remedies

Lead: Scottish Motor Trade Association,
working with Consumer Scotland, SCOTSS,
Advice Direct Scotland, ADR bodies and other
relevant partners.

The Scottish Motor Trade Association should
lead a time-limited collaborative process to
develop and promote clear, practical guidance
on the application of consumer rights in the
used-car sector. This should include:

* the application of “satisfactory quality” and
durability to used vehicles;

e the operation of the six-month burden of
proof in practice;

* the correct use of remedies, including the
short-term right to reject;

e the interaction between statutory rights
and warranties;

e examples of good practice in early
complaint handling and resolution;

e the information consumers should receive
at or before the point of sale, including
complaint routes, warranty limitations, ADR
signposting and where responsibility sits
when finance is used.

The aim should be to reduce ambiguity,
improve consistency across the sector,
support responsible traders to comply with
the law, and help consumers and traders
resolve disputes earlier and more effectively.
Appendix A summarises the main statutory
framework underpinning these rights and

obligations.
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INDEPENDENT TRADERS FEATURED
PROMINENTLY IN ADS CASES

The sampled ADS evidence suggests that
independent traders featured prominently in more
serious and escalated advice cases. This should

not be read as showing that independent traders
are associated with poorer outcomes across

the whole used-car market, because ADS cases
represent consumers who sought advice rather
than all used-car purchases. However, within these
cases, independent traders were associated with a
higher proportion of major faults, remedy refusals,
misleading description cases and escalation to court.
Some sampled ADS cases involving independent
traders also recorded financial strain, mental health
impacts, poor communication, aggressive treatment
or limited access to ADR or formal complaint routes.

Several factors may help explain this pattern:

e Within the ADS sample and survey, independent
traders were more commonly linked to lower-
value vehicles and full upfront payments, both
of which may increase consumer risk where
faults arise.

e Lower-value vehicles may be more prone to
faults, while upfront payment can reduce
consumer leverage and remove the involvement
of a finance provider.

Consumer rights: buying a car at a distance

e Stakeholder and case evidence suggests that
some independent traders may be less likely to
participate in ADR schemes or codes of conduct,
leaving consumers with fewer practical routes to
redress.

CROSS-BORDER AND DISTANCE-RELATED
PURCHASES CAN CREATE ADDITIONAL
BARRIERS

The evidence also points to cross-border and
distance-related transactions as a source of
complexity. Around one third of sampled ADS cases
involved traders based in England, suggesting that
consumer detriment is not confined to the Scottish
market. Many consumers appear to be using online
searches, travelling long distances, or engaging in
partly remote transactions to access greater choice
or lower prices. These “semi-distance” purchasing
models can create uncertainty about rights,
expectations and responsibilities. This aligns with
the survey evidence in Chapter 1, which found that
distance purchasing was a minority route overall
but was more common among rural respondents
and buyers from independent traders, and was
associated with lower satisfaction.

Cancellation rights under the Consumer Contracts (Information, Cancellation and Additional Charges)

Regulations 2013

1. WHEN THESE RIGHTS MAY APPLY

e Distance or off-premises car purchases may
give the consumer a legal right to cancel.

=
= ¢ These rights do not usually apply if the
contract is concluded at the trader's premises.

3. IF THE CONSUMER CANCELS

L, - Fullrefund

=

@ e Consumer usually pays to return the car

e Standard delivery costs refunded

The trader must usually refund within 14 days of
cancellation or return of the goods.

5. SEPARATE FROM CONSUMER RIGHTS ACT 2015

e These rights are separate from rights under

the Consumer Rights Act 2015.

e They reflect the fact that consumers buying
at a distance cannot inspect the car before
purchase.

2. 14-DAY COOLING-OFF PERIOD
e Consumers generally have 14 days to cancel.
—0—0H

14 DAYS

¢ They can cancel for any reason and do not
need to show a fault.

4. INFORMATION THE TRADER MUST PROVIDE

e Before the contract is formed, traders must

Qs give clear information about cancellation
j: rights and other key matters.
o —

e |If this information is not provided, the
cancellation period can be extended -
potentially up to 12 months.

KEY POINT Distance buying rights focus on
cancellation. Consumer Rights Act

remedies apply separately if the car
is faulty, misdescribed or not fit
for purpose.

v
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CASE STUDY:
Buying at ‘a distance’ — cancellation
rights and information

A consumer found a used car advertised
online and viewed a video of the vehicle. This
was the only form of pre-purchase inspection.
The consumer then paid a deposit by bank
transfer and the remaining balance when

the vehicle was delivered to their home. The
consumer did not have an opportunity to test
drive or physically inspect the vehicle before
payment was completed.

At delivery, the only person present was a
delivery driver, who said they were contracted
to deliver vehicles and was not employed

by the trader. The consumer was not given

a sales invoice, receipt or V5C registration
document. The only documentation supplied
was the new keeper slip and a stamped
service book. The consumer later requested
further documentation but reported that the
trader did not respond.

On the first day of use, the consumer
identified a fault when engaging second gear,
with the vehicle producing a metal grinding
noise. The consumer contacted the trader and
requested a repair. The vehicle was collected
and later returned, but the consumer reported
that the fault remained and had worsened.

The circumstances raised questions about
whether the contract was an off-premises
sale, as the final payment was made when
the vehicle was delivered to the consumer’s
home. The consumer reported that they

had not been given information about any
cancellation rights or the paperwork required
before the contract was concluded. Concerns
were also raised about the trader’s identity
and address, and the matter was reported to
the police.
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What this illustrates:

This case shows that risks that can arise
where online and home-delivery sales do not
provide consumers with clear pre-contract
information, cancellation information, sales
paperwork or reliable trader details. It also
shows how disputes can become more
difficult to resolve where consumers cannot
inspect the vehicle before purchase and
where the trader’s responsibilities, location or
identity are unclear.

So it can be seen that distance and cross-border
sales can also make redress harder in practice.
Consumers may face difficulties returning
vehicles, engaging with traders, arranging
inspections, or enforcing remedies where

the trader is geographically distant. Although
distance-selling protections may apply in some
cases , the ADS evidence does not definitively
classify transactions in this way. This creates a
further area of uncertainty, particularly where
consumers are unclear about their cancellation
rights or where sales are structured in ways
that fall outside straightforward definitions of
distance selling.

The ADS case analysis has provided important
insight into more serious or escalated used-car
disputes, including recurring issues around faults,
complaint handling, trader location, distance-
related purchases and routes to redress. While
this evidence is not representative of all used-
car purchases, it shows the value of consumer
advice case information in identifying patterns of
harm and areas where clearer guidance, better
signposting or further compliance activity may be
needed.



Consumer Challenges In Scotland’s Used Car Sector

RECOMMENDATION:
Strengthening consumer advice case
intelligence on used-car complaints

Lead: Advice Direct Scotland and Consumer
Scotland

Advice Direct Scotland and Consumer Scotland
should work together to review how used-

car advice case information can best support
understanding of recurring consumer issues
and routes to redress.

This should consider whether existing case
information, or any future proportionate
changes to recording practice, could help
identify patterns relating to online and
distance sales, cross-border purchases, trader
location, complaint handling, ADR signposting
and other factors relevant to consumer
outcomes.

Consumer Scotland should also continue

to work with Advice Direct Scotland and
relevant partners to explore how aggregated
or anonymised complaint intelligence can be
shared, where appropriate, to support better
understanding of recurring issues across

the used-car sector and inform guidance,
compliance activity and consumer protection
work.

Any changes with resource implications
should be subject to appropriate discussion
of funding, feasibility and implementation.
This should include consideration of the
cumulative impact of any additional burdens
on Advice Direct Scotland, including alongside
ongoing or planned changes such as the

review of advice and complaints codes.
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TRADER ADVICE ON CONSUMER RIGHTS

The evidence from this investigation highlights the
importance of responsible traders having access

to clear, practical and sector-specific guidance on
consumer rights. Many disputes in the used car
sector appear to arise not only from alleged non-
compliance, but from uncertainty, disagreement or
inconsistent interpretation about how legal rights
apply in real transactions.

This is particularly important in a market where
vehicles are second-hand, technically complex and
highly variable in age, mileage, price and condition.
General statements of the law are unlikely to be
sufficient on their own. This also responds to the
survey finding that information provided before
purchase was inconsistent, including low reported
levels of information about complaints procedures,
code membership and ADR. Traders need guidance
that explains how key consumer rights should be
applied in realistic used car scenarios, including
faults arising shortly after sale, the short-term right
to reject, durability, the six-month burden of proof,
repair and refund obligations, and the additional
requirements that may apply to distance or off-
premises sales.

Business Companion, operated by the Chartered
Trading Standards Institute, is a well-established
and trusted source of practical consumer protection
guidance. It has an important role to play alongside
trade association advice, ADR schemes and local
Trading Standards services in supporting traders to
understand their obligations, resolve complaints
earlier and prevent avoidable disputes. Clearer
guidance would also help improve consistency
across the market and support consumer
confidence, particularly where transactions involve
online advertising, remote reservation, delivery,
click-and-collect or cross-border sales.



RECOMMENDATION:

CTSI to Update Business Companion
guidance on distance and cross-border
used-car sales

Lead: Chartered Trading Standards Institute

The Chartered Trading Standards Institute
should, drawing on evidence from this
investigation and the work of the Consumer
Protection Partnership, review and update
Business Companion guidance for the used-
car sector. The aim should be to ensure that
guidance reflects the practical consumer
protection issues arising from modern
used-car purchasing, including point-of-sale
information, online, distance, semi-distance
and cross-border sales.

Updated guidance should provide clearer,
sector-specific advice for traders on:

* when distance-selling cancellation rights
apply, including transactions involving
mixed or “semi-distance” elements;

* the information traders should provide
before sale, including clear explanation of

the nature of the transaction and the rights

that apply;
* how traders should respond when faults

arise shortly after sale, including the short-

term right to reject, repair and refund
requests, and the six-month burden of
proof;

* expectations on traders to support practical

access to remedies where the consumer
lives some distance from the trader,
including returns, repairs, refunds and
timely communication; and

* how existing consumer rights apply to
modern purchasing behaviours, including
online advertising, remote reservation,
delivery, click-and-collect and sales
completed across local authority or
national borders.
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This would help responsible traders apply
consumer law more consistently, reduce
avoidable disputes and ensure consumers

are not disadvantaged by the geographic or
structural nature of the purchase.are not
disadvantaged by the geographic or structural
nature of the purchase.

THE IMPLICATIONS FOR CONSUMERS IN
VULNERABLE FINANCIAL CIRCUMSTANCES

Although the ADS data on vehicle value will not be
wholly representative, the sampled cases suggest
that lower-value purchases, particularly those

under £10,000, feature prominently in advice cases.
This matters because lower-cost vehicles may be
purchased by consumers with less financial resilience,
who may be least able to absorb repair costs, pay for
an independent report, fund court action or replace
the vehicle while a dispute is ongoing.

The case studies reinforce this point. A £3,500
-£5,000 car may be low value in market terms,

but it can represent a household’s only affordable
route into car ownership. It may also be the type of
vehicle most likely to generate disputes about wear
and tear, durability and reasonable expectations.
This means detriment is not only about the number
of complaints, but about where harm falls and who
is least able to manage the consequences.

The impacts can be substantial. Case examples
include consumers unable to afford another vehicle,
travel to work, pay for evidence, or manage the
stress and uncertainty of a prolonged dispute.
Because cars are often essential for employment,
childcare, caring responsibilities and access to
services, a failed vehicle can quickly become more
than a financial loss: it can disrupt daily life. These
impacts may be harder to manage where consumers
have fewer resources, lower confidence or less
capacity to pursue a complaint. Cross-border or
distance-based purchases can add further barriers,
including the cost and difficulty of returning vehicles
or maintaining effective communication with a
distant trader. Complex finance arrangements and
uneven access to ADR may also make it harder for
vulnerable consumers to secure redress.
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Overall, the evidence points to the need for earlier, more accessible support so that consumers with limited
financial resilience are not left to navigate complex disputes only after costs, delays and practical disruption

have already escalated.

Used car disputes and consumers in vulnerable circumstances

Key challenges highlighted by the evidence

LOWER-VALUE PURCHASES,
HIGHER EXPOSURE

Cases appear more likely to involve cars
under £10,000. These consumers may be
least able to absorb repair costs, pay for an
independent report, cover court fees, or
replace the vehicle during a dispute.

FINANCIAL AND EMOTIONAL BURDEN

Case studies show significant financial
strain, alongside stress and anxiety, with
knock-on effects on work, family life, and
day-to-day living.

DIFFICULTY ASSERTING RIGHTS

Many consumers seek advice before taking
action, suggesting uncertainty and lower
confidence in navigating complaints and
prolonged disputes.

N

~ -
- ~

= effective redress.
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DISPUTES ABOUT QUALITY
AND DURABILITY

Lower-cost vehicles may be more likely to
generate disputes about wear and tear,
durability, and what can reasonably be
expected for the vehicle's age, mileage,
and price.

AN ESSENTIAL PRODUCT

A car is often needed for work, childcare,
caring responsibilities, and access to
services. When it fails, the impact can
quickly spread beyond financial loss.

EXTRA BARRIERS TO REDRESS

Cross-border purchases, distance sales,
complex motor finance arrangements,
and uneven access to dispute resolution
may further disadvantage vulnerable
consumers.

% Consumers with fewer financial resources, lower confidence, or less ability to navigate
Why this

complex processes may face greater difficulty both avoiding detriment and securing




RECOMMENDATION:
Strengthening Support and Protections
for Vulnerable Consumers

Lead: UK Government / Department of
Business and Trade (DBT), working with CPP
partners, advice bodies and industry bodies.

The UK Government, through DBT and the
Consumer Protection Partnership, should
develop targeted measures to improve
outcomes for consumers with lower financial
resilience, particularly those purchasing lower-
value vehicles or those less able to absorb

the financial and practical consequences of a
dispute.

This should include:

* clearer, accessible guidance tailored to
lower-value purchases, setting out rights,
risks and practical steps when problems
arise

* improved signposting and early
intervention through advice and support
services

* measures to reduce the cost and
complexity of pursuing remedies, including
access to independent assessments and
dispute resolution

* greater emphasis within industry standards
and codes on the fair treatment of
consumers in vulnerable circumstances

The aim should be to ensure that consumers
most exposed to financial and practical harm
are better supported to avoid detriment,
understand their options and secure effective
redress.

Resolving Disputes:
Complexity, Fragmentation
and Delays

RESOLVING USED CAR DISPUTES: A
FRAGMENTED REDRESS LANDSCAPE

Stakeholder evidence consistently describes the
current dispute resolution landscape as complex,
fragmented and difficult for consumers to navigate.
Depending on the nature of the issue, consumers
may need to engage with traders, finance
providers, warranty providers, ADR bodies, advice
organisations or regulators.

This creates uncertainty about who is responsible
and where a complaint should be directed,
particularly where finance or extended warranties
are involved. Stakeholders reported that consumers
may initially pursue complaints with the wrong
party, leading to delay, duplication and frustration.
This is consistent with the survey evidence in
Chapter 1, which found that consumers who took
action contacted a range of organisations, including
traders, warranty providers, finance providers and
advice bodies.

Practical pressures can also slow resolution. These
include delays in obtaining repairs, shortages of
technicians, rising ADR caseloads and increasing

use of formal routes, including court action. ADR
providers reported growing volumes of more
complex cases, placing pressure on resolution times.

Overall, the collective evidence suggests that

many disputes are not resolved efficiently at the
earliest stage. Instead, unclear responsibilities, poor
communication and delay can cause complaints to
become more entrenched, costly and difficult to
resolve.
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RESOLVING USED-CAR DISPUTES THROUGH
THE COURTS

For many consumers, court action is not a realistic or
proportionate route to redress. In Scotland, Simple
Procedure is limited to claims of £5,000, meaning
that many used car disputes may fall outside this
route. Higher-value cases require Ordinary Cause
proceedings, which are more formal, usually more
costly and may expose consumers to liability for the
other party’s expenses if unsuccessful.

Even where Simple Procedure is available,
consumers still face fees, evidential requirements,
time commitments and uncertainty of outcome.
Used car disputes are often technical and may
depend on mechanical reports or expert evidence.
This makes court action difficult for many
consumers and underlines the importance of
effective alternatives such as ADR.

LEGAL INSIGHT: RECENT CASE LAW IN THE
USED-CAR SECTOR

While individual cases turn on their specific facts,
recent case law illustrates the practical challenges
consumers may face when enforcing rights in used-
car disputes. Cases can illustrate the gaps that can
arise between strong consumer rights in principle and
the practical difficulty of enforcing them.. Claims may
fail where consumers cannot provide clear evidence
that a fault existed at the point of sale, as illustrated
in David Adam v Moneybarn (2025) “. Courts also
assess “satisfactory quality” in context, including

age, mileage, price and condition, which can lead to
outcomes that consumers may not expect.

At the same time, appellate authority has
strengthened the consumer position. In Alan King
v Black Horse (2024) #, the court confirmed that
continued use of a vehicle does not necessarily
defeat a previously exercised right to reject.
However, cases such as Nash v Volkswagen
Financial Services (2023) *’ show that technical
disputes can remain difficult and uncertain where
expert evidence is contested.

Overall, the case law shows that the legal
framework is robust, but litigation can be costly,
evidentially demanding and unpredictable.

THE EMERGENCE OF CLAIMS MANAGEMENT
MODELS AND BARRIERS TO EFFECTIVE
REDRESS

The investigation also heard stakeholder evidence
about the emergence of firms that pursue used-car
complaints and court claims on behalf of consumers
in return for a share of any settlement. Such models
have developed in response to the difficulties
consumers can face when enforcing their rights
directly, particularly in higher-value or finance-
related disputes.

Evidence from one such provider indicates that
where disputes are prolonged by traders - through
contested legal interpretations, repeated repair
attempts, delayed responses, or lengthy complaint
processes - these practices can undermine the
practical value of time-bound consumer rights,
including the short-term right to reject. The provider
argued that they help to cut through these barriers
by levelling the playing field in terms of bargaining
power between the parties and by pursuing claims
more robustly on behalf of consumers.

The emergence of these claims-management-style
services is therefore notable. It indicates that some
consumers are unable to secure effective redress
without external intervention. While such services
may assist individual claimants, their growth also
points to wider weaknesses in the redress system:
rights may be clear in law, but remain difficult to
enforce in practice without considerable time,
knowledge, or support.

ADR IN THE USED-CAR SECTOR

Given the seriousness and complexity of used

car complaints, more accessible, cheaper, and
faster alternatives to court are essential. ADR
should provide a quicker, less costly and more
proportionate route to redress, particularly where
disputes involve technical evidence, contested
remedies or disagreement about the application of
consumer rights. For many consumers, court action
is unlikely to be practical because of cost, time,
uncertainty and evidential demands. Key ADR and
dispute-resolution routes relevant to the used-car
sector are listed below.
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ADR SCHEMES IN THE USED-CAR SECTOR

The Motor Ombudsman -

is an independent, UK-wide ADR body that

helps resolve disputes between consumers

and automotive businesses, including those

relating to vehicle sales, servicing and warranties, operating
through CTSI-approved Codes of Practice.

AA Cars - operates an ADR and mediation service for disputes
between consumers and its member dealers, supported by a
CTSl-approved Code of Practice that sets standards for vehicle
sales and complaint handling.

RAC Approved Garages - provides an alternative dispute reso-
lution service for disputes between consumers and its member
garages, operating under a CTSl-approved Code of Practice that
sets standards for servicing, repairs and complaint handling.

The National Conciliation Service - provides an ADR and concilia-
tion service for disputes in the motor sector and is approved by the
Chartered Trading Standards Institute as an accredited ADR provider,
although it does not operate a CTSI-approved Code of Practice.

The Financial Ombudsman Service - is an independent statutory
body that resolves disputes between consumers and regulated
financial businesses, including motor finance providers, making
legally binding decisions based on what is fair and reasonable in
the circumstances.

NEW ADR FRAMEWORK REINFORCES THE
IMPORTANCE OF EFFECTIVE REDRESS

Recent changes under the Digital Markets,
Competition and Consumers Act 2024 strengthen

the policy context for ADR*. The Act replaces the
previous 2015 framework and moves towards a

more unified accreditation model for ADR providers.
CTSI has an important role in this system, accrediting
providers, monitoring standards and supporting
greater consistency across the ADR landscape. Further
detail on the ADR framework and related consumer
protection legislation is provided at Appendix A.

Stakeholder evidence suggests that ADR can work

well where it is embedded within codes of practice
or membership-based schemes. In these contexts,

there are clearer standards, defined escalation

routes and stronger incentives for trader compliance.

Early-stage mediation can also help resolve disputes
before they reach formal adjudication.

61

However, the evidence also identifies important
limitations. ADR is often reached only after

disputes have become entrenched, but some

cases may also escalate before there has been

a meaningful opportunity for direct resolution.
Access remains uneven, particularly where smaller
or independent traders are not members of ADR
schemes. Consumers may also face confusion where
responsibility is split between traders, finance
providers and warranty companies.

This aligns with the survey finding that relatively few
respondents recalled being told before purchase
whether the trader was part of an ombudsman

or ADR scheme. Taken together with the ADS
sampled evidence, it suggests that ADR may not be
sufficiently visible to consumers at the point when it
could help them understand their options.
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ADR systems are also facing increasing pressure.
Providers reported rising case volumes, more
complex evidence and increasingly detailed
submissions and expectations.

Access to ADR is not consistent across the used
car market. Participation in ADR schemes is often
voluntary, meaning some traders, particularly
smaller or independent operators - may not be
covered. Where ADR is unavailable, consumers
may have limited options beyond court action.
This creates uneven access to redress and widens
the gap between consumer rights in theory and
enforceability in practice.

Stakeholders identified emerging concerns about
fairness and consistency in ADR outcomes. While
this investigation did not identify clear evidence
of systemic imbalance, these concerns reflect the
pressure on ADR systems and the importance of
transparent, consistent and trusted processes.

ADR: important, but not yet evenly

Alternative dispute resolution in the used-car market

OVERALL ASSESSMENT AND DIRECTION OF
REFORM

Overall, the evidence suggests that ADR is a critical
component of the consumer protection framework
in the used car sector, providing an important
alternative to court. However, its effectiveness is
limited by inconsistent coverage, complexity in the
wider system, and growing operational pressures.

There is a clear direction of travel emerging from
the evidence: improving access to ADR, ensuring
more consistent participation across the market,
strengthening early-stage resolution, and providing
clearer guidance to consumers on how and when
to use ADR. Addressing these issues will be key to
ensuring that consumer rights can be enforced in
practice, without the need to rely on formal legal
action.

WHY ADR MATTERS WHERE ACCESS BREAKS WHAT REFORM SHOULD DO

(-1 @

Consumer Trader
complaint complaint
handling

ADR can offer an alternative
to court and help resolve
disputes before they
become more entrenched.

v/ Key message
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Access is uneven. Some traders are covered
through codes, membership schemes or finance
routes, while others may sit outside
structured ADR.
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Uneven Access
coverage to ADR

e

Reform should improve
participation, signposting and
guidance on when disputes
should move from trader
complaint handling to ADR.

\$7/Z  ADR can help bridge the gap between consumer rights in law and redress in practice -
= but only if consumers know it exists, traders participate, and routes are clear.
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RECOMMENDATION:

Require better access to ADR in
used-car disputes, with a particular
focus on independent traders

Lead: CTSI, working with the Consumer
Protection Partnership, ADR providers,
industry bodies, consumer advice
organisations and enforcement partners.

Consumer Scotland recommends that CTSI
should use the opportunity created by the
Digital Markets, Competition and Consumers
Act 2024 to promote and strengthen access to
ADR in the used-car sector.

This work should focus particularly on
improving ADR coverage among independent
used-car traders, where sampled ADS cases
and stakeholder evidence indicate particular
issues with serious faults, contested remedies,
limited access to structured complaint
processes and barriers to redress. While

ADR is already embedded within parts

of the market through codes of practice,
membership schemes and finance-related
routes, access and timescales remain
inconsistent. This creates a gap between
consumers’ statutory rights and their ability to
enforce those rights in practice.

CTSI and partners should consider how the
new ADR accreditation framework can support
a more consistent and accessible redress
landscape for used-car disputes. This should
include exploring ways to increase trader
participation in accredited ADR schemes,
improve signposting to appropriate redress
routes, and provide clearer guidance on when
disputes should move from trader complaint
handling to ADR. Particular attention should
be given to avoiding unnecessary delay where
time-bound rights, such as the short-term
right to reject, may be affected.
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The aim should be to make ADR a more
practical, visible and trusted route to redress
across the used-car market, including

for consumers purchasing from smaller

and independent traders. Improved ADR
access would help reduce reliance on court
action, support earlier resolution, improve
consistency in outcomes and strengthen
confidence in the sector.

A notable development is the increasing use

of artificial intelligence (Al) tools by consumers
to prepare complaints. While this can support
access to information, stakeholders report that
Al-generated submissions are sometimes overly
confident in their legal merits, lack accurate
interpretation of rights, and can obscure the core
facts of the case. This can leave consumers with
unrealistic expectations about likely outcomes,
while also placing additional pressure on ADR
processes by increasing the volume and complexity
of case material that must be assessed.
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Chapter 3: Licensing,
Trading Standards,
and Consumer Codes

Key findings Summary

1. The regulatory framework is Licensing, Trading Standards, Police Scotland, codes, ADR and

broad but fragmented assurance schemes all play a role, but the system remains
fragmented.

2. Second-hand dealer used car The CGSA framework is focused mainly on entry control, criminality
licensing is not fully aligned and record-keeping, rather than modern consumer risks.
with the modern market

3. The “fit and proper person” The test can exclude unsuitable traders, but does not consistently
test provides only limited assess competence, complaint handling or future compliance.
assurance

4. Licensing enforcement varies Enforcement benefits from partnership working, but limited
across Scotland resources and fragmented responsibilities affect consistency.

5. The current system lacks There is a gap between informal engagement and serious

graduated enforcement tools sanctions, making persistent poor practice harder to address.

6. Consumers may overestimate Consumers may assume licensing means stronger protection than it

what a licence means provides in practice.
7. Trading Standards identifies The Scottish project found weaknesses in pricing, distance-selling
recurring compliance gaps information, cancellation rights, complaints and ADR signposting.
8. Fair trading enforcement is Resource pressures limit proactive fair-trading surveillance and
resource constrained routine compliance checks.
9. Consumer codes provide a Codes can raise standards, improve complaint handling and provide
valuable layer of protection clearer ADR routes.
10. Such codes are valuable Their impact depends on trader participation, consumer
but uneven in coverage and awareness, visibility and consistency between schemes.
visibility.
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Introduction: Examination
and engagement

The preceding chapters have set out the scale and
importance of Scotland’s used car market, the
experiences of consumers when problems arise,
and the main drivers of disputes, including vehicle
faults, contested remedies, unclear information and
barriers to redress.

The survey evidence in Chapter 1 showed that
consumers value signals of trader reliability,
including code membership and the ability to check
whether a trader holds a licence. It also showed
that information about complaints procedures, code
membership and ADR was not consistently provided
before purchase.

Chapter 2 then showed how some problems
escalate into serious advice cases where faults,
remedies, complaint handling and redress become
contested. This chapter considers whether the
regulatory and standards framework is sufficiently
equipped to prevent those problems, support
responsible traders and provide clearer routes for
consumers when issues arise.

Effective regulation is essential in a market where
purchases are high value - transactions are frequent,
and sales increasingly take place online or across
local authority and national boundaries. For
consumers, the consequences of poor practice can
be significant: financial pressures, loss of access to

a vehicle, difficulty enforcing rights and prolonged
stressful disputes over responsibility for faults or
remedies.

This chapter examines the regulatory and standards
framework that applies to second-hand vehicle
dealers in Scotland. It considers how civic licensing,
Trading Standards enforcement and voluntary codes
of practice operate in practice, and whether they
provide effective and consistent protection for
consumers.
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To inform this assessment, Consumer Scotland
engaged with a wide range of stakeholders involved
in the operation and oversight of the system,
including local authority licensing services, local
Trading Standards, Police Scotland, industry bodies,
code operators and other regulatory partners.

The evidence provides insight into the strengths
and limitations of the current framework, and the
opportunities to strengthen consumer protection
in a modern, increasingly digital and geographically
dispersed market.

THE LICENSING OF SECOND-HAND CAR
DEALERS IN SCOTLAND

Unlike elsewhere in the UK, Scotland regulates
second-hand vehicle dealers through a civic
licensing regime under the Civic Government
(Scotland) Act 1982 (CGSA).

The Civic Government (Scotland) Act 1982 (CGSA)
introduced a uniform code of law and procedure

to regulate the issuing of licences by Scottish local
authorities for a wide range of activities. In doing so,
the Act replaced older, fragmented legal regimes,
including the Burgh Police Acts, creating a more
consistent and coherent system of civic licensing
across Scotland. The overall founding principles of
the Act was to:

e Maintain public order,

e Ensure public safety

e Support crime prevention

The CGSA requires a person carrying on business
as a second-hand dealer to hold a second-hand
dealer’s licence, issued by the relevant local
authority.*
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CGSA section 24 (1) .... a licence, to be known as a
“second-hand dealer’s licence”, shall be required
for carrying on business as a second-hand dealer.

The framework applies to a range of second-hand
goods activity, including the sale of used vehicles.

In practice, this means that second-hand vehicle
dealers in Scotland may be required to apply to their
local authority, satisfy the relevant licensing criteria
and comply with any conditions attached to their
licence.

However, the CGSA is now more than 40 years old
and was designed for a more local and analogue
trading environment. Stakeholders consistently
described the framework as outdated in language,
process and application, with a stronger emphasis
on criminal gatekeeping, local administration and
record-keeping than on the consumer protection
challenges that arise in a modern, digital and cross-
border market.

Licensing under the CGSA therefore forms one

part of a wider regulatory framework for the

used car sector in Scotland. It operates alongside
consumer protection legislation, Trading Standards
enforcement, Police Scotland activity, industry codes
of practice, ADR arrangements and other forms of
trader assurance.

The key issue for this investigation is whether the
current licensing framework can support effective
consumer protection in Scotland’s used car market.

SECOND-HAND CAR LICENSING SYSTEM
FRAMEWORK: FIT FOR MODERN MARKETS

Although the CGSA establishes a system for
regulating second-hand vehicle dealers, the
evidence suggests that it does not currently deliver
its full potential as a consumer protection tool. The
framework was developed in a period when the
primary regulatory concern was the prevention

of criminality within the trade which had become
notorious for vehicle theft, car-clocking and the
resale of stolen vehicles.

Those risks remain relevant, but the nature of
consumer harm in the sector has changed. The
evidence considered in this investigation suggests
that consumer harm in the used-car sector today is
often linked to vehicle quality (particularly faults),
unclear or incomplete information, contested
remedies, complaint handling, digital sales practices,
finance, warranties and access to redress.

Stakeholders broadly agreed that the current
framework is not well aligned with these modern
risks. While licensing can provide a basic mechanism
for controlling entry to the market and responding
to serious misconduct, it does not consistently
support ongoing compliance, trader competency,
transparency for consumers or effective routes to
redress.

This matters because consumers may reasonably
expect that ‘a licensed dealer’ has met a meaningful
standard of competence, accountability and
consumer protection. This is particularly relevant
given the survey finding that almost two thirds of
respondents were aware of used-car licensing and

a similar proportion said it would have been helpful
to check whether a trader held a licence.

In practice, however, the current framework
provides limited assurance about how a trader
will behave once licensed, or whether they have
the knowledge, systems and processes needed to
broadly comply with consumer protection law.

This also raises an important question about
whether second-hand vehicle dealer licensing
should remain primarily a gatekeeping and
record-keeping mechanism, or whether it can
be strengthened to play a more active role in
supporting fair trading, improving transparency
and reducing consumer harm.

Licensing conditions focus
on record keeping rather than

business conduct.
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In summary — a key finding from this investigation
was that the current second-hand vehicle dealer
licensing framework is not well aligned with the
modern used car market. It provides a mechanism
for controlling entry to the market and responding
to serious misconduct, but it does not consistently
support transparency, competency, complaint
handling or access to redress.

This is relevant considering the impacts of
complaints in the used-car sector and ongoing
efforts by public bodies across the UK to improve
consumer outcomes, including the policy
consideration of the UK Government for stronger
dispute resolution mechanisms such as mandatory
ADR*. Against this backdrop, the following section
examines how aspects of the second-hand vehicle
dealer licensing system operate in practice - and
considers the opportunities for it to be strengthened
to improve outcomes for consumers.

USED CARS AND CIVIC LICENSING:
THE “FIT AND PROPER PERSON” TEST

Under the general provisions of the system a
licensing committee may refuse an application or
renewal if, in the Committee’s opinion:

“the applicant or, where the applicant is not a
natural person, any director of it or partner in it or
any other person responsible for its management is
not a fit and proper person to be the holder of the
licence”

The test is intended to provide a safeguard by
allowing licensing authorities to prevent unsuitable
persons from operating in the sector. However,
stakeholder evidence suggests that, in practice, it
operates as a relatively narrow and inconsistently
applied threshold. Assessments tend to focus on
criminal convictions or serious misconduct, with
more limited consideration given to wider indicators
of poor trading behaviour, such as repeated
consumer complaints, complaint-handling failures,
previous director conduct, or patterns of non-
compliance with consumer protection law.

This limits the test’s value as a tool to effectively
monitor ongoing standards. While it may help
exclude the worst actors from the market, it does
not provide a reliable assessment of whether

a trader has the basic competence, systems

or commitment needed to operate fairly and
comply with consumer protection obligations. Its
application also varies across licensing authorities,
reflecting the absence of a clear statutory definition
of “fit and proper person” within the CGSA.

Behavioural concerns
(aggression, intimidation) are not
routinely considered as a reason for

suspending or revoke a licence.

As a result, the test functions more as a basic
safeguard against criminality than as a meaningful
assessment of likely trading standards. This creates
a gap between the consumer expectation that a
licensed dealer has met a recognised standard of
accountability and the more limited assurance that
the current licensing test may provide.

The evidence suggests that while the “fit and proper
person” test provides an important basic safeguard,
it is not sufficiently connected to the behaviours
and systems most relevant to consumer protection
in the used-car sector. Its current application does
not consistently assess basic trader competence,
complaint-handling arrangements or the likelihood

of future good practice.
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COMPLIANCE ARRANGEMENTS:
ENFORCEMENT AND COMPLIANCE
IN PRACTICE

The enforcement of second-hand vehicle dealer
licensing operates within a multi-agency framework,
with responsibilities shared across Police Scotland
and Scotland’s 32 local authorities. In practice, the
day-to-day monitoring of compliance with licence
conditions is by local authority officers, including
Licensing Standards Officers (LSOs), Licensing
Enforcement Officers (LEOs) or Civic Government
Licensing Officers (CGLOs). In some areas, Trading
Standards Officers (TSOs) also play a regulatory role,
particularly where licensing issues intersect with
wider consumer protection concerns.

Police Scotland’s role is more focused and distinct,
with responsibility for addressing unlicensed trading
and exercising inspection powers to prevent and
detect criminal activity, including the handling of
stolen vehicles and ensuring vehicle traceability. At a
national level, coordination between Police Scotland
and local licensing authorities is supported through
the Violence Prevention and Licensing Co-ordination
Unit (VPLCU), alongside established forums for
collaboration and information exchange, including
engagement through the Society of Local Authority
Lawyers & Administrators in Scotland (SOLAR).

Stakeholder evidence suggests that, in principle,
this system of shared responsibility is supported
by strong working relationships and established
mechanisms for cooperation at both local and
national levels.

In practice, enforcement activity is often
engagement-led, with a focus on securing
compliance rather than pursuing formal sanctions.
This can be proportionate and effective where
businesses are willing to improve. However,
stakeholders identified continuing difficulties in
tackling persistent non-compliance and unlicensed
trading, particularly where resources are limited or
where conduct does not clearly meet the threshold
for formal action.

The evidence therefore points to a system with
strong foundations for partnership working, but
uneven practical capacity. Limited resources,
fragmented responsibilities and inconsistent
intelligence-sharing can make it difficult to identify
and address persistent poor practice, particularly
where issues sit between licensing, trading

standards and police enforcement.

Poor inter agency coordination
and limited ability to monitor online
unlicensed trading further reduce

effectiveness.

LIMITATIONS IN ENFORCEMENT TOOLS
AND LICENCE CONDITIONS

While the licensing framework provides a mechanism
for oversight, the tools available to enforce
compliance are relatively limited. In practice,
enforcement action often depends on breaches

of licence conditions being escalated to licensing
committee hearings, where a licence may be
suspended or revoked. Referrals may also arise where
a trader has been convicted of a relevant offence.

These routes are important, but they sit at the more
serious end of the enforcement spectrum. They

are not always well suited to addressing repeated
lower-level poor practice, weak complaint handling,
misleading information, or patterns of non-
compliance that may cause consumer harm but fall
short of the threshold for revocation.
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Stakeholder evidence suggests that this creates

a gap between informal engagement and formal
sanctions. Regulators may be able to advise, warn
or encourage compliance, but have fewer graduated
tools to address persistent poor practice before it
escalates into more serious harm.

Criminal enforcement is also constrained in practice.
Prosecutions relating to unlicensed trading or
consumer protection offences may be deprioritised
within the wider criminal justice system, reflecting
resource pressures and competing public interest
priorities. This can reduce the deterrent effect of
enforcement and contribute to a perception that
serious cases do not always progress.

Overall, the current system lacks a modern, flexible
set of enforcement tools that would allow regulators
to respond proportionately to different types and
levels of non-compliance. This limits the ability of
the licensing regime to drive consistent standards,
address repeated poor practice and respond to
emerging risks in the sector.

WHY LICENSING SHOULD MATTER FOR
CONSUMERS

Consumers often assume that a licensed dealer
meets meaningful standards of competence,
accountability and consumer protection standards.
Survey findings show that 64% were aware of
licensing requirements and 63% said it would be
helpful to check whether a business holds a licence.
However, in practice, the framework offers limited
assurance about how a trader will behave once
licenced.

For example, there is no consistent mechanism
for ongoing monitoring, no common baseline for
consumer protection standards, and limited public
transparency about what a licence means. It is

not always easy for consumers to check whether

a trader is licensed, understand what standards a
licence requires, or know how to report concerns
about licensed or unlicensed traders.
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This gap is particularly important because the
evidence considered in earlier chapters suggests that
sampled ADS cases featured independent traders
prominently, particularly in cases involving faults,
disputed remedies, poor complaint handling and
difficulty securing redress. While many independent
dealers operate responsibly, this pattern points to
the need for clearer and more consistent baseline
standards across this part of the market.

Licensing should be one of the mechanisms for
supporting those standards. At present, it can
help exclude the most serious actors, but it does
less to promote good practice, prevent harm or
support consistent standards across the market.
Strengthening minimum expectations around
consumer law awareness, complaint handling,
redress signposting and recognised good practice
would help licensing operate as a more proactive
consumer protection tool.

CAN AND SHOULD LICENSING DELIVER
BETTER CONSUMER PROTECTIONS?

The position of consumer protection under second
hand licensing was complicated by the House of
Lords decision in Stewart (AP) (Respondent) v.
Perth and Kinross Council (Appellants) (Scotland)
[2004] UKHL 16 . Although the case clarified the
limits of local authority powers under CGSA, in
doing so, it introduced uncertainty about the scope
of licensing as a potential tool to protect consumers.



https://publications.parliament.uk/pa/ld200304/ldjudgmt/jd040401/perth-1.htm
https://publications.parliament.uk/pa/ld200304/ldjudgmt/jd040401/perth-1.htm
https://publications.parliament.uk/pa/ld200304/ldjudgmt/jd040401/perth-1.htm

Consumer Challenges In Scotland’s Used Car Sector

SCOTSS used car dealer project 2025/26

Key areas where compliance was reviewed

The project found many basic practices in place, but recurring weaknesses in areas linked

to consumer understanding, pricing, cancellation rights, complaints and redress.

Context:

) Perth and Kinross Council imposed licence conditions requiring second-hand car dealers to provide
—O% pre-sale inspection reports and information sheets with details of the car to consumers.
A dealer's licence renewal was refused for failing to comply with these conditions.

Legal issue:

511 Whether the Civic Government (Scotland) Act 1982 allows licensing authorities to impose conditions
4 that go beyond record-keeping and extend into how dealers make contractual representations to
consumers.

Decision:

The House of Lords held that the condition was ultra vires (beyond the powers of the licensing
}é authority). While authorities can impose"reasonable conditions"', these must relate to the regulation
& of the licensed activity and cannot extend into regulating the contractual relationship between trader
and consumer.

Key principle:

record-keeping, premises, suitability), but do not clearly extend to imposing requirements that may
affect contractual rights and stipulate representations between traders and consumers.

@ Licensing powers allow control over entry to the market and certain aspects of business conduct (e.g.

Implication for consumer protection:
C\O’) LThe judgment created uncertainty about the extent to which licensing can be used proactively to
embed consumer-facing safeguards.
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While the court confirmed that licensing authorities
can impose conditions to regulate aspects of

a dealer’s business, it drew a boundary where

such conditions begin to interfere directly with
contractual relationships and representations
between traders and consumers. In practice, this
created uncertainty about how far authorities can
currently go in designing conditions intended to
raise standards and support consumer protection

in the sector.

The result was a less confident and variable
enforcement approach across local authorities, with
some reluctant to risk going beyond the limits of
their powers under consumer protection. This lack
of clarity, combined with constrained enforcement
capacity, has had a limiting effect on the use of the
licensing scheme to deliver fair trading in the sector.
It further weakens the consistency and effectiveness
of the regime as a means of delivering robust
consumer protection outcomes.

Although the Perth case limited the conditions in
terms of prescriptive contractual information, it
did not close the door on consumer protection
conditions for CGSA used car dealers. Licensing is
recognised as a mechanism for safeguarding the
public from dishonest or unscrupulous trading, and
authorities do retain discretion to frame licence
conditions that promote consumer protection
outcomes. While this power cannot be used to
interfere in the substantive terms of trade between
businesses and consumers, it nonetheless allows for
a wide range of measures aimed at shaping trader
conduct and supporting consumer confidence.

“My object in expressing the views which | have set
out in this judgment, however, is to make it clear
that they can exercise those powers for the purposes
of consumer protection, so long as they do not
interfere with the terms of trade between dealers
and customers. | think that that still leaves them
with a good deal of scope to fulfil the objects of

the legislation by suitably framed conditions”. Lord
Carswell - Stewart (AP)(Respondent) v. Perth and
Kinross Council (Appellants)(Scotland)
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OTHER AREAS OF CIVIC LICENSING ENFORCE
BASIC COMPETENCY AND STANDARDS

The limitations in second-hand vehicle dealer
licensing should be seen alongside how other
activities are regulated under the wider CGSA
framework. In several areas, civic licensing goes
beyond basic entry checks and record-keeping. It

is used to set expectations around competency,
conduct, safety, transparency and public protection.

For example, taxi and private hire licensing can
include local knowledge tests, medical standards,
disability awareness training, visible identification,
fare transparency and conduct requirements.

Skin piercing and tattooing licences can include
hygiene, sterilisation and premises standards. Public
entertainment licensing can include fire safety,
crowd management, emergency procedures and
nuisance controls.

These examples are not direct comparators to
second-hand vehicle dealing, but they illustrate that
civic licensing can, where powers and conditions
are clear, support minimum standards, preventative
regulation and public confidence.
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MINIMUM STANDARDS WITHIN SELECTED CGSA-LICENSED ACTIVITIES

Licensed Activity
(Area & CGSA Reference)

Examples of Minimum Standards / Licence Conditions

Taxi & Private Hire Drivers
(Schedule 1 — Civic licensing of
drivers, vehicles and operators)

Competency & fitness: local knowledge tests, Group 2 medical
standard, disability training

Conduct: civil behaviour, no unreasonable refusals, passenger
assistance

Consumer protection: transparent fares, reasonable routes, lost
property handling

Accountability/Transparency: visible ID badge

Taxi / Private Hire Booking
Offices

(Schedule 1 — Civic Licensing of
vehicles, drivers and operators)

Operational controls: mandatory record keeping of bookings,
drivers and vehicles.

Consumer protection: traceability of journeys to support
complaints and enforcement.

Skin Piercing / Tattooing
(Schedule 1 — Skin piercing and
tattooing)

Public health protections: hygiene, sterilisation, infection control
procedures.

Premises standards: inspection requirements and safe equipment
use.

Public Entertainment
(Schedule 1 — Public
entertainment licensing)

Safety & risk management: fire safety compliance, crowd capacity
limits, emergency procedures.

Public protection: noise control, nuisance mitigation, stewarding
requirements.

Window Cleaners
(Schedule 1 — Window cleaner
licensing)

Basic safeguards: public liability insurance, individual licensing of
operatives.

Public protection: identifiable, licensed individuals carrying out
work.

Late Hours Catering
(Schedule 1 — Late hours
catering licensing)

Public safety: hygiene, waste management, and operating standards
(often aligned with environmental health).

Public nuisance controls: hours, noise, and anti-social behaviour
mitigation.

Second-hand Vehicle Dealers
(Schedule 1 — Second-hand
dealers)

Limited baseline requirements: primarily subject to the “fit and
proper person” test and basic record keeping.

Absence of defined competency standards: no requirement for
training, qualifications, or knowledge of consumer law.

Limited consumer protection conditions: no ADR participation,
Code of Practice, or transparency requirements.

Inconsistent local conditions: additional requirements are variable
not systematically linked to consumer outcomes.
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https://www.angus.gov.uk/sites/default/files/2021-03/Taxi%20Driver%20Conditions.pdf
https://www.highland.gov.uk/downloads/file/2570/conditions-of-licence-skin-piercing-and-tattooing
https://www.orkney.gov.uk/media/c1ub3fd2/pel-conditions.pdf
https://www.highland.gov.uk/downloads/file/2590/guidance-notes-window-cleaner
https://www.glasgow.gov.uk/article/6456/Late-Hours-Catering-Licence-Conditions
https://www.legislation.gov.uk/ukpga/1982/45/schedule/1

THE TASK FORCE ON CIVIC LICENSING
REFORM

There is a growing recognition across the licensing
system that the CGSA may be outdated in terms of
process and language and no longer fully supports
the way many licensed activities, businesses and
markets now operate. The Act is more than four
decades old and its licensing provisions cover a wide
range of activities and businesses, including taxis and
private hire cars, public entertainment, boat hire,
short-term lets, late-hours catering premises, street
traders and second-hand dealers.

These wider concerns about the CGSA led to the
establishment of the Scottish Government’s Task
Force on Civic Licensing Reform, which has been
asked to review the licensing provisions of the CGSA
and make recommendations on possible reform. The
Task Force brings together practitioners from across
the licensing system, including local authorities,
Police Scotland, Trading Standards, licensing
standards officers and other relevant interests*. Its
work is considering whether the current legislative
framework remains capable of supporting effective
civic licensing in a modern context, including in
relation to consistency, proportionality, enforcement,
public protection, administrative effectiveness and
the impact of technological and market change.

Consumer Scotland has closely engaged with the Task
Force during this investigation, including discussions
about how the issues identified in second-hand
vehicle dealer licensing sit within the wider reform of
civic licensing. That engagement has helped inform
Consumer Scotland’s assessment of whether the
current framework can support effective, consistent
and modern licensing outcomes for consumers.
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The limitations identified in this chapter - including
outdated terminology, inconsistent local application,
limited public transparency, variable conditions

and an uncertain link to consumer protection
outcomes - reflect wider questions about whether
the CGSA remains fit for purpose. Reforming the civic
licensing framework in Scotland therefore provides

an important opportunity to clarify the purpose of
licensing; to modernise its operation and strengthen
its ability to prevent harm, support compliance and
improve outcomes for consumers and citizens in a
user centred system, aligned with the public service
reform agenda and better suited to digital, distance,
and cross-border markets, particularly where
consumer protection risks arise.

The findings of this investigation point to
two distinct but complementary routes for
improvement.

e The first requires legislative reform of the civic

licensing framework to modernise its purpose
and operation.

e The second identifies practical measures that

can be taken within the current framework to
improve consistency and strengthen consumer
protection outcomes in the interim.


https://www.tlt.com/insights-and-events/news/double-appointment-for-stephen-mcgowan
https://www.tlt.com/insights-and-events/news/double-appointment-for-stephen-mcgowan
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RECOMMENDATION: (Requires
Legislative Reform) Modernise
Scotland’s civic licensing framework

Lead: Scottish Government.

This recommendation is contingent on wider
legislative reform of the Civic Government

(Scotland) Act 1982 and reflects the need for
structural change to the licensing framework.

The Scottish Government should as a

priority implement the findings of its Task
Force on Civic Licensing Reform and use

its recommendations to bring forward a
modernised framework for local civic licensing
in Scotland that delivers a clearer, more
consistent and be user-centred system aligned
with the public services reform agenda. In
doing so the recommendation does not
replace the principals of the CGSA 1982 to
uphold public order, public safety and crime
prevention but updates and extends them for
a modern context.

Reform should also create a framework better
suited to digital and cross-boundary markets,
including sectors where traders operate
online, across local authority boundaries

or under multiple licensing jurisdictions.

This should include a clearer overarching
statutory purpose for civic licensing, stronger
national guidance, greater consistency in
local authority practice, improved support for
enforcement. It should also enhance public
transparency addressing current challenges
where it is not always easy for consumers to
check if a trader is licensed, understand what
standards a licence requires, or know how to
report concerns about licensed or unlicensed
traders so that consumers understand what
licensing is intended to provide and how to
raise concerns.

While legislative change may be required

to deliver framework modernisation -
improvements can be made while that is
pending. In any case the Scottish Government
should also seek to address concerns by
urgently supporting the ‘best practice’
approach explored below.

SUMMARY OF SECOND-HAND CAR DEALERS’
LICENSING

Overall, the evidence assessment of the CGSA
suggests that the current licensing framework

for second hand cars is not well aligned with the
realities of a modern, complex and increasingly
digital market. Its design was for an analogue
administrative model, and in practice it can operate
as a narrow criminal gatekeeping system — missing
the potential for better standards of trading and
better consumer outcomes. This is reinforced by
variation in how licensing is applied across local
authorities, resulting in uneven standards and
reduced confidence for both consumers and traders.

The operation of key elements within the
framework further limits its effectiveness. The

“fit and proper person” test - while intended as a
safeguard - is not defined in statute and is applied
inconsistently, with limited connection to the factors
most closely associated with consumer harm or
future compliance.

A best practice model for second-hand vehicle
dealer licensing would provide a practical way to
strengthen the current system without removing
local authority discretion. Such a model could
help licensing authorities consider how licence
conditions, guidance and public information might
better reflect the realities of the modern used
car market. It could also support more consistent
expectations for traders, clearer information

for consumers and a more level playing field for
responsible businesses.
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A model approach could cover areas such as
consumer law awareness, transparent pricing,
complaint handling, ADR signposting, online sales,
warranties, finance-related information, record-
keeping, and membership of recognised codes or
equivalent assurance schemes where appropriate.
The aim would not be to regulate individual
contractual disputes through licensing, but to use
licensing more effectively to support fair trading,
prevent harm and improve consumer confidence.

RECOMMENDATION:

(Deliverable under current framework):
Best practice conditions for second-
hand vehicle dealer licensing in
Scotland

Lead: local authority licensing leaders,
working with SCOTSS, The Scottish Motor

Trade Association and Consumer Scotland.

This recommendation could be implemented
within the existing powers of the Civic
Government (Scotland) Act 1982, without
requiring legislative reform.

In the absence of full legislative reform of

the CGSA and its framework, local authority
Licensing leaders, Trading Standards leaders
(SCOTSS), the SMTA and Consumer Scotland
should work together to develop best practice
conditions for second-hand vehicle dealer
licensing in Scotland. Whilst respecting local
democratic accountability and the autonomy
of individual licensing authorities, it is
important to protect consumers under the
current licensing framework in the used car
market. As well as provide greater consistency
in how licences are used to raise standards
within this sector.
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The work should examine how licence terms
and conditions can be updated to better
reflect the modern used car sector - including
online sales, cross-border trading, vehicle
finance, warranties, complaint handling and
routes to redress. It should also consider
how licensing can provide clearer consumer
protection outcomes, including greater
transparency about what a licence does

and does not mean, how consumers can
check whether a trader is licensed, and how
concerns about licensed or unlicensed traders
can be reported.

As part of this work, partners should consider
whether a core set of standard or model
conditions could be developed for second-
hand vehicle dealer licences to illustrate

best practice. These could examine the
potential inclusion of issues such as minimum
competency expectations, compliance

with consumer protection law, transparent
complaint-handling processes, signposting

to Alternative Dispute Resolution, and
membership of an approved Code of Practice
or equivalent standards scheme where
appropriate.*’

Any model conditions should be developed
with careful regard to the limits of licensing
powers, including the need to avoid
regulating individual contractual terms, while
still supporting lawful and proportionate
consumer protection outcomes. It is
important to identify what can be improved
to strengthen consumer protection under the
current licensing framework, while longer-
term legislative reform is considered.

The outcome should be a practical best
practice model for second-hand vehicle dealer
licensing that licensing authorities can adopt
or adapt locally. This should help modernise
the use of licensing in the sector, support
responsible traders, improve consistency
across Scotland, raise standards and
strengthen consumer protection in the used
car market.
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Taken together, these recommendations combine longer-term structural reform with shorter-term,
deliverable improvements, allowing progress to be made both within the existing system and through
future legislative change.

| Type | Delivery

Structural reform

Recommendations for licensing

Modernise civic licensing framework Requires legislation

Best practice licence conditions Operational improvement | Within current powers

Second-hand vehicle dealer licensing

How the current framework could be strengthened, through improvements possible now and wider reform over time.

Purpose

Consistency

Trader
standards

Consumer

Current licensing framework

Focused on local administration and
basic gatekeeping.

Designed for a local, analogue market.

Limited fit for online and cross-border
trading.

Conditions and practice vary across
local authorities.

No common expectations for
complaint handling, ADR signposting
or consumer information.

Unclear what a licence means or how

How the framework could be strengthened
Two routes to improvement

A clearer consumer protection
purpose, alongside local oversight.

WIDER
REFORM

Better aligned with digital sales,
online advertising and cross-border
transactions.

WIDER
REFORM

More consistent through national
guidance and best practice.

POSSIBLE
NOW

Stronger expectations for
complaints, transparency, consumer
information and ADR signposting.

POSSIBLE NOW
OR BOTH

Clearer information on licensing,

iR f POSSIBLE
EN e to check one. how to verify it and how to report o
concerns.
Fit and Useful safeguard, but not well Better support for

proper
test

Overall
role

AY ! /
;@; Why this
= matters

designed to predict consumer
protection compliance.

Can stop the worst actors but is not
a proactive consumer protection tool.

« Improvements are
possible now through
the current licence.

« Wider reform could
provide a stronger
long-term foundation.

POSSIBLE NOW

consumer-focused standards and S

risk-based oversight.

Stronger role in supporting
consistent standards and better
outcomes.

BOTH

« Together, these routes
canbuild consumer
confidence and support

POSSIBLE
NOwW

Can be pursued using
current powers and practice.

WIDER
REFORM

Likely needs wider
reform of the CGSA.
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responsible traders.

BOTH

Benefits from both better use
of current powers and reform.




Consumer Protection

SCOTTISH TRADING STANDARDS -
COMPLIANCE AND ENFORCEMENT

Licensing is only one part of the regulatory
framework for the used car sector. Trading Standards
services play a central role in addressing unfair
trading practices, misleading information, pricing
issues, complaint handling failures and wider
breaches of consumer protection law.

SCOTSS highlighted that the used car sector remains
a significant and persistent source of consumer

harm in Scotland. Disputes often involve high-value
purchases, complex evidence and consumers who
rely on their vehicle for work, family life and essential
travel. This is particularly crucial in rural areas of the
country where provision of public transport services
is sparse and sometimes non-existent. From a Trading
Standards perspective, problems can arise across the
full consumer journey, including advertising, vehicle
descriptions, pre-sale checks, warranties, complaint
handling and access to redress.

Formal enforcement action is not always taken

in every situation, but only where it is warranted
and where resources allow, through constructive
engagement with businesses to ensure future
compliance. This reflects the reality of constrained
resources within local authority Trading Standards
services (LATS), where activity must be prioritised
based on risk, scale of harm, and the likelihood of
effective intervention. Current pressures - particularly
the need to respond to tobacco and vape-related
enforcement - further limit capacity. As a result,
individual disputes are unlikely to be investigated
or pursued through formal enforcement, especially
where issues are more appropriately addressed
through private redress and there is no evidence
of wider or repeated non-compliance.

The evidence nevertheless highlights the important
role of Trading Standards in identifying patterns of
harm, supporting compliance, and taking action
where poor practice is systemic or repeated. Its
effectiveness, however, depends on available
resources, strong intelligence-sharing, and the
ability to target activity at areas of greatest
consumer detriment.

One part of the wider compliance landscape

is Primary Authority, which can support more
consistent regulatory advice for some businesses
operating across multiple areas. Where, Primary
Authority works well for larger franchised
dealerships is it limited when addressing
enforcement across independent dealerships
where trader resources may be restricted.
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Primary Authority - consistent advice, but not universal coverage

Primary Authority allows businesses to form a statutory partnership with a local authority to receive assured
regulatory advice on issues such as fair trading, pricing, consumer information and product safety.

@ BENEFITS © LIMITATIONS

Provides businesses with assured regulatory
advice and greater certainty on compliance
requirements.

§[8

Helps larger dealerships, franchise networks
and online platforms apply consumer
protection requirements consistently across
multiple sites and sales channels.

=)

Can support clearer information, stronger
complaints processes and better compliance
systems, helping to prevent problems before
they arise.

Less relevant to many smaller independent
dealers, who may not have access to
Primary Authority support.

0
i

Benefits are often not visible to consumers
at the point of purchase.

)

Perceptions of regulatory closeness or
"agency capture" can arise if independence
and oversight are not well understood.

m

Primary Authority relationships are a key part of the wider compliance landscape.

They support higher standards of trading and strong 'regulator to trader' advice -

avoiding duplicative enforcement views and allowing for consistency across authority

SCOTSS — USED CAR DEALER PROJECT
2025/26

In response to high levels of complaints and a

lack of recent coordinated activity in the sector,
SCOTSS conducted its Car Dealer Project 2025-26 to
assess how consumer protection requirements are
presented and applied across used car sales, both
online and at dealership premises?,.

The project focused on whether dealers provide
clear pre-purchase information, comply with
distance-selling requirements, present prices
transparently, and signpost post-sale rights and
redress routes.
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The project was carried out in two parts. Part A
reviewed dealership websites, including trader
identity, contact details, pricing information,
regulatory or scheme membership claims, and
online sales features such as purchase, reservation
or click-and-collect. Part B involved onsite
inspections, covering vehicle documentation,
pre-sale checks, pricing practices, complaints
procedures, ADR signposting, second-hand dealer
licensing, finance-related registration and electric
vehicle information.

The project suggests that many dealers are meeting
basic expectations around trader identity, vehicle
documentation, pre-sale checks, licensing and
finance-related registration. However, it also
identified recurring weaknesses that may limit
consumers’ ability to make informed decisions,
compare offers, understand their rights, and access
redress when problems arise.



These findings also align with the survey evidence in Chapter 1, which found that information about
complaints procedures, code membership and ADR was not consistently provided before purchase. The
SCOTSS project provides regulatory evidence of similar weaknesses in trader information, complaint
handling and redress signposting. The main findings are set out in below.

SCOTSS used car dealer project 2025/26

Key areas where compliance was reviewed

0 The project found many basic practices in place, but recurring weaknesses in areas linked

to consumer understanding, pricing, cancellation rights, complaints and redress.

Online and distance-selling features

Fully digital vehicle sales were relatively uncommon, but online reservations and click-and-collect
were more widespread. Dealers using these features may fall within enhanced pre-contract
information and cancellation requirements.

Basic transparency and due diligence

Most dealers provided basic identity, address, documentation and pre-sale check information.
However, some did not provide a readily usable online contact route, which may make enquiries,
complaints or cancellation requests harder.

Pricing transparency

Pricing was the most consistent weakness. Issues included compulsory fees excluded from headline
prices, unclear savings claims, "price on application" vehicles and reliance on QR codes rather than
clearly visible price and mileage information.

Cancellation rights and delivery information

Where distance-selling features were present, cancellation information was often incomplete. Clear
information about cancellation rights, timeframes, cancellation forms, delivery restrictions and costs
was not consistently provided.

Complaints and redress

Complaint handling and redress signposting were mixed. A significant minority of inspected dealers
did not have clear written complaints procedures or ADR signposting.

Regulatory status and scheme membership

Licensing and finance-related registration were generally strong, but online claims about FCA status,
Motor Ombudsman membership or other schemes were sometimes inconsistent or unclear.

Electric vehicle information

EV information was improving but inconsistent. Some dealers provided information on range,
charging, batteries and running costs, but this was not yet consistent across the market.
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Overall, the SCOTSS project highlights a sector
where many basic compliance practices are in place,
but important gaps remain in areas closely linked to
consumer harm. Key risks include weak signposting
of complaints and redress routes, inconsistent
presentation of regulatory status, and uneven EV
information.

The pricing weaknesses identified by the SCOTSS
project are particularly significant because they
concern basic fair-trading requirements. Issues such
as unclear headline prices, compulsory fees being
added separately, or reliance on QR codes rather
than clearly displaying price information, can make
it harder for consumers to compare offers and
understand the total price payable.

These discrepancies also point to the practical limits
of Scotland’s fair-trading enforcement. In a resource-
constrained environment, Trading Standards
services have limited capacity for proactive market
surveillance, routine compliance checks and follow-
up action. As a result, basic regulatory requirements
may be applied unevenly, and standards slip -
weakening consumer confidence and creating an
unfair advantage for traders who do not invest in
compliant practices.

These findings support a targeted, risk-based
approach by Trading Standards, combining advice
and guidance with proportionate enforcement
where businesses fail to comply.
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RECOMMENDATION:
Dissemination of the SCOTSS Car Dealer
Project 2025-26 to used car dealers and
relevant trade bodies

Lead: SCOTSS, working with Consumer
Scotland and the Scottish Motor Trade

Association.

SCOTSS should work with Consumer Scotland
and the Scottish Motor Trade Association to
disseminate the findings of the SCOTSS Car
Dealer Project 2025-26 to used car dealers
and relevant trade bodies. This engagement
should focus on the areas where the project
identified the greatest risk of consumer
detriment, particularly pricing transparency
and the provision of key pre-contract
information.

The work should support traders to
understand and meet their obligations,
including ensuring that headline prices
include unavoidable charges, pricing claims
are accurate and not misleading, consumers
are given clear information about cancellation
rights and delivery costs, and complaints and
redress routes are clearly signposted. This
would provide a practical route for improving
compliance across the sector, while supporting
fair competition and reducing avoidable harm
for consumers.



Price shapes the market, but need drives the purchase

A joined-up system with multiple roles - but protection for consumers is not consistent.

9

32

Financial Conduct
Authority

Oversees the market
for regulated financial
agreements.

Consumer protection
legislation

Includes those
covering consumer
rights and laws
requiring fair trading,
clear information and
cancellation rights.

Industry bodies &
trade associations

Provide guidance,
training and support
for members and help
promote good practice
across the sector.

Consumers
Buyers of used cars across Scotland - online and in person.
Their protection depends on how well the system works together.

i

Local authorities
(Civic licensing)

Issue second-hand
dealer licences under
the CGSA.

Set conditions. Police
and local authority
services enforce.

Second-hand
car dealers

businesses operating

in Scotland's
used car
market

|

Online platforms &
marketplaces

Enable online and
cross border sales -
UK-wide access to
used cars.

Local trading
standards in Scotland

Enforce consumer
protection legislation.
Provide business
advice.

Voluntary codes of
practice & standards

Industry-led codes
and approved trader
schemes promote
higher standards,
complaint handling
and transparency.

ADR providers

Provide alternative
dispute resolution

for eligible consumers
and traders (e.g. The
Motor Ombudsman,
RAC, etc.).

Key:

. Regulatory & enforcement bodies
. Consumer rights / Voluntary codes & standards

. Market participants & supporting actors
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Consumer Protection:
Voluntary and Approved
Codes of Practice

SELF-REGULATION: CODES OF PRACTICE IN
THE USED-CAR SECTOR

. ' ' The CTSI Approved Code Scheme (formerly known
Voluntary codes of practice play an important role in | as the Consumer Codes Approval Scheme - CCAS)

supporting higher standards in the used car sector. fosters trust and high customer service standards
While they do not replace statutory protections, by approving business codes of practice. It helps
licensing or Trading Standards enforcement, they consumers avoid rogue traders and ensures

are a vital system that raises standards of trading businesses offer high standards of protection,
and translates legal obligations into practical including robust ADR processes.

expectations for traders. This is particularly
important considering the constrained resource
environment within which public enforcement

now operates. Well-designed codes can strengthen
compliance by setting clear standards on
advertising, pricing, vehicle descriptions, complaints
handling, redress and customer service.

However, the protection offered by codes depends
on their coverage, visibility and compliance
mechanisms. Participation is voluntary, and
consumers may not always know whether a dealer
is covered by a code, what protections apply,

or how to escalate a complaint. Codes also vary

in how clearly they set out complaint handling
This is also relevant to the survey evidence in expectations, ADR routes, reporting information
Chapter 1, which found that only a minority of and sanctions.

respondents recalled being told whether the trader

was a member of a Code of Practice or trusted

trader scheme, despite many consumers valuing

signals of trader reliability.

Codes approved under the Chartered Trading
Standards Institute’s Approved Code Scheme are
particularly important because they are subject
to independent oversight and meet defined core
criteria. These include requirements around
governance, consumer information, complaints
handling, access to ADR, monitoring, reporting and
sanctions. In a market where consumers may face
complex disputes and significant financial losses,
approved codes provide an additional layer of
assurance and a clearer route to redress.
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OVERVIEW OF KEY MOTOR TRADE CODES

Note: figures reflect information available as of 15 January 2026, based on the evidence provided.

AA Cars Dealer

Promise Code
CTSI Approved

The Motor
Ombudsman Vehicle
Sales Code
CTSI Approved

RAC Used Vehicle
Code
CTSI Approved

SCOTSS Approved
Trader Scheme

Around 1,865 dealer Largest scheme Smaller scheme, with Scotland-wide
members. Significant considered. TMO has around 205 dealer scheme for traders
Coverage/ ADR use through its over 8,500 members members. without access to a
scale approved provider. across its motor codes local Trusted Trader
and a high volume of scheme.
ADR cases.
Online marketplace Structured motor More selective Trading Standards-
with a dealer code framework scheme, using a backed assurance
promise attached with mediation, conciliation-first scheme. Members are
Core model to participating adjudication and approach with vetted and sigh up to a
dealers. ADR provided | published complaint escalation to third- Code of Practice.
through the National routes. party ADR.
Conciliation Service.
Recognisable Strong. Consumer Strong. Consumer Potentially strong
consumer brand, but rights, protections and | protections, complaint | where promoted
Consumer the Code itself appears | escalation routes are handling and ADR locally, but impact
accessibility relatively concise clearly explained. routes are clearly depends on visibility
and more focused on presented. and consumer
dealer commitments. awareness.
Clearest response Strong ADR journey, Requires named Requires prompt
timeframe: dealers but the Code itself responsibility for complaint handling,
Complaint must respond to does not appear to complaint handling though detailed
handling complaints within 14 prescribe a mandatory | and escalation, but process may depend
days. initial response period. | no specific response on scheme materials.
timeframe.
Publishes annual Strongest reporting Publishes annual Not directly
reporting, but with transparency, with reporting that appears | comparable with
. limited detail on code- | detailed annual to meet core ACS CTSl-approved
Reporting - . .
transparency specific performance re.ports .and ACS—_ expectatl.ons, but with | motor codes, but
and consumer aligned information. less detail than TMO. may support local
outcomes. accountability and
intelligence-sharing.
Recognisable brand Most developed Trusted brand and Scotland-focused,
Main and access to dispute consumer journey and | selective membership | Trading Standards-
resolution. ADR infrastructure. model. backed assurance
consumer
route, useful where
value
local schemes are
limited.
. Consumer protechons Stro.ng. ADR mode.I, Smaller scale limits Voluntary uptake and
Main and complaint routes but initial complaint . R
s . . wider market local visibility may
limitation appear less detailed timescales could be ) o
L . influence. limit impact.
within the Code itself. | clearer.
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COMPARATIVE ANALYSIS OF CODES

The three CTSl-approved motor industry codes
considered in this analysis all seek to improve
standards and provide routes to redress, but they
differ significantly in scale, design and consumer
visibility. The Motor Ombudsman has the broadest
reach and the most developed ADR infrastructure,
with more than 8,500 members across its motor
codes and over 73,000 disputes handled between
2023 and 2025. Its Vehicle Sales Code appears to
provide the clearest consumer journey, including
defined routes through mediation and adjudication.
This gives consumers a more visible and structured
route for escalating unresolved disputes.

AA Cars operates on a different model and is primarily
an online marketplace with a dealer promise attached
to participating traders. Its dealer membership is
significant, at around 1,865 dealers, and its ADR
service handled 2,729 disputes in 2023-24. However,
the Code appears less detailed in explaining the
consumer journey within the Code document itself.
While ADR is available, key information is more
reliant on website materials, which may make the
protections less immediately clear to consumers.

The RAC Used Vehicle Code operates at a smaller
scale, with around 205 dealer members. Its more
selective model may provide a stronger sense of
assurance for consumers dealing with participating
traders, but its limited coverage means it has less
capacity to influence standards across the wider
market. The RAC model also uses conciliation
before potential escalation to third-party ADR,

but the precise nature of this is not clearly defined,
which may raise questions about transparency and
consumer protection.

There is variation across the schemes in complaint
handling, transparency and consumer visibility.

This matters because delay is a common feature

of detriment in the used car sector, and clear
response times help consumers understand what
to expect while encouraging timely engagement by
traders. Differences in reporting also make it harder
to compare scheme performance or assess how
effectively codes reduce consumer harm. Similarly,
where consumer protections and complaint routes
are not clearly explained, consumers may struggle to
understand their rights, raise concerns or navigate
redress when problems arise.

Across all schemes, the evidence points to similar
sources of consumer harm. These include post-
purchase faults, disputes about vehicle condition,
poor complaint handling, repair costs, refund
disputes, repeated faults, delays, loss of access to a
vehicle and associated stress or financial pressure.

The consistency of these issues across different
codes and ADR providers suggests that the main
problems are not isolated to individual schemes.
Rather, they reflect wider structural issues in the
used car market, including inconsistent pre-sale
information, variable complaint handling, differing
interpretations of wear and tear, and consumer
uncertainty about statutory rights.

Voluntary codes make a very important contribution
but with limitations. Membership is not universal,
consumers may not always know whether a trader
is covered, and removal from a scheme does

not prevent a business from continuing to trade.
Codes also vary in how clearly, they set out ADR
timescales, reporting information and sanctions.
This creates uneven protection across the market
and may contribute to consumer confusion.
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Trusted trader schemes, including SCOTSS
Approved Trader, provide a complementary form of
assurance. Their value lies in linking trader vetting
and standards more directly to Trading Standards
expertise and consumer advice pathways. This is
particularly important in Scotland, where local
coverage may vary and rural or island consumers
may have fewer accessible routes to trusted traders.
However, like approved codes, trusted trader
schemes are voluntary and cannot substitute for
effective statutory enforcement.

Overall, approved codes, ADR services and trusted
trader schemes provide a hugely important layer
of self-regulation in the used car sector. They

can support better compliance, encourage fairer
complaint handling, and provide consumers with
routes to redress that may be quicker and less
formal than court action.

However, their effectiveness depends on clearer
consumer-facing information, stronger consistency
between schemes, more transparent reporting,

and better integration with Trading Standards,
licensing and wider regulatory intelligence. In a
high-value market with persistent complaint levels,
voluntary schemes should be seen as a useful part
of the consumer protection framework, but not as a
complete replacement for statutory oversight.
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RECOMMENDATION:
Promote wider uptake and visibility of
recognised motor industry codes

Lead: trading standards and trade bodies,
working with code operators, regulatory
partners and industry bodies.

Industry stakeholders, including Trading
Standards, trade bodies, code operators and
regulatory partners, should support wider
awareness, uptake and visibility of recognised
motor industry codes of practice across the
used-car sector.

This should include targeted promotion of
CTSl-approved codes and related assurance
schemes to independent traders and

new second-hand dealer licence holders

in Scotland. The aim should be to raise
awareness of good practice standards,
improve compliance with consumer protection
requirements, strengthen complaint handling
and ADR signposting, and support more
consistent consumer outcomes across the
market.
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Chapter 3 at a glance

How Scotland regulates second-hand car dealers - and where the gaps remain.

e The Civic Government (Scotland) Act 1982 is over 40 years old and built for a local,

= analogue market.

e |t focuses on criminal gatekeeping and basic administration, not modern consumer risks.
Licencing is outdated e |t gives limited assurance about trader competence, behaviour or ongoing compliance.
e Consumers value licensing, but the system does not yet deliver meaningful protection.

e Local authorities lead on licensing, but resources, capacity and practice vary.
e Enforcement tools are limited with big gaps between informal advice and serious sanctions.
. e Licence conditions are often inconsistent, and proactive monitoring is limited.
Enforcement is uneven . ) . ) )
e Trading Standards and Police Scotland play a vital role, but resourcing constraints affect

and limited
their ability to respond.
000 e Trading Standards tackles unfair trading, unsafe cars and serious detriment.

e Capacity and specialist resource are under pressure.

Trading Standards is  Early intervention and intelligence sharing are effective, but more proactive work is needed.

crucial but stretched e Stronger national coordination would improve consistency and impact.

w e Codes of practice and ADR provide important safeguards for many consumers.

e Scheme coverage is partial and participation is voluntary.

Codes and ADR help, but
coverage is incomplete

Smaller and independent traders may sit outside these protections.

Consumers are not always told about code membership or how to access

Key message
Scotland's current framework provides important protections, but it is not fully aligned with

modern market risks or consumer expectations. Reform is needed to improve consistency,
visibility and impact.
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Appendix A

Fair Trading Law and The Used Car Trade

Legislation Overview

The Alternative

Dispute Resolution for
Consumer Disputes
(Competent Authorities
and Information)
Regulations 2015

The Alternative Dispute Resolution for Consumer Disputes (Competent
Authorities and Information) Regulations 2015 largely established a framework
for resolving consumer disputes without going to court. However, most of
their provisions have now been replaced and consolidated under the Digital
Markets, Competition and Consumers Act 2024.

Despite this, the requirement for traders to signpost consumers to an
approved ADR provider remains in place. Traders must still inform consumers
of a relevant ADR body when a complaint cannot be resolved and indicate
whether they will engage with the process.

Civic Government
(Scotland) Act 1982
(CGSA 1982)

The Civic Government (Scotland) Act 1982 is a wide-ranging law regulating
many aspects of civic life in Scotland. It provides a framework for the licensing
and control of activities such as taxis, private hire vehicles, street trading,
public entertainment, and certain businesses—including used car dealers—
ensuring they operate safely and responsibly.

The Act also gives local authorities powers to maintain public order,

address antisocial behaviour, and protect public spaces, supported by clear
administrative and enforcement procedures.

Overall, it aims to streamline regulation, promote public safety, and uphold
civic standards, supporting effective local governance in Scotland.

Consumer Rights Act
2015 — goods, quality
and remedies

The Consumer Rights Act 2015 (CRA 2015) consolidates UK consumer law,
protecting buyers of goods, services, and digital content, and provides clear
remedies for faulty or misdescribed products.

Under CRA 2015, Goods must be of:

e Satisfactory Quality which includes:
- fitness for all the purposes for which goods of that kind are usually
supplied;
- appearance and finish;
- freedom from minor defects;
- safety;
- durability.
e As Described
e Fit for particular purpose. This applies to a contract to supply goods if
before the contract is made the consumer makes known to the trader

(expressly or by implication) any particular purpose for which the consumer
is contracting for the goods.
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Legislation Overview

Consumer Rights The trader must also have right to sell the vehicle. (e.g. not subject to any
Act 2015 — goods, finance agreement).
guality and remedies

Where a vehicle bought from a trader does not meet these standards the

(continued) CRA 2015 provides a structured set of remedies for the consumers as follows:

e Short term right to reject and request a refund (within 30 days from day
consumer receives vehicle)

e Repair or replacement after short term right to reject period — After the
initial 30-day short-term right to reject period, the consumer will usually be
entitled to require the trader to repair or replace the vehicle where it does
not meet the standards required by the Consumer Rights Act 2015. If the fault
becomes apparent within the first six months, it is generally presumed to have
been present at the time of delivery unless the trader can show otherwise.

¢ Final right to reject or price reduction — The trader usually has one
opportunity to repair or replace the vehicle. If repair or replacement
is unsuccessful, impossible, disproportionate or not provided within a
reasonable time and without significant inconvenience to the consumer, the
consumer may then be entitled to a price reduction or to exercise the final
right to reject. The consumer may reject the vehicle or keep the vehicle and
receive a price reduction, which may be up to the full price paid.

Where the consumer exercises the final right to reject, the trader may be
able to make a deduction from the refund to reflect the consumer’s use of
the vehicle. A deduction for use should not be applied where the consumer
exercises the short-term right to reject within the first 30 days.

Unfair Contract Terms

The Act covers also contracts for the sale of goods, supply of services, and
digital content. Part 2 of the Act clarifies and consolidates existing consumer
legislation on unfair terms and both contractual and non-contractual
consumer notices. A consumer notice includes an announcement or other
communication which it is reasonable to assume is intended to be read by

a consumer. Non-contractual consumer notices (e.g. a sign in a car park) do
not include an exchange of something in return for something else of value
(known as “consideration”) as a contract does.
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Legislation Overview

Consumer Contracts
(Information,
Cancellation and
Additional Charges)
Regulations 2013
(CCRs)

The CCRs Regulation protects consumers by requiring traders to provide clear
information, granting cancellation rights, and regulating additional charges for
distance and off premises contracts.

The CCRs Regulation protects consumers by requiring traders to provide clear
information, granting cancellation rights, and regulating additional charges for
distancedistance and off-premisesoff premises contracts.

Part 1 General provides important definitions relating to ‘consumer’ and
‘trader’ as well as ‘distance sales’ and ‘off-premises’ and ‘on-premises’ rights
which are linked to Part 2 Information requirements and Part 3 Right to Cancel.

Where a consumer cancels a qualifying distance or off-premises contract,
the trader must generally refund the consumer without undue delay.

Where the consumer is responsible for returning the vehicle, the trader
may usually wait until the vehicle has been returned, or until the consumer
provides evidence that it has been sent back.

Where the trader has agreed to collect the vehicle, the refund should
generally be made within 14 days of cancellation.

The trader must also provide the consumer with a cancellation notice in
order to exercise this right in a durable format. The consumer must also
have received pre-contract information as prescribed under Schedule 1 No
reason is required to be given for cancellation and there is no requirement
for there to be anything wrong with the car. The trader must reimburse the
consumer within 14 days of cancellation or delivery of the vehicle.

Under Regulation 35 (5) the consumer may bear the costs of returning the
vehicle unless the trader has agreed to do so or the trader has failed to
provide the consumer with the information about the consumer bearing
those costs, required by paragraph (m) of Schedule 2, in accordance

with Part 2. If the trader does not state, that, following cancellation, the
consumer is responsible for returning the vehicle to them at their own cost,
then the consumer may have a claim against the trader for any reasonable
costs incurred in doing this.

Failure to provide the consumer with the information on the right to cancel

required by paragraph (l) of Schedule 2, in accordance with Part 2 can result
in cancellation period being extended up to the end of 12 months after the

day on which it would have ended under regulation 30.

It is an offence under regulation 19 if a trader enters into an off-premises
contract to which regulation 10 applies but fails to give the consumer the
information listed in paragraph (I), (m) or (n) of Schedule 2 in accordance
with that regulation. And a further potential offence under Digital Markets,
Competition and Consumers Act 2024, (DMCC A 2024) 227 Misleading
omissions.
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Legislation Overview

Digital Markets, Part 4, Chapter 1 of the Digital Markets, Competition and Consumers Act 2024
Competition and prohibits traders, including second-hand car dealers, from engaging in unfair
Consumers Act 2024 commercial practices in connection with the promotion, sale and supply of
(DMCCA 2024) vehicles or other services to consumers.

The DMCCA sets out broad rules outlining when business practices are unfair.
These fall into six main categories.

1. Misleading actions. Giving false information to, or deceiving, consumers -
for example, through false or deceptive advertisements or statements.

2. Misleading omissions. Giving insufficient information to consumers - for
example, leaving out or hiding important information.

3. Aggressive practices. Acting aggressively - for example, through sales
techniques that use harassment, coercion or undue influence.

4. Contraventions of the requirements of professional diligence (in other
words, acting in a way that falls below the level of care and skill that
may be expected, taking account of honest market practice and general
principles of good faith). This is intended to act as safety net protection for
all consumers.

5. Omitting material information from invitations to purchase. The DMCCA
requires certain specified information to be included whenever there is an
invitation to purchase, unless that information is already apparent (such as
the address of the business, when standing in a car dealership).

6. Inaddition, the DMCCA bans 32 specific practices outright.

Digital Markets, Chapter 4 of Part 4 replaces the Alternative Dispute Resolution for Consumer
Competition and Disputes (Competent Authorities and Information) Regulations 2015 (SI
Consumers Act 2024 2015/542) (“the Regulations”).

The Regulations provide for the approval by competent authorities against
the criteria in Schedule 3 of persons or bodies who seek to become entities
accredited to provide ADR in disputes concerning consumer contracts, and
ongoing reporting and monitoring of the ADR entities against the criteria.
However, a key aspect of the Regulations is that they establish a largely
voluntary system. An ADR provider does not have to be approved under
the Regulations to offer ADR. The key change brought about by Chapter 4
of Part 4 is (subject to exceptions) to make accreditation compulsory.

The availability of ADR in individual used-car disputes will depend on factors
including the trader’s membership of a relevant scheme, the nature of the
dispute and the scope of the ADR provider. This distinction is important
because signposting to ADR and participation in ADR are not always the
same thing.
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Legislation Overview

Price Marking Order
2004

The Price Marking Order 2004 (PMO) implements the European Directive
98/6/EC on consumer protection regarding the indication of prices for
products offered to consumers. It came into force on 22 July 2004 and requires
that prices for goods must be clearly indicated and inclusive of VAT, applying
specifically to sales between traders and consumers. The order aims to
enhance transparency in pricing and protect consumers from misleading price
indications.

Consumer Rights
(Payment Surcharges)
Regulations 2012

These Regulations prohibit traders from charging consumers fees for
using certain payment methods beyond the actual cost incurred, ensuring
transparency and fairness in payment transactions.

The General Product
Safety Regulations 2005

These Regulations ensure that all consumer products placed on the UK market
are safe and impose obligations on producers and distributors to maintain
product safety.
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Appendix B

Consumer Scotland gathered evidence from a range of trade, regulatory and consumer stakeholders. This
included bilateral meetings, a stakeholder roundtable event, and the views of several individual consumers.
This engagement helped Consumer Scotland consider a broad range of perspectives and experiences from
across the used-car sector.

Evidence was gathered from various stakeholders.

List of stakeholders.

Stakeholder

. AA Cars

. Advice Direct Scotland

. Autotrader

. Arnold Clark

. Bridgend Motor Group

. Chartered Trading Standards Institute
. Citizens Advice

. Consumer Protection Partnership
. Civic Government (Scotland) Act 1982 Taskforce
. Courmacs Legal Ltd

O |0 |INOUL A |W|N |-

=
o

[y
=

. Financial Conduct Authority

=
N

. Finance and Leasing Association

=
w

. Financial Ombudsman Service

[EY
oD

. LM Motor Company

[EY
u

. Local authority Trading Standards (multiple)

[EY
[e)]

. National Franchised Dealers Association

=
~

. Police Scotland

=
(0]

. Reject My Car

[EY
o)

. Senior individual employed in financial services

. Society of Chief Trading Standards Officers in Scotland
. The Motor Ombudsman

. The Society of Motor Manufactures and Traders

N
o

N
=

N
N

N
w

. Scottish Motor Trade Association

N
SN

. Scott Dixon (The Complaints Resolver)
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https://consumer.scot/news/consumer-scotland-launches-investigation-into-the-used-car-market/

Meaning an issue that cost money, caused stress or took time to resolve.
This was not evidenced from the consumer research survey

See Consumer Scotland Act 2020, section 4 - https://www.legislation.gov.uk/asp/2020/11/section/4

See for example the UK Government’s Consumer Detriment Survey 2024. Enquiries and complaints
about the sector are also consistently at or near the top of issues for Scotland’s national consumer
advice service. (Advice Direct Scotland)

https://assets.publishing.service.gov.uk/media/5a74f45be5274a59fa716429/bis-13-1267-consumer-
protection-partnership-future-priorities.pdf

Reproduced under licence from The Society of Motor Manufacturers and Traders Ltd © 2026. All rights
reserved.

Reproduced under licence from The Society of Motor Manufacturers and Traders Ltd © 2026. All rights
reserved.

Note, the transaction data covers all used car sales and is not limited to private purchases or those
from traders.

Population estimates for the UK, England, Wales, Scotland, and Northern Ireland - Office for National
Statistics

SMMT UK data available here: https://www.smmt.co.uk/vehicle-data/used-car-sales/

Retail price index. Autotrader’s website states that “Published monthly, our RPI provides an overview
of the latest pricing data from our marketplace and across the retail market. Our team of data
scientists monitor circa 800,000 vehicles each day, including 116,000 vehicle updates and an average
of 39,000 vehicles added or removed from Autotrader. Coupled with data from circa 450,000 trade car
listings every day, as well as additional retailer forecourt data ensuring the Index is always an accurate
reflection of the live retail market.”

This estimate is not adjusted for inflation and should be treated as a broad indication of financial scale
rather than a precise valuation. Autotrader publishes monthly UK retail pricing data and these figures
are not Scotland-specific, may not reflect the final price paid and may include private sales, but they
provide a useful indication of average asking prices over time.

Mid-2024 population estimates - National Records of Scotland (NRS)

Those aged 17 and over, reflecting the driving age.

At the time of publication, the mid-year population estimates for 2025 were unavailable and so per
capita distribution by local authority covers 2020-2024.

The latest on used car prices — Autotrader Insight

Used car retail market sees first annual price growth in two years

The latest on used car prices — Autotrader Insight. Covid-19’s effects were noted to still be working
through the fleet.
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https://www.autotraderinsight-blog.co.uk/auto-trader-insight-blog/used-car-prices-update
https://plc.autotrader.co.uk/news-views/press-releases/used-car-retail-market-sees-first-annual-price-growth-in-two-years/
https://www.autotraderinsight-blog.co.uk/auto-trader-insight-blog/used-car-prices-update
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27.

28.

29.

30.

31.

32.
33.

34.

The calculation was based on the year of first registration and the year of purchase. All local authorities
saw an increase in age, with Orkney seeing the lowest increase (4.3%) and Moray the largest (18.5%).

Consumer Experiences of Electric Vehicles in Scotland.

Note, records with missing (null) or unspecified fuel type values were excluded from this section of the
analysis, as well as PHEV diesel vehicles.

This was to test the survey’s performance in terms of question comprehension, length and overall
functionality, before going into mainstage fieldwork. No significant issues were identified during the
initial soft launch so the survey proceeded unchanged to its mainstage launch with the wider sample.

In this report, verified advice / information sources refers to sources such as consumer organisations,
local authority advice pages, Trading Standards, trusted trader schemes, industry code schemes,
legal professionals, industry websites and trader or manufacturer information. Unverified advice /
information sources refers to sources such as friends and family, online forums, social media, general
online searches, online marketplaces, advertising and Al tools.

Most commonly from friends or family (52%), although 17% used Al.
Table 2 of the The Consumer Detriment Survey 2024

This broad definition of detriment does not offer insight into a specific problem but allows for
comparisons with the Consumer Detriment Survey 2024. To gain deeper insight, respondents were
subsequently presented with a list of potential issues that they may have experienced either during
the purchase or after identifying a post-purchase vehicle fault.

The published report details subgroups more or less likely to take action, but these are indicative only
due to low base sizes and are not highlighted here

The high level of satisfaction reported by respondents — despite the high incidence of issues reported
— may be attributable to various factors, such as problems being resolved, respondents’ relative
expectations and the perceived seriousness of the issues experienced.

This broad definition of detriment does not offer insight into a specific problem but allows for
comparisons with the Consumer Detriment Survey 2024. To gain deeper insight, respondents were
subsequently presented with a list of potential issues that they may have experienced either during
the purchase or after identifying a post-purchase vehicle fault.

The FCA banned discretionary commission models - which had incentivised higher consumer finance
costs - with effect from January 2021. Consumer Scotland welcomed the FCA’s consultation on a
compensation scheme for historical agreements and focused our investigation primarily on consumer
issues arising from car purchases rather than finance.

CP25/27: Motor finance consumer redress scheme

It is important to recognise that ADS data reflects consumers’ accounts rather than proven
wrongdoing. However, when considered alongside stakeholder evidence, it provides a valuable and
consistent picture of the issues that arise in practice, the points at which conflict emerges, and the
challenges consumers face in securing redress.

Cases could include multiple minor issues; however, where a major fault rendered the vehicle
unusable, the case was coded as a single major issue, as this was the primary driver of the dispute and
contact with ADS.
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42,
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44,
45,

46.

47.

48

Within that period the trader faces the burden of proof that the fault did not exist when the vehicle
was supplied.

The timing of issues is estimated based on the interval between the date of purchase and the
consumer’s contact with ADS, unless case notes indicated otherwise; in some cases, faults may have
emerged later than this suggests.

https://www.fca.org.uk/publications/policy-statements/ps26-3-motor-finance-consumer-redress-
scheme

The survey found that respondents used their cars for shopping and errands (73%), commuting (67%),
leisure or social activities (64%), transporting friends or family (59%) and journeys as part of work
(27%). Overall, 92% said their car was important to them, including 60% who said it was extremely
important.

The survey found no significant differences across the expectation questions by vehicle purchase price,
age or mileage, suggesting that expectations around basic reliability, durability and freedom from
major faults were broadly consistent across buyer groups.

2025scdum006-david-adam-against-moneybarn-nol-ltd.pdf

court-of-session-judgement-alan-king-against-black-horse-limited-and-another-31-january-2024.pdf

Nash-v-Volkswagen-Financial-Services.pdf

Digital Markets, Competition and Consumers Act 2024

Civic Government (Scotland) Act 1982 section 24

See for example paragraph 3.90 and 3.91 of the UK Government Consultation Response Reforming
competition and consumer policy: government response to consultation (web accessible PDF).
Government sought views on whether to make business participation mandatory in the motor vehicles
sector (to include the supply of new and used vehicles and servicing and repair) ...... unresolved
problems in these markets can have a significant impact given their cost and importance, particularly
for vulnerable consumers.

Partner and Head of Licensing (Scotland) for TLT LLP, Stephen McGowan, has been appointed to Chair
the Scottish Government Task Force on Civic Licensing Reform

Any development of model conditions or best practice guidance would need to be undertaken within
the statutory limits of the Civic Government (Scotland) Act 1982 and the principles established in
Stewart v Perth and Kinross Council [2004] UKHL 16. In particular, care would be needed to ensure that
any proposed conditions support the regulation of the licensed activity and do not unlawfully interfere
with the contractual terms of trade between dealers and consumers. Consideration should also be
given to the interaction with wider legal frameworks, including the United Kingdom Internal Market
Act 2020, where measures may affect traders operating across different parts of the UK.

. The SCOTSS Car Dealer Project 2025-26 was delivered with participation from 15 local authority

Trading Standards services across Scotland. As part of the project, officers
reviewed dealership websites and carried out onsite inspections of 114 used
car traders/dealership premises.
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https://www.scotcourts.gov.uk/media/pr3aic1w/2025scdum006-david-adam-against-moneybarn-no1-ltd.pdf
https://www.scotcourts.gov.uk/media/be0nzbp4/court-of-session-judgement-alan-king-against-black-horse-limited-and-another-31-january-2024.pdf
https://www.4pumpcourt.com/wp-content/uploads/2023/09/Nash-v-Volkswagen-Financial-Services.pdf
https://www.legislation.gov.uk/ukpga/2024/13/part/4/chapter/4
https://www.legislation.gov.uk/ukpga/1982/45/part/II/crossheading/licensing-and-regulation-of-secondhand-dealers
https://assets.publishing.service.gov.uk/media/625ed7b78fa8f54a8dd469b6/reforming-competition-consumer-response-cp656-web-accessible.pdf
https://assets.publishing.service.gov.uk/media/625ed7b78fa8f54a8dd469b6/reforming-competition-consumer-response-cp656-web-accessible.pdf
https://www.tlt.com/find-a-lawyer/stephen-mcgowan
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