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This leaflet aims to provide practical information to assist MPs and their staff when dealing with enquiries
from constituents who are having difficulty in meeting their mortgage payments.

It covers the key messages that borrowers should be aware of at each stage of the arrears and possession
process, and gives details of the organisations that may be able to provide advice and assistance in
different circumstances.

Getting help from the lender

Mortgage lenders are sympathetic to borrowers who are experiencing financial difficulty and will provide as
much assistance as possible. Depending on the borrower’s circumstances, the lender may be able to take a
range of steps to help borrowers reduce or reschedule their payments for a period of time while they get
back on their feet.

There are some basic messages that all borrowers facing financial difficulties can be given which will help
their mortgage lender to help them.

Key messages for borrowers

o Contact the lender as soon as possible if they are having difficulties paying their mortgage, or think
they may have difficulties in the near future — the sooner the lender becomes aware that there is a
problem, the easier it is to try to resolve.

° Continue to make regular payments towards their mortgage, even if the borrower cannot afford to
pay the full amount. Any amount, however small, paid on a regular basis, is better than nothing.

° Don’t ignore paperwork sent by the lender, and respond to requests for information quickly.
° Stay in touch with the lender and keep them updated of any changes in circumstances.

Getting advice

There are various organisations which provide free, independent and confidential debt advice.
They will be able to advise the borrower on how to manage their finances, and in some cases if the
borrower gives their consent will even be able to negotiate directly with the mortgage lender on their behalf.

Advice UK Consumer Credit Counselling Service (CCCS)

is a membership association for over 1,000 is a charity that helps people who are over-

information and advice centres throughout the indebted by providing free, independent, and

UK. impartial support.

Call 020 7407 4070 or visit: www.adviceuk.org.uk Call 0800 138 1111 or visit: www.cccs.co.uk

Advice NI Money Advice Scotland (MAS)

provides support to independent advice does not provide an advice service direct to the

organisations in Northern Ireland. public, but has details of advice agencies

Call 028 9064 5919 or visit: www.adviceni.net throughout Scotland that provide a free,
independent, impartial and confidential money

Citizen advice bureaux (CAB) advice service.

are independent charities providing advice and Call 0141 572 0237 or

information across the UK. visit: www.moneyadvicescotland.org.uk

Look in the local phone book or
visit: www.adviceguide.org.uk



National Debtline Payplan

provides free, confidential and independent provides free debt management service to people
telephone advice on how to deal with debt prob- with debt problems.
lems. Call 0800 917 7823 or visit: www.payplan.com

Call 0808 808 4000 or
visit: www.nationaldebtline.co.uk

Maximising income

There are a number of state benefits and tax credits available which the borrower may be able to claim and
will help to increase income.

Jobcentre Plus Her Majesty’s Revenue and Customs (HRMC)
can provide information on and eligibility of administers working tax credit and child tax credit.
income support, jobseeker’s allowance, and Call 0845 300 3900 or

council tax benefit. visit: www.hmrc.gov.uk/taxcredits

Call 0800 055 6688 or
visit: www.jobcentreplus.gov.uk

The Pension Service

can provide information and advice on pension
credit for the over 60s.

Call 0845 606 0265 or

visit: www.thepensionservice.gov.uk

If the borrower has become unemployed, had an accident or is too sick to work, they should check whether
they have taken out mortgage payment protection insurance and if they can make a claim to help with their
mortgage payments.

Selling the property privately

A borrower who does not think they will be able to meet their mortgage payments in the long-term, and has
enough equity in their property, may consider selling their home privately so that they can clear the debt.

Key messages for borrowers

o Before going ahead, take advice from one of the organisations listed earlier under ‘Getting advice’.

° Talk to the lender - the borrower may need to get the lender’s permission to sell the property
themselves.

° Consider where they will live once the property is sold - as the borrower is effectively making
themselves ‘voluntarily homeless’, they may NOT be able to get help with re-housing from their local
authority. Housing advice can be given by Shelter whose contact details are listed later in this leaflet
under ‘Getting advice on alternative housing'.

° Don’t abandon the property or hand the keys back to the lender without first getting the agreement
of the lender and understanding the consequences. Borrowers remain liable for shortfall debts even
if they abandon their homes.

Government support schemes

The Home-owner support scheme allows eligible borrowers facing possession to defer part of their
interest payments for up to two years. More information is available on the Directgov website at
http://www.direct.gov.uk/en/NI1/Newsroom/DG_173274

Mortgage Rescue schemes are operated independently in England, Scotland, and Wales and either take
the form of a shared equity or mortgage to rent scheme. For information on the different schemes and
eligibility contact the local authority or citizens advice bureau.

Information on mortgage rescue schemes in England can be found on the Directgov website at

http://www.direct.gov.uk/en/HomeAndCommunity/Keepingyourhomeevictionsandhomelessness/
LosingYourHome/DG_174005



Information on the mortgage-to-rent scheme in Scotland can be found on the Scottish Government
website at http://www.scotland.gov.uk/Publications/2008/06/26091514/1

Information on the mortgage-to-rent or shared equity schemes in Wales can be found on the Welsh
Assembly website at http://wales.gov.uk/topics/housingandcommunity/housing/private/buyingandselling/
mortgagerescue/?lang=en.

Some independent companies also offer to help borrowers by buying their home and then renting it back to
them for a fixed period of time. They are sometimes called ‘sale-and-rentback’ or ‘sale-and-leaseback’ or
‘mortgage rescue’ or ‘sale-to-let’ schemes. The FSA has regulated sale-and-rentback firms under an interim
regime since July 2009. The FSA is now working towards putting a full regime in place from 30 June 2010.

If a borrower is thinking of signing up to one of these schemes, is it important that they fully understand the
terms and conditions they will be agreeing to and should get advice from one of the organisations listed
earlier under ‘Getting advice’.

Receiving a court summons for possession

A mortgage lender will only start proceedings to repossess a property when all other attempts to resolve the
position with the borrower have failed.

Key messages for borrowers

° Don’t panic — just because a lender has started court proceedings does not mean that the borrower
will automatically lose their home.

° Don’t ignore correspondence - if anything isn’t clear check with the lender or ask an advice agency.

° Get advice — either from one of the organisations listed earlier under ‘Getting advice’, or those listed
opposite.

o Attend the court hearing — if not, the court will not have a chance to consider your circumstances.

The organisations below may be able to provide help and advice on the court process.

Community Legal Advice Court advice desks

provides free, independent and confidential provide last minute advice to

advice home-owners at risk of repossession.

in England and Wales paid for by legal aid. Look in the local phone book or visit:

Call 0845 345 4345 or visit: www.clsdirect.org.uk www.hmcourts-service.gov.uk for court details in
England and Wales, www.scotcourts.gov.uk for

Law centres Scotland, or www.courtsni.gov.uk for Northern

are independent, and employ lawyers and Ireland.

specialist advisers to assist and represent clients

in court.

Look in the local phone book or
visit: www.lawcentres.org.uk

Getting advice on alternative housing

Should the courts allow the lender to take possession of a property, the borrower will need to consider
where they will live once possession has taken place.

The following organisations maybe able to help with alternative housing:

Shelter Local councils
is a charity that gives advice and help to people in may be able to provide advice on
housing need. emergency accommodation and longer-term

Call 0808 800 4444 or visit: www.shelter.org.uk



Mortgage regulation and complaints

All mortgage lenders are regulated by the Financial Services Authority (FSA). Lenders must follow a
regulatory framework set out in the FSA’s Mortgage Conduct of Business, which includes rules on the
procedures that should be adopted when handling arrears and possession cases

(see http://fsahandbook.info/FSA/html/handbook/MCOB/13). In addition, the FSA requires lenders to treat
their customers fairly

Financial Services Authority (FSA)

provides a consumer telephone helpline and the consumer guide,
What to do if you can’t pay your mortgage.

Call 0845 606 1234 or visit: www.moneymadeclear.fsa.gov.uk

If a borrower feels they have not been treated fairly by their lender, the Financial Ombudsman Service
(FOS) provides a free and independent redress service for consumers who would like to make a complaint.

Financial Ombudsman Service (FOS)
Call 0845 080 1800 or visit: www.financial-ombudsman.org.uk

Council of Mortgage Lenders

The Council of Mortgage Lenders (CML) is a trade association for the first charge residential mortgage
lending industry (lenders which provide the main mortgage on a property).

Our members include banks, building societies and other lenders, and account for around 98% of residential
mortgage lending in the UK.

We cannot give advice to borrowers who may be having difficulty paying their mortgage, or who may have a
complaint against their lender. But we do provide a range of consumer information on our
website (http://www.cml.org.uk/cml/consumers) which may be helpful, including:

° Worried about your mortgage

° Mortgage insurance

° Debt following mortgage possession

° Mortgage indemnity: a borrower’s guide
° Mortgage complaints

We hold regular informal briefing lunches for MPs in the House of Commons on current market
issues.

If you would be interested in attending, or would like information on the CML’s work, contact
Michelle Vosper on 020 7438 8926 or at michelle.vosper@cml.org.uk

© Copyright May 2010 Council of Mortgage Lenders
address North West Wing Bush House Aldwych London WC2B 4P] telephone 0845 373 6771  fax 0845 373 6778  website www.cml.org.uk



	Getting help from the lender

	Getting advice

	Key messages for borrowers

	Maximising income

	Selling the property privately

	Government support schemes

	Key messages for borrowers

	Receiving a court summons for possession

	Getting advice on alternative housing 

	Key messages for borrowers

	Mortgage regulation and complaints

	Council of Mortgage Lenders



<<

  /ASCII85EncodePages false

  /AllowTransparency false

  /AutoPositionEPSFiles true

  /AutoRotatePages /None

  /Binding /Left

  /CalGrayProfile (Dot Gain 20%)

  /CalRGBProfile (sRGB IEC61966-2.1)

  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)

  /sRGBProfile (sRGB IEC61966-2.1)

  /CannotEmbedFontPolicy /Error

  /CompatibilityLevel 1.4

  /CompressObjects /Tags

  /CompressPages true

  /ConvertImagesToIndexed true

  /PassThroughJPEGImages true

  /CreateJobTicket false

  /DefaultRenderingIntent /Default

  /DetectBlends true

  /DetectCurves 0.0000

  /ColorConversionStrategy /CMYK

  /DoThumbnails false

  /EmbedAllFonts true

  /EmbedOpenType false

  /ParseICCProfilesInComments true

  /EmbedJobOptions true

  /DSCReportingLevel 0

  /EmitDSCWarnings false

  /EndPage -1

  /ImageMemory 1048576

  /LockDistillerParams false

  /MaxSubsetPct 100

  /Optimize true

  /OPM 1

  /ParseDSCComments true

  /ParseDSCCommentsForDocInfo true

  /PreserveCopyPage true

  /PreserveDICMYKValues true

  /PreserveEPSInfo true

  /PreserveFlatness true

  /PreserveHalftoneInfo false

  /PreserveOPIComments true

  /PreserveOverprintSettings true

  /StartPage 1

  /SubsetFonts true

  /TransferFunctionInfo /Apply

  /UCRandBGInfo /Preserve

  /UsePrologue false

  /ColorSettingsFile ()

  /AlwaysEmbed [ true

  ]

  /NeverEmbed [ true

  ]

  /AntiAliasColorImages false

  /CropColorImages true

  /ColorImageMinResolution 300

  /ColorImageMinResolutionPolicy /OK

  /DownsampleColorImages true

  /ColorImageDownsampleType /Bicubic

  /ColorImageResolution 300

  /ColorImageDepth -1

  /ColorImageMinDownsampleDepth 1

  /ColorImageDownsampleThreshold 1.50000

  /EncodeColorImages true

  /ColorImageFilter /DCTEncode

  /AutoFilterColorImages true

  /ColorImageAutoFilterStrategy /JPEG

  /ColorACSImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /ColorImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /JPEG2000ColorACSImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /JPEG2000ColorImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /AntiAliasGrayImages false

  /CropGrayImages true

  /GrayImageMinResolution 300

  /GrayImageMinResolutionPolicy /OK

  /DownsampleGrayImages true

  /GrayImageDownsampleType /Bicubic

  /GrayImageResolution 300

  /GrayImageDepth -1

  /GrayImageMinDownsampleDepth 2

  /GrayImageDownsampleThreshold 1.50000

  /EncodeGrayImages true

  /GrayImageFilter /DCTEncode

  /AutoFilterGrayImages true

  /GrayImageAutoFilterStrategy /JPEG

  /GrayACSImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /GrayImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /JPEG2000GrayACSImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /JPEG2000GrayImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /AntiAliasMonoImages false

  /CropMonoImages true

  /MonoImageMinResolution 1200

  /MonoImageMinResolutionPolicy /OK

  /DownsampleMonoImages true

  /MonoImageDownsampleType /Bicubic

  /MonoImageResolution 1200

  /MonoImageDepth -1

  /MonoImageDownsampleThreshold 1.50000

  /EncodeMonoImages true

  /MonoImageFilter /CCITTFaxEncode

  /MonoImageDict <<

    /K -1

  >>

  /AllowPSXObjects false

  /CheckCompliance [

    /None

  ]

  /PDFX1aCheck false

  /PDFX3Check false

  /PDFXCompliantPDFOnly false

  /PDFXNoTrimBoxError true

  /PDFXTrimBoxToMediaBoxOffset [

    0.00000

    0.00000

    0.00000

    0.00000

  ]

  /PDFXSetBleedBoxToMediaBox true

  /PDFXBleedBoxToTrimBoxOffset [

    0.00000

    0.00000

    0.00000

    0.00000

  ]

  /PDFXOutputIntentProfile ()

  /PDFXOutputConditionIdentifier ()

  /PDFXOutputCondition ()

  /PDFXRegistryName ()

  /PDFXTrapped /False



  /CreateJDFFile false

  /Description <<



    /BGR <>

    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000410064006f006200650020005000440046002065876863900275284e8e9ad88d2891cf76845370524d53705237300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>

    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef69069752865bc9ad854c18cea76845370524d5370523786557406300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>

    /CZE <>

    /DAN <>

    /DEU <>

    /ESP <>

    /ETI <>

    /FRA <>

    /GRE <>



    /HRV (Za stvaranje Adobe PDF dokumenata najpogodnijih za visokokvalitetni ispis prije tiskanja koristite ove postavke.  Stvoreni PDF dokumenti mogu se otvoriti Acrobat i Adobe Reader 5.0 i kasnijim verzijama.)

    /HUN <>

    /ITA <>

    /JPN <FEFF9ad854c18cea306a30d730ea30d730ec30b951fa529b7528002000410064006f0062006500200050004400460020658766f8306e4f5c6210306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103055308c305f0020005000440046002030d530a130a430eb306f3001004100630072006f0062006100740020304a30883073002000410064006f00620065002000520065006100640065007200200035002e003000204ee5964d3067958b304f30533068304c3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>

    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020ace0d488c9c80020c2dcd5d80020c778c1c4c5d00020ac00c7a50020c801d569d55c002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>

    /LTH <>

    /LVI <>

    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken die zijn geoptimaliseerd voor prepress-afdrukken van hoge kwaliteit. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)

    /NOR <>

    /POL <>

    /PTB <>

    /RUM <>

    /RUS <>

    /SKY <>

    /SLV <>

    /SUO <>

    /SVE <>

    /TUR <>

    /UKR <>

    /ENU (Use these settings to create Adobe PDF documents best suited for high-quality prepress printing.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)

  >>

  /Namespace [

    (Adobe)

    (Common)

    (1.0)

  ]

  /OtherNamespaces [

    <<

      /AsReaderSpreads false

      /CropImagesToFrames true

      /ErrorControl /WarnAndContinue

      /FlattenerIgnoreSpreadOverrides false

      /IncludeGuidesGrids false

      /IncludeNonPrinting false

      /IncludeSlug false

      /Namespace [

        (Adobe)

        (InDesign)

        (4.0)

      ]

      /OmitPlacedBitmaps false

      /OmitPlacedEPS false

      /OmitPlacedPDF false

      /SimulateOverprint /Legacy

    >>

    <<

      /AddBleedMarks false

      /AddColorBars false

      /AddCropMarks false

      /AddPageInfo false

      /AddRegMarks false

      /ConvertColors /ConvertToCMYK

      /DestinationProfileName ()

      /DestinationProfileSelector /DocumentCMYK

      /Downsample16BitImages true

      /FlattenerPreset <<

        /PresetSelector /MediumResolution

      >>

      /FormElements false

      /GenerateStructure false

      /IncludeBookmarks false

      /IncludeHyperlinks false

      /IncludeInteractive false

      /IncludeLayers false

      /IncludeProfiles false

      /MultimediaHandling /UseObjectSettings

      /Namespace [

        (Adobe)

        (CreativeSuite)

        (2.0)

      ]

      /PDFXOutputIntentProfileSelector /DocumentCMYK

      /PreserveEditing true

      /UntaggedCMYKHandling /LeaveUntagged

      /UntaggedRGBHandling /UseDocumentProfile

      /UseDocumentBleed false

    >>

  ]

>> setdistillerparams

<<

  /HWResolution [2400 2400]

  /PageSize [612.000 792.000]

>> setpagedevice



