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21  February 2013 
 
 
Dear Rob 
 
 
We are writing to inform the Committee of the action the Scottish Government is taking in 
response to parcel delivery issues in parts of Scotland.  The Scottish Government is 
committed to ensuring that the parcels delivery market in Scotland works in the interests of 
consumers and business, particularly in the context of Scotland’s remote and rural areas.  It 
is important to seek sustainable solutions to the problems experienced by consumers, 
thereby promoting further business growth. 
 
Recent reports from Consumer Focus Scotland, Citizens Advice Scotland and the Office of 
Fair Trading have shown many issues of concern for customers in the Highlands and 
Islands.  Examples include high charges, refusal to deliver to remote locations and 
misleading use of the term “Free Mainland Delivery”. 
 
Key findings from Citizens Advice Scotland show that: 
 

 At least 1 million Scots face surcharges, late delivery or are refused delivery 
altogether when they try to buy goods online. 

 Consumers in Scotland’s island communities face a postcode penalty of nearly £19 
extra (£18.60) to deliver goods they buy online – that’s a 500% mark up on the 
standard delivery price. 

 Consumers in the Highlands are charged an extra £15 per delivery on average. 
 Of the 534 retailers whose policies we investigated, 335 of them (63%) charged extra 

for delivery to certain parts of the UK.  72% of those surcharges applied to consumers 
in Scotland, indicating that Scottish consumers are disproportionately affected by 
delivery surcharges. 

 55% of retailers who restricted the areas of the UK to which they would deliver 
refused to deliver goods to any Scottish islands, disadvantaging the estimated 
100,000 people who live in island communities. 
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We chaired and spoke at a Parcel Delivery Summit in Edinburgh on 6 February which 
involved a range of stakeholders.  This built on a previous one held in Inverness in 
November and was organised with the support of Consumer Focus Scotland.  The focus was 
on cooperation across industry, government and regulators. 
 
There was agreement that by working together we can improve matters for consumers and 
small businesses in rural and island communities, who are most effected by excessive 
charges for parcel deliveries and by practical delivery difficulties. 
 
A new short-life working group will be established to develop a code of conduct for retailers 
and couriers.  It will encourage fair practice and innovative solutions to counterbalance the 
costs of delivery to rural remote and island destinations.  The Scottish Government will be 
working closely with Consumer Focus Scotland and representatives from retail, courier and 
consumer sectors in order to achieve a positive change and share good practice. 
 
Regards 
 
 

                                        
 
 
 
RICHARD LOCHHEAD                                                            FERGUS EWING 
 


