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Mis-sold heat pumps can lead to massive 
electricity bills and poor heating in winter. 
 
Consumers suffer and the impact could 
spread to general public reluctance to use 
heat pumps  in order to reduce domestic 
CO2 
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A call for action and care in heat pump selling and installation 
 
What’s the problem ? 
 
There are examples of heat pumps being sold and installed in homes that have either insufficient 
insulation, or inadequate pipes and radiators (or both), for a heat pump to be a suitable consumer 
choice. The consequences for those affected is inadequate heating in winter (requiring ‘top up’ 
electric heaters ) and a huge increase in the household energy bills. Just installing a heat pump may 
not be sufficient to replace a gas boiler.  
 
What action is needed ? 
 
The NCF calls for strong government regulation for heat pump installation to only be carried out 
when the home insulation has been checked and validated as suitable for efficient and effective heat 
pump operation, backed by industry bodies self-regulation, and local government building controls 
to ensure that heat pumps are not installed without the home having sufficient insulation to avoid 
poor heating and excessive bills. 
 
Market monitoring needs to include all sources of heat pump supply / installation so that the degree 
of mis-sold heat pumps can be determined and addressed. 
 
When is this needed by ? 
 
Staring this year 2022 and for the next 2 years the regulatory systems for heat pumps and other 
consumer ‘net zero’ products affected by this type of issue  should be strengthened to support the 
UK’s move to Net Zero homes. 
 
How has this come about ? 
 
While it should be ‘fabric first’, the Net Zero news and communications have created public interest 
and some confusion creating opportunities that the far less scrupulous have taken up rapidly with 
telemarketing and sales activity aimed at selling heat pumps irrespective of whether the home is yet 
fit for one.  
 
While good practice has been established with the Publicly Available Specification PAS 2035 for 
homes energy surveying and subsequent actions, most consumers have not heard of PAS 2035 and 
the mis-selling / marketing has taken off judging by the number of scam calls consumers seem to be 
receiving.  
 
Meanwhile TrustMark’s Data Warehouse provides a source of data from the legitimate suppliers 
who are taking care of their customers. They cannot however monitor those who ignore PAS 2035 
and good practice. 
 
Consequences of inaction 
 
More and more consumers will experience poor to dreadful heat pump installation.  Social media 
and traditional news media will spread the news of heat pump problems much more than the good 
news of proper installations. The bad news will cause many consumers to hold off or cancel their 
intensions to take this important Net Zero step.  Then the UK’s move to Net Zero will be hindered 
and delayed. 
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