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TERMS & CONDITIONS OF BUSINESS 
 
 
1.  Acknowledgement of Terms 
 
We will not start work on your matter, except in the most urgent cases in particular new build 
transactions with exchange deadlines, until we receive a signed copy of our Terms of Business from 
you which will be treated as your consent to start work. 
 
Unless advised otherwise, we will assume that we are authorised to accept instructions from any person 
who we reasonably believe to have your authority to give us instructions (for example a wife on behalf 
of a husband and vice versa in a joint transaction) and that we may act on instructions given orally. 
 
2. Scope of Work 
 
We understand your objective is to gain a mortgage of a property. 
 
We will provide you with mortgage advice and assistance at all stages of the transaction. We will 
review the matter regularly and we will notify you of the various options available to you as the matter 
progresses. 
 
In return, we would ask that you deal promptly and accurately with any requests we may make and 
provide us with such information and documentation as we may reasonably require from time to time. 

We will confirm to you in writing the basis of our recommendations (our suitability report). We will also 
provide you with a European Standardised Information Sheet (ESIS) key facts illustration (KFI) which 
give a description of the costs and features of the mortgage / product that we are recommending.  

You may ask us to provide you with additional KFIs or ESISs for any mortgage / product for which you 
are eligible.    

3. Alternative Finance Options 
 
You should note that where we provide services in relation to increased borrowing on an existing 
mortgaged property, there may be alternative options available to you that may be more appropriate.  
 
For example: 
 

1. You may be able to obtain a further advance from your existing lender, or obtain an unsecured 
loan for the additional funds. 
 

2. Where your existing mortgage is a first charge against the property, a second charge mortgage 
may be available and 
 

3. Where your existing mortgage is a second charge a first charge loan may be available 
 

4. Our Charges 
 
The way we are paid for our services may depend on the type of advice given. Typically this will be:  

Mortgage business: fees agreed and paid by you and we will receive commission payable by the 
lender. 



 
 

  

Insurance business: fees agreed and paid by you or commission payable by the insurance provider, 
which is a percentage of the total annual premium 

 
Service description Charges 

No Fee will be charged. We will be paid by commission from the 
lender. 

Standard Mortgage  
 

A fee of 0.5% of the amount borrowed, with 
£200.00 payable on application and the 
remaining balance payable upon the issuance 
of an offer of mortgage from the 
recommended lender.  

Buy to Let, Complex Mortgages or Poor Credit 
Mortgages  
 

A fee of 1% of the amount borrowed, with 
£200.00 payable on application and the 
remaining balance payable upon the issuance 
of an offer of mortgage from the 
recommended lender.  

Payment options 

Charges can be paid in a number of ways: 
• Card or Electronic Transfer (unfortunately, we cannot accept payments by cash).  
• In some limited circumstances (for protection planning only) we may receive commission in 

relation to an insurance product we have arranged for you. The amount of commission is a 
percentage of the total annual premium and we’ll tell you the amount before we carry out 
business for you. 

 
If we charge you a fee but your mortgage does not go ahead, you will receive: 
 
• No refund. 

Our actual charges and fees (in pounds and pence) will be agreed with you before we do any work 
and we will explain your payment options too. We will also let you know where any fees are subject 
to VAT.  

 

5. People Responsible for your Work 
 
We realise that it is important not to change the people who are handling your work but sometimes 
this cannot be avoided. If a change is necessary we will inform you promptly of the reason and who 
will take responsibility for your work. 
 
6. Conflict of Interest 
 
Although we will always try to act in your best interests there may be situations where we or one of our 
other clients has some form of interest in the business being transacted for you. If this happens or we 
become aware that our interests or those of one of our other clients conflict with your own interests, we 
will write to you and ask for your consent to proceed before we carry out any business for you. We will 
also let you know the steps we will take to make sure you are treated fairly. 
 
We have a conflicts of interest policy. If you want to see a copy of it please ask us. 
 
 
7. Additional Work 
 
We will inform you if any additional work becomes necessary due to unforeseen complexities or 
change in your requirements or circumstances. We will confirm to you the charges for such work 
before incurring extra costs.  
Following the issuance of your mortgage offer by the lender we recommend to you, we will send you 
an invoice. This invoice is for immediate payment on receipt. Payment by debit/credit card can be 
accepted. Please call our office to make your payment.   



 
 

  

  
Please remember that this firm does not accept payment in cash under any circumstances and that if 
you have any query over our invoice you should contact the person dealing with your work straight 
away. 
 
8.  Storage of Papers and Deeds 
 
Upon receiving payment in respect of our invoice, our policy is to store your file without cost to you for 
a minimum period of seven years, after which it will automatically be destroyed. “Store” means either 
(at our option) the simple storage of any paper on the file or scanning that paper and retaining it 
electronically (and destroying the paper immediately thereafter). Information gathered electronically in 
the course of the transaction will continue to be so stored. 
 
By instructing us to act on your behalf, you thereby expressly consent to us destroying your file as set 
out above unless you notify us otherwise. 
 
If you require a copy of any document after completion of your matter, we reserve the right to make a 
modest charge for its retrieval and supply. 
 
Naturally we will not destroy documents which you have asked us to retain in safe custody. 
 
9.  Liabilities 
 
Any work that we do for you may involve tax implications or necessitate the consideration of tax 
planning strategies. Unless very specifically contained within the scope of work (paragraph 3), we will 
not advise you on the tax implications of a transaction or the likelihood of them arising. If you have 
concerns in this respect, please raise them with us immediately. 
 
We will not be liable to you for any loss, damage or delay arising out of the firm’s compliance with any 
statutory or regulatory requirement. Equally, we will not be liable for any consequential, special, 
indirect or exemplary damages, costs or losses or any damages costs or losses attributable to lost 
profits or opportunities. 
 
Our liability insurance, in the event of a professional negligence claim against this matter gives us 
cover up to £1,750,000.00, provided that our liability shall not be limited in relation to any matter for 
which we are unable to limit our liability by law such as death or personal injury caused by our 
negligence. 
 
10. Termination and Amendments 
 
You have the right to withdraw your instructions, without charge, by notice in writing to us at any time 
within seven working days of us receiving your instructions. Please note that this right will cease if we 
start work within that time with your consent (see paragraph 1 above). 
 
You may terminate your instructions to us in writing at any time but we are entitled to keep all your 
papers and documents while any money is owing to us for fees or expenses. 
 
We may decide to stop acting for you, with good reason (e.g. if you do not pay an invoice or there is a 
conflict of interest). We will give you reasonable notice that we will stop acting for you. 
 
If our instructions are terminated or we decide we must stop acting for you, you will pay our 
reasonable charges up to that point. Where there is an agreed fee, it will be a proportion. 
 
From time to time it may be necessary to amend the terms set out in this agreement where it’s not 
necessary to issue a new agreement. If this is the case we’ll write to you with details of the changes at 
least twenty eight business days. 
 
11.  Raising Queries or Concerns 
 



 
 

  

We aim to give you a high quality service. If you do have any queries or concerns about our work for 
you (including billing related matters) then please take the matter up immediately first with 
Compliance Office. If that does not resolve the problem to your satisfaction or you would prefer not to 
speak to the firm’s principle Matthew Pigrome. That person will supply you with a copy of our 
Complaints Handling Procedure which will include details of your right to take the matter to the 
Financial Ombudsman if you are not satisfied with the outcome.  A copy of our Procedure is available 
now and at any time on request. 
 
You have the right to complain to the Financial Ombudsman at the conclusion of our complaints 
process. There are time limits to your right to complain to the Financial Ombudsman and these are 6 
years from the date o f the act/omission and 3 years from the date the complainant should reasonably 
have known there were grounds for complaint. The Financial Ombudsman can be contacted by post 
at The Financial Ombudsman Service Exchange Tower London E14 9SR or by telephone on 020 
7964 1000 between 9.00am and 5.00pm or by email on https://help.financial-
ombudsman.org.uk/help/enquiries. 
 
If you have any form of disability which makes it difficult or impossible for you to make use of our 
service, please let us know so we can take immediate steps, as far as it is possible for us to do so, to 
enable you to receive the service. 
 
12. Financial Services Compensation Scheme (FSCS) 
 
The Financial Services Compensation Scheme (FSCS) is the UK’s statutory compensation fund for 
customers of authorised financial services firms who are unable to pay claims against them, usually 
because they have gone out of business. 
  

 You may be able to claim compensation from the FSCS if we can’t meet our obligations. The amount 
of compensation available will depend on the type of business and the circumstances of the claim. 
We can provide more specific information on request, but as a guide: 

  
1. Mortgages - advising and arranging is covered up to a maximum limit of £50,000. 

 
2. Insurance – in the majority of cases, eligible claims about the advising and arranging of 

protection products are covered for 90% of the claim, without any upper limit. 
 
Further information is available from the FSCS at www.fscs.org.uk. 
 
13.  Email Communication 
 
Please note that we do not currently encrypt our outgoing email messages.  If you provide us with an 
email address, we assume that you are happy for us to communicate with you via email. If you do not 
wish us to store your emails, please do not correspond with us by email. 
 
14.  Data Protection 
 
We use the information you provide primarily for the provision of mortgage services to you and for 
related purposes including updating and enhancing client records, analysis to help us manage our 
practice, statutory returns and legal/regulatory compliance. 
 
Our use of that information is subject to your instructions, the General Data Protection Regulation and 
our duty of confidentiality. Please note that our work for you may require us to give information to third 
parties. You have the right of access under data protection legislation to the personal data that we hold 
about you on payment of a modest fee. 
 
We may from time to time send you information which we think may be of interest to you. If you do not 
want to receive that information please notify our office in writing. 
 
Please also note that external firms or organisations may conduct audit or quality checks on our 
practice. These external firms and organisations are required to maintain confidentiality in relation to 
your file(s). 



 
 

  

 
15. Financial Crime 
 
We are obliged to put in place controls to prevent our business from being used for money laundering 
and other forms of financial crime.  
 
We will verify your identity before undertaking any business with you. To do this we may use 
electronic identity verification systems and we may conduct these checks from time to time throughout 
our relationship, not just at the beginning. The check may leave a ‘footprint’ on your credit file but it 
will not affect your credit rating.  
 
Personal information that you provide may be disclosed to a credit reference or fraud prevention 
agency, which may keep a record of that information.  

Please note information as to source of any deposit funds is required and that evidence of those 
funds and how they arose may also be required.  Please also be aware where third party individuals 
are providing part of the funds either as a gift or a loan, proof of ID and evidence of the source of such 
funds will be needed. 

16. Equality and Diversity 
 
This firm is committed to promoting equality and diversity in all of its dealings with clients, third parties 
and employees.  
 
17. New Build Property Mortgage Applications 

Mortgage321 can accept no liability in respect of: 

• Any delays to the anticipated completion date stated by the builder/developer of the new build 
property being purchased which may result in your mortgage offer expiring  

• Any alterations/change to your personal circumstances or credit file during the period between 
exchange of contracts and completion of your transaction 

• Being unable to source/obtain for you an extension to your existing mortgage offer 
• Obtaining a substitute mortgage due to a change in lender criteria or market conditions 

following the expiry of any mortgage offer originally obtained on your behalf.  

18. Miscellaneous Terms 
 
Where you the client are an individual consumer only: your statutory rights are not affected by any of 
these terms and conditions. Further information on your statutory rights can be obtained from any 
Solicitor, Trading Standards Office or Citizens Advice Bureau. 
 
You have the right to use copies of materials we create for you for the particular purpose for which 
they were prepared. However, all copyright remains with us and you must obtain our permission if you 
wish to use copies of these materials for any other purposes. 
 
This firm’s services are provided solely for your benefit as our client, and our terms of business are 
enforceable only by you and us, and not by any third party. This firm has no duty to or responsibility 
towards any other person (unless that person is also a client of ours), even if the objective of your 
instructions is to benefit a third party. 
 
If any provision of these terms of business is invalid or unenforceable for any reason that shall not 
affect the remainder of our agreement with you. 
 
These terms of business are governed by English Law, and any dispute between you and us shall be 
subject to the exclusive jurisdiction of the English courts. 
 
19.  What to do next… 
 



 
 

  

In order to progress your matter, please confirm your acceptance of these terms and conditions by 
signing a copy of this document and returning it to us. 
 
Acceptance 
 
I / we accept these terms and conditions of business. 
 
Name(s) …………………………………………….……………………… 
 
Signed  …………………………………………….……………………… 
 
Signed  …………………………………………….……………………… 
                                                               
Dated  ……………………………………………………………………. 
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