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Moray Trusted Trader Platform 
 
Prepared by Steve Richardson              
Managing Director, Trusted Directory Services (TDS) 
 
Background 
 
We have 15 years experience dealing with bespoke commercial and local authority directory solutions 
across the UK and USA. We continue to work alongside Yext, the leading USA data aggregator and 
Yell.com in the UK, along with European data partners such as Uberall (1&1 Internet). 
 
We worked with CTSI to setup and provide the Consumer Code Directory from 2012 – 2017 and now 
work with 11 different Councils across Scotland to deliver and manage a Trusted Trader platform. 
 
Our Vision 
 

• To provide a simplified and first class consumer experience, allowing all residents to search for 
Trading Standards vetted trusted traders accessible via any internet device or over the phone. 
 

• To present a fully local Trading Standards branded scheme with no 3rd party advertising or 
commercial promotion. TDS works behind the scenes, working with you and for you. 

 
• To offer a fully flexible off the shelf solution for any new or established trusted trader scheme. 

Including scheme migration to a brand new fully managed scheme with dispute resolution. 
 

• To be able to provide access to a shared platform without any costs to a Council, allowing 
cost recovery via trader membership fees. Future promotion and marketing can also be funded 
from fees. 

 
Our Solution – www.trustedtrader.scot  
 
Public Website - trustedtrader.scot is a simple, obvious, local and trusted domain name. This website 
has been set up purely for the benefit of the official Trusted Trader schemes. All data, trader and 
reviews remain 100% the property of the respective Council and not any third party including us. 
 
Any Council that utilises this platform will follow the convention set by Edinburgh eg: 
https://www.trustedtrader.scot/Edinburgh/ 
https://www.trustedtrader.scot/EastLothian/ 
https://www.trustedtrader.scot/Fife/ 
https://www.trustedtrader.scot/Renfrewshire/ 
https://www.trustedtrader.scot/EastRenfrewshire/  
https://www.trustedtrader.scot/Angus/ 
https://www.trustedtrader.scot/EastAyrshire/ 
https://www.trustedtrader.scot/WestDunbartonshire/  
https://www.trustedtrader.scot/EastDunbartonshire/  
https://www.trustedtrader.scot/<Council Name>/ 
 
The website has been designed around a high-speed database and user experience data taken from 
15 years of building public directories. The website continually evolves based on direct feedback from 
the public, traders, council staff and usability data. The latest major update is currently underway. 
 
The Moray Trusted Trader scheme would be branded in your preferred colours, normally matching 
those of the Council. We would also set up and create the familiar Trusted Trader handshake logo. 
The vetting process, Code of Practice and the Complaints Process are relatively standard across all 
schemes, with local variations if required, but all based around the lead authority, Dundee Council, 
who own all the Trusted Trader IP. 
 

http://www.trustedtrader.scot/
https://www.trustedtrader.scot/Edinburgh/
https://www.trustedtrader.scot/EastLothian/
https://www.trustedtrader.scot/Fife/
https://www.trustedtrader.scot/Renfrewshire/
https://www.trustedtrader.scot/EastRenfrewshire/
https://www.trustedtrader.scot/Angus/
https://www.trustedtrader.scot/EastAyrshire/
https://www.trustedtrader.scot/WestDunbartonshire/
https://www.trustedtrader.scot/EastDunbartonshire/


 
Trusted Directory Services Ltd, Registered in England No: 9173565 | VAT Reg: 871289294 | Data Protection Reg: ZA081479 

Registered Office: Minerva Mill, Station Road, Alcester, Warwickshire, B49 5ET 
            2 

Your home page will look very similar to Edinburgh but branded in your colours and Council logo. 
 

 
 
This is an example of a trader page, showing large and visual calls to action for consumers, ie view 
reviews, leave a review or contact the trader and make a work request. 
 

 
 
Trader Search – Although the platform has a central database, it is broken down into specific areas. 
Consumers or residents can search from the top level of the website, or they can choose to search 
from their local scheme. 
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This a search for builders in EH21 at the top level, www.trustedtrader.scot showing results from 
different schemes. 
 

 
 
This is the same search done on Edinburgh Trusted Trader. www.trustedtrader.scot/Edinburgh  
 

 
 
By default, local scheme searches default to showing local scheme members. But residents have a 
drop down box that allows them to show all members from neighbouring schemes who have stated 
they service work requests in this area. 
 
Residents can also choose to reorder results by best rating within a certain radius. 

http://www.trustedtrader.scot/
http://www.trustedtrader.scot/Edinburgh
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When a scheme doesn’t have any members in a particular category, our system will display results 
from neighbouring schemes. 
 
Eg in this example, the only Trusted Trader Accountant we have is in Arbroath, Angus. But the result 
shows up straight away in Edinburgh as although there are no relevant Edinburgh Trusted Traders, 
there is an Angus Trusted Trader. This is useful for smaller or new schemes starting out and still 
allows them to show relevant information. 
 

 
 
Administration Website - trustedtrader.scot comes with a secure back administration area that 
allows trader application progress to be tracked, monitored along with all the usual moderation and 
statistical information. This allows the straightforward online sign up of trader applicants including 
declaration. Below is a screenshot of the TDS admin area to give a flavour of how it works. 
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Each Scheme gets it own dedicated admin area for TS staff, which is a cut down version, just giving 
the options relevant for TS and that particular scheme. 
 
This means training is minimal but allows the vetting process to proceed in a methodical way, with 
TDS staff having visibility of progress, allowing us to provide customer support. TS also have instant 
access to statistical information and can download trader details for auditing purposes. 
 
Any interaction on a traders page is captured automatically on a visual audit eg, which time and date 
stamps each entry, along with the admins name, see screen shot below: 
 

 
Below is an example of a Trading Standards Admin panel. Blue numbers are informational, Red 
numbers require an action. 
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Services that TDS Provide 
 

• Setup and create an initial Trusted Trader scheme or migrate an existing one. 
• Manage marketing to recruit ongoing traders. 
• Responsibility of hosting and publishing content. We have media publisher insurance. 
• Back administration access and visibility, tailored to suit your local processes. 
• Ownership of the trader application and admin process. From initial application and taking 

payment, to providing support throughout the application process. This allows TS resource to 
concentrate on vetting and report back if applicant is a pass, fail or needs remedial action. 

• Creating and sending Trader certificates, vehicle stickers and promotional material. 
• Review moderation, generation including offline freepost review service. 
• Dispute management and consumer complaints. Majority of disputes can be dealt with by 

TDS mediating in the name of Trusted Trader. 
• Ongoing customer services for traders and consumer enquiries. 
• Regular trader communications and passing on any required TS or comms team messaging. 
• Regular management reports breaking down data and analytics. 
• Ongoing platform development to keep content and design modern and relevant. 
• Search engine optimisation to drive local consumer enquires. 
• Social Media management of the Trusted Trader brand conforming to local style guides.  
• Scottish based call centre to assist vulnerable users and those without internet access. 

 
 

Costs – Funding Trusted Trader 
 
Previously we have been able to absorb set up costs for new schemes, but unfortunately due to the 
complexity of the platform and amount of work we need to do set up a scheme, we now have to 
charge a one off £2000 + VAT set up fee. This is payable once the scheme has been accepted into 
service 
 
After that, schemes costs are funded by members annual subscription fees. The actual cost is 
dependent on what the membership price would be as different schemes have a different pricing 
structure. But most schemes are around the £200 + VAT point, give or take £10. 
 
To give an idea of the breakdown based on a typical trader fee of £200 + VAT 
 

• To provide a fully managed service including offline the consumer helpline, TDS would 
receive £130 per annual subscription per trader. 
 

• The remaining £70 would be returned to the Council. This then could be partially or 
completely reinvested back into a marketing budget to help grow and promote the scheme. 

 
Marketing 
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As part of the £130 fee per trader, TDS will provide digital marketing services in the form of organic 
search engine optimisation, to ensure the scheme is searchable and generates traffic via Google. 
TDS will also promote via Trusted Trader Social Media channels, including Twitter, Facebook and 
LinkedIn. Vehicle stickers will also be provided to members which are long proven to be the most 
cost-effective form of Trusted Trader promotion. 
 
Other marketing - TDS is experienced in most forms of marketing, having managed PPC campaigns, 
Radio Campaigns, bus promotions, press, magazines as well as creating artwork and printing for 
flyers, roller banners and posters. TDS is happy to work with the Council on suggesting ideas for any 
available marketing budget and can come up with a marketing plan and costed activities. 
 
Reviews / Feedback 
 
All reviews are professionally and humanely moderated. No review is automatically allowed to go live. 
A subsequent 25% of published reviews are randomly picked for secondary verification, where review 
comments are conformed by contacting the reviewer. This ensures the review system is robust and of 
the highest quality, eradicating any gaming or fake reviews. 
 
Negative reviews are thoroughly investigated as any negativity could indicate a potential trader 
problem. Depending on the issue, a consumer may be invited down the complaints process to resolve 
the problem, then submit a fresh review based on their complete experience. Or if the review is 
genuine and the consumer simply wants it published, then it will be displayed. Traders have the right 
to reply, so can leave a single official statement at the end of the review, giving their side of the story 
if they want to. 
 
Reviews can be left digitally on a traders page, or from hardcopy review forms and a freepost service, 
which is provided by TDS as part of the traders £130 fee. 
 
Call Centre 
 
TDS handle all customer service calls for the scheme, but also operate a Trusted Trader help line 
based in Edinburgh, which is aimed at the more vulnerable or those without internet access. The 
number for this is 0333 555 7016. This is also included in the £130 fee per member. 
 
SLA’s 
 
The website hosting runs at 99.9% availability and all consumer and trader requests are dealt with 
within a maximum of one business day. The office is manned Mon – Fri, 09.00 – 17.00. Our consumer 
trader helpline is manned 7 days a week from 08.00 – 23.00, only shutting on Christmas Day. 
 
Case Studies 
 
Schemes we have started from scratch are: 
Edinburgh Trusted Trader - https://www.trustedtrader.scot/Edinburgh/ 
East Renfrewshire Trusted Trader - https://www.trustedtrader.scot/EastRenfrewshire/ 
Angus Trusted Trader (replaced ARTS) - https://www.trustedtrader.scot/Angus/ 
East Dunbartonshire Trusted Trader - https://www.trustedtrader.scot/EastDunbartonshire/ (going live) 
SCOTSS Approved Trader - https://www.trustedtrader.scot/SCOTSS/  
Aberdeen Trusted Trader – currently in build  
 
Schemes we have migrated: 
East Lothian Trusted Trader (from Council website) - www.trustedtrader.scot/EastLothian/ 
Renfrewshire Trusted Trader (from Council website) - www.trustedtrader.scot/Renfrewshire/ 
Fife Trusted Trader (from ReferenceLine) - www.trustedtrader.scot/Fife/ 
East Ayrshire Trusted Trader (from ReferenceLine) - www.trustedtrader.scot/EastAyrshire/ 
West Dunbarton Trusted Trader (from ReferenceLine) www.trustedtrader.scot/WestDunbartonshire/  
 
If you need any contact details from any of your colleagues who work on these schemes and who can 
tell you how things went, just let me know. 
 

https://www.trustedtrader.scot/Edinburgh/
https://www.trustedtrader.scot/EastRenfrewshire/
https://www.trustedtrader.scot/Angus/
https://www.trustedtrader.scot/EastDunbartonshire/
https://www.trustedtrader.scot/SCOTSS/
http://www.trustedtrader.scot/EastLothian/
http://www.trustedtrader.scot/Renfrewshire/
http://www.trustedtrader.scot/Fife/
http://www.trustedtrader.scot/EastAyrshire/
http://www.trustedtrader.scot/WestDunbartonshire/
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During Covid, although membership uptake of new members has obviously been down, we have still 
managed a 94% membership retention rate across all schemes. I think this is testament to the 
customer service ethos of our team. 
 
Approved Trader (SCOTSS) 
 
We also created and manage https://approvedtrader.scot/ on behalf of SCOTSS. Approved Trader is 
a standard searchable website that includes results from all the Scottish Local Authority Schemes. 
Although Trusted Trader is the most common, there are also a few Buy With Confidence Schemes 
and the Perth and Kinross BPP. Approved Trader simply signposts consumers back to their local 
scheme but allows more consumer choice where there is scheme overlap. 
 
As a Trusted Trader scheme, all live members will be automatically displayed on Approved Trader. 
 
Summary 
 
Our purpose is to provide and present a professional Trusted Trader branded platform to the 
consumer. Our remit is to assist and to make your life easier. As Trusted Trader resource, we become 
a buffer between Trading Standards and easily answered or resolved resident or trader issues. 
 
All data, reviews and information is the property of the scheme and not TDS. We work in 
partnership with yourselves and present ourselves under the Trusted Trader brand. The only 
reference to TDS is when legally required rather than publicly promoting our own interests. 
 
Once an agreement has been reached and signed, we could have the scheme set up and running 
within four to six weeks. 
 
There is a one off £2000 set up fee, then after that TDS will keep £130 of any trader fee as scheme 
management costs. 
 
More Information 
 
If you have any questions or would like to discuss further, then please get in touch. 
 
Steve Richardson 
Managing Director 
Trusted Directory Services Ltd 
Direct: 01789 614 037 
Mobile: 07843 061 597 
Email: steve@trustedtrader.scot 

https://approvedtrader.scot/
mailto:steve@trustedtrader.scot

