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Mortgages from Santander International

This guide explains the important features of your mortgage or additional 
loan. If you have any questions or need any further help in relation to 
understanding your mortgage please call us or speak to our mortgage team.
Santander International is the registered business name of Santander Financial Services plc, acting through its Isle of Man Branch in relation to 
accounts located in the Isle of Man, and acting through its Jersey Branch in relation to accounts located in Jersey. 
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All lending is subject to status and our lending criteria. 

YOUR HOME MAY BE REPOSSESSED IF YOU DO NOT KEEP UP REPAYMENTS ON YOUR MORTGAGE.
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Choosing a mortgage
We offer a range of mortgages to suit your needs whether you’re buying your first home, moving home or remortgaging to us from 
another lender.

Below is a brief summary of the different types of mortgages we currently offer. If you already have a mortgage with Santander International 
your conditions may vary, so please refer to your mortgage paperwork.

Fixed rate mortgages Tracker rate mortgages 

Tracks the Bank of England base rate No Yes

Fixed monthly payments Yes No

Initial rate period From two years From two years

Interest rate reverts to Follow-On Rate (FoR) after the initial rate period Yes Yes

Unlimited overpayments1 Up to 10%  
per calendar year Yes

Early repayment charge2 Yes No

1  A minimum amount may apply. Please contact us for more information.
2    If you choose to repay your fixed rate mortgage in full or overpay by more than 10% each calendar year, you’ll need to pay an early repayment charge. Check your 

original mortgage paperwork if you already have a mortgage with us.

Considerations
	{  Do you want to pay the same amount each month? A fixed rate mortgage gives you peace of mind that comes from knowing exactly what 

your payments will be each month during the fixed rate period.

	{ Do you want your mortgage to track the Bank of England base rate? A tracker rate mortgage tracks above the Bank of England base 
rate so your payments will increase or decrease in line with any changes.

	{  Do you want to remortgage to us from another lender and borrow more money? Is further borrowing from your existing lender, a second 
charge loan with a different lender or unsecured borrowing for the additional amount more appropriate?

Repayment method
You can choose to repay the amount you borrow through a repayment or interest only mortgage, or a mixture of the two.

If you have a repayment mortgage, your monthly payment is made up of ‘capital’ (the amount you’ve borrowed) and interest. As long as you 
keep up with your payments your mortgage will be paid off when your mortgage term ends.

If you have an interest only mortgage, your monthly payment only pays the interest you owe. As you’re only paying interest, you’ll still have to 
repay the ‘capital’ (the amount you’ve borrowed) at the end of your mortgage term. Therefore you must make sure you have a way to pay this 
off when your mortgage ends. It’s important that you check, on a yearly basis, that this arrangement is still on track to pay off your mortgage 
when your mortgage term ends. If at any point you think that you won’t be able to repay the ‘capital’ at the end of your mortgage term, it’s 
important that you contact us to find out what your options are regarding your mortgage and payment arrangements. The sooner you take 
action, the easier it will be to address any issues.
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Mortgage process 

1 Arranging your mortgage
  During your mortgage appointment, you’ll be asked some 

important questions about you, your needs, your circumstances 
and your finances so we can complete a full assessment of your 
income and outgoings. This enables us to confirm how much we 
can lend to you and confirm that it’s affordable. 

  We’ll also find out what’s important to you, take details of the 
property and your Advocate.

 Product fee
  You have a choice of either paying the product fee upfront when 

you apply for your mortgage or you can choose to add the 
product fee to the mortgage. If you decide to add the product 
fee to the mortgage you’ll pay interest on this over the term of 
the mortgage. You can however repay this fee within 14 days 
following completion of the mortgage without paying any 
interest on the product fee. If you don’t know the exact amount 
of the fee, please contact us on 641 888 and we’ll confirm this 
figure. Simply send us a cheque payable to yourself (with your 
mortgage account number written on the back and stating 
that this is for payment of your product fee), within 14 days of 
completion to: Santander International, 19-21 Prospect Hill, 
Douglas, Isle of Man IM1 1ET. 

2 Advocates
  There are legal costs involved in setting up your mortgage 

which vary according to the circumstances involved. We can let 
you know what Advocates are on our approved list. However, 
if you choose an Advocate who isn’t on our approved list, we’ll 
need to instruct another firm to act for us – this is called dual 
representation. If this is the case you’ll be responsible for the 
legal costs of the Advocate you appoint, plus the legal costs for 
the firm we appoint. Applications where dual representation 
is used can often take longer than a standard application to go 
through to completion. 

  Please note that your mortgage offer will be withdrawn if:
	{  the information provided on your mortgage application is 

shown to be incorrect; or 
	{  the Advocate can’t provide an unqualified report or title for the 

property; or 
	{  by completion, your mortgage offer has any outstanding 

conditions which need to be satisfied.

  You are responsible for your legal costs for both purchase 
and remortgage applications, whether or not the mortgage 
completes.

3 Valuations
  Once the mortgage application is completed we’ll arrange for the 

property to be valued. The valuation is for our purposes, so we 
know the value of the property is adequate for the mortgage you 
need. Once the valuation is received we can make you a formal 
mortgage offer, meaning your mortgage has been approved. 

   Please note: A mortgage valuation is not a survey. It does 
not advise you on the condition of the property in any detail. 
If you’re buying a property we strongly advise you obtain a 
survey of the property so you’re aware of its condition before 
you commit to the purchase. We can provide you with details of 
those valuers who undertake the appropriate surveys. All costs 
for the survey are your responsibility.

 Fees
  Details of valuation fees are included in the tariff of mortgage 

charges. How much you pay depends on either the purchase 
price or the estimated value of the property. 

  Please note that, if the purchase price is concessionary or a 
reduced figure, the fee will be based on the valuation and not the 
price.

 Re-inspection
  Sometimes we may retain part or all of a mortgage advance 

until work recommended by the valuer is completed. In a 
re-inspection, they’ll check the work has been done but 
won’t examine or comment on the standard of the work. 
You’re responsible for making sure the work meets any 
relevant standards.

  A re-inspection fee as set out in the tariff of mortgage charges is 
charged when one of the valuers has to make an additional visit to 
a property in order for us to release money we have retained.

4 Your formal mortgage offer
 In your formal mortgage offer pack we’ll send you:

	{ Offer Letter and Important Information
	{ Tariff of mortgage charges
	{ Account fee information
	{ Terms and Conditions

  Once you’ve received a formal offer you then have a seven day 
‘period of reflection’. This is there to give you a chance to review 
the mortgage offer and check you still want to continue with it. 
Your Advocate will carry out all the required checks and searches 
on the property.

  If, subsequently, information comes to light that would have an 
impact on our offer then we may revise or withdraw our offer.

5  Exchanging contracts
  If you’re moving home, when you’re happy with the contract and 

you’ve signed it, your Advocate will ‘exchange’ your contract with 
the seller’s Advocate – this is then legally binding. The Advocates 
will then agree a completion date. 

  At this point, you’ll also need home insurance. Buildings 
insurance is a requirement of your mortgage and is essential 
to protect you against damage caused by things like fire and 
flooding. It’s also advisable to protect your belongings with 
contents insurance. 

6 Completion
  If you’re moving home, this is the day when money changes 

hands and you’re able to pick up the keys and move in! 
A mortgage deed is lodged with the Land Registry. 

  If you’re remortgaging to us from another lender, we’ll arrange 
for the Advocate to complete the transfer from your existing 
lender to Santander International.
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The things you should know  
about your mortgage

Tariff of mortgage charges
We’ll provide you with an updated tariff of mortgage charges each 
year with your mortgage statement. You can also ask us for a copy at 
any time.

Account fee
The account fee is charged for providing and administering your 
mortgage. The fee is set out in the tariff of mortgage charges. 

Monthly payment
You must make a payment each month. The amount of your monthly 
payment will depend on how much you borrow, the interest rate 
applicable to your mortgage, the period of time in which you must 
repay the mortgage and whether you have a repayment or interest 
only mortgage. If you believe you may have difficulties in meeting a 
monthly payment at any time, please contact us so that we can see 
what we can do to help.

Monthly payment date
You must pay your monthly payments on the payment date in every 
month. You can choose any date between the 1st and 28th of the 
month as your payment date. If you don’t indicate a preferred date, 
your payment date will correspond to the day of the month when 
your mortgage was completed, unless you completed after the 28th, 
in which case your payment date will default to the 1st of the month.

You may ask us to change your payment date at any time (maximum 
of four requests per 12 month period). Please note that we normally 
require 14 days to process a change to the payment date and that 
we won’t normally allow the interval between the last of the old 
payment dates and the first of the changed payment dates to be 
less than 14 days. The monthly payment which we collect on the 
first of the new payment dates will be larger or smaller than usual, 
depending on whether the change has caused the interval between 
the last of the old payment dates and the first of the changed 
payment dates to be longer or shorter than a month. From then on, 
the monthly payment should revert to the same amount as you were 
paying before the change in the payment date.

After completion, we’ll send you some information which will include 
when your first payment should be made and how much it’ll be.

Changes to interest rates – what happens if the 
interest rate changes 
If your interest rate changes we’ll write to you and inform you about 
the change and what it means to your monthly payments in the 
future. We’ll give you notice of any change in payment amount.

Joint borrowers
If there are two or more of you, your obligations under the mortgage 
are binding on all of you together and on each of you on your own. 
This means that each one of you is responsible for repaying the whole 
of the money owing under the mortgage.

Your property
The property must be occupied as your main residence unless we’ve 
agreed otherwise in writing.

The property must be fully covered by buildings insurance from 
the point that you exchange contracts through to paying off your 
mortgage with us. You must not leave the property unoccupied for 
longer than the period specified in your insurance policy or you may 
not be able to make a claim on your buildings insurance policy. Please 
check the terms of your buildings insurance policy to see how long 
you’re allowed to leave the property unoccupied.

You must not take in tenants or let the property or any part of the 
property without first obtaining our written permission.

Early repayment charge
If your mortgage offer states an early repayment charge applies to 
your mortgage and you wish to repay the money you owe us during 
the period when the charge applies (which will be specified in your 
offer) the applicable early repayment charge will be payable. You’ll 
also have to pay this charge in certain other circumstances which will 
be set out in your offer letter and the terms and conditions booklet.

Even where your mortgage offer states an early repayment charge 
applies, you may be able to overpay up to 10% each calendar year 
(January to December) without having to pay an early repayment 
charge. A minimum amount may apply. Please ask us for more 
information. You can’t carry forward any unused element of the 10% 
concession into future years. You also can’t take advantage of the 10% 
allowance if you’re repaying all of the money you owe us upon the 
sale of your property. If you added your product fee to the mortgage, 
you can repay this within 14 days following completion, without 
affecting the 10% allowance.
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Things to consider  
in the future
We understand that from time to time you might need to change your 
mortgage to make sure it continues to meet your needs.

Moving home
If you’re moving home you have a couple of options available:

	{  Take your current deal with you to your new home in the Isle 
of Man – this is sometimes known as ‘porting’. This could save 
you money if your interest rate is lower than other mortgage 
rates currently available, and you wouldn’t have to pay any early 
repayment charge that may apply as long as you port the same 
amount. If you also want to borrow more, you can apply to 
take out a new deal from our current range. For most types of 
mortgage, you can port your existing mortgage as long as you 
complete on your new home within three months of paying off 
your existing mortgage.

If you don’t complete on your new home on the same day you pay off 
your existing mortgage you’ll have to pay an early repayment charge 
if one applies to your mortgage. However, if you complete on your 
new home within three months of paying off your existing mortgage 
we’ll refund the early repayment charge. In future we may withdraw 
this offer. To get your refund you should call us on 641 888 once your 
new mortgage has completed.

If it takes longer than three months to complete on your new home, 
you won’t be able to port your existing interest rate.

Mortgages held with our Isle of Man branch can only be ported to a 
property located in the Isle of Man.

	{  Choose a new deal for the total amount you want to borrow from 
our range of competitive deals. It could save you money if your 
existing rate is higher than our current mortgage rates. You won’t 
pay an early repayment charge if you have less than six months left 
on your existing deal at the time you apply for a new mortgage for 
at least the same amount. In future we may withdraw this offer.

If you have more than six months left on your existing deal at the time 
you apply for a new mortgage, you’ll need to pay the early repayment 
charge if one applies to your mortgage.

Restrictions may apply. A new mortgage on a different property will 
be subject to status and our lending criteria at the time of application. 
If you want to borrow less money, whether you port your existing 
deal or take a new deal, then you’ll have to pay the early repayment 
charge on the amount you pay off if an early repayment charge 
applies to your existing mortgage.

Borrowing more with an additional loan
To arrange an additional loan you’ll need to book a mortgage 
appointment with us or request an application form which we can 
post out to you.

During your appointment, you’ll be asked some important questions 
about you, your needs, your circumstances and your finances so we 
can complete a full assessment of your income and outgoings. This 
enables us to confirm how much we can lend to you and confirm that 
it’s affordable. 

You’ll go through a full application which will include details of the 
deal you have chosen. This shows you the monthly payment and the 
different costs and fees associated with your additional loan. 

Once you’ve signed and returned your application form along with 
all requested supporting documents we’ll complete all the necessary 
checks. If we require the property to be re-valued this report will be 
for our use only and you won’t be charged separately.

We’ll then send you a formal offer which you’ll need to sign and 
return as soon as possible. Once we’ve received your signed 
acceptance of the offer we’ll usually release your money within three 
working days.

Once you’ve completed on your additional loan, we’ll send you a letter 
confirming all the details, including your new mortgage payment.

There are other borrowing options you could consider, such as an 
overdraft, credit card, personal loan or a second charge with another 
lender, which may be more suitable depending on what you’re 
looking for. 

Mortgage deal coming to an end
If your current mortgage deal is coming to an end, or you’re paying 
our Standard Variable Rate or Follow-on Rate, you can call our 
mortgage team who’ll be happy to give you information on the 
options available to you. 

Mortgage deals can be booked up to three months in advance. The 
process of changing to a new deal with us is simple. There are no 
new Direct Debits to set up, and with no legal or valuation fees, it 
could save you time and money, compared to moving your mortgage 
elsewhere.

Want to change something else on your mortgage?
If your circumstances have changed, you may wish to request 
a change to the way your mortgage is set up. This may include 
changing your repayment method, term of your mortgage or the 
people named on it. If you want to discuss this call our Mortgage 
Service Team on 641 888 – we’ll carry out a full review of your 
circumstances to see how we can help. 

 

YOUR HOME MAY BE REPOSSESSED IF YOU DO NOT KEEP UP REPAYMENTS ON YOUR MORTGAGE.
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About our services

Regulation
We are licensed by the Financial Services Authority of the Isle of Man and Santander 
Financial Services plc is regulated by the Financial Conduct Authority and the 
Prudential Regulation Authority.

Put Simply
We are regulated within the Isle of Man and 
the UK.

Non Advice
You’ll not receive advice or a recommendation from us. We may ask some questions 
to narrow down the selection of products that we’ll provide details on. You’ll then 
need to make your own choice about how to proceed. We only offer our own 
mortgages. There is no fee for our service.

Put Simply
We’ll provide you with factual information so 
you can decide on which mortgage is right for 
you. We only offer our own mortgages and 
there’s no fee for our service.

Administration
Santander International uses third party service providers based in the UK to help 
with the administration of its mortgages. These third parties provide services in our 
name and in accordance with our policies and procedures and with our oversight. 
After your mortgage or additional loan funds have been released to you, your 
mortgage account will be managed by our UK service providers but you can also 
contact our Isle of Man branch with queries.

Put Simply
We use third party service providers in the UK 
to assist us with the administration of your 
mortgage. You can still contact our Isle of 
Man branch with any queries you may have 
about your mortgage or additional loan.
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Confidentiality and Data Protection

Put Simply
The information you give us is treated 
confidentially, in line with the applicable Data 
Protection legislation. The Data Protection 
Statement explains how we will use your 
personal data.
For more information on the uses of your 
personal data and your rights you can ask 
for a copy of our ‘Using my personal data’ 
booklet.

The Data Protection Statement sets out how we’ll use your personal data.
Your personal data is data which by itself, or with other data available to us, can be 
used to identify you. We are Santander International, which is the trading name of 
Santander Financial Services plc, Jersey Branch and Santander Financial Services plc, 
Isle of Man Branch, the data controller. This data protection statement sets out how 
we will use your personal data. Further details on how your personal data will be 
used by us, and your data protection rights, can be found in the ‘Using my personal 
data’ booklet. You can contact our Data Protection Officer (‘DPO’) at Santander 
International, 13-15 Charing Cross, St Helier, Jersey JE2 3RP, Channel Islands if you 
have any questions.
Where there are two or more people named on this application, this data protection 
statement applies to each person separately. 
You understand that we will give you a copy of the completed application form if you 
ask us to.

The types of personal data we collect and use
Whether or not you become a customer, we will use your personal data for the 
reasons set out below and if you become a customer we will use it to manage the 
account, policy or service you have applied for. We will collect most of this directly 
during the application process. The sources of personal data collected indirectly 
are mentioned in this statement. The personal data we use may be about you as a 
personal or business customer and may include:
	{ Full name, personal details including contact information (e.g. home address and 

address history, email, home and mobile telephone numbers);
	{ Date of birth;
	{ Financial details (e.g. salary and details of other income, and details of accounts 

held with other providers);
	{ Records of products and services you have obtained or applied for, how you use 

them and the relevant technology used to access or manage them (e.g. IP address, 
MAC address);

	{ Information from credit reference or fraud prevention agencies, electoral roll, court 
records of debt judgements and bankruptcies and other publicly available sources 
as well as information on any financial associates you may have;

	{ Family, lifestyle or social circumstances if relevant to the product or service 
(e.g. the number of dependants you have);

	{ Education and employment details/employment status for credit and fraud 
prevention purposes; and

	{ Personal data about other named applicants. You must have their authority to 
provide their personal data to us and share this data protection statement with 
them beforehand together with details of what you have agreed on their behalf.

Providing your personal data
We will tell you if providing some personal data is optional, including if we ask for 
you consent to process it. In all other cases, you must provide your personal data so 
we can process your application (unless you are a customer and we already hold your 
details).

Monitoring of communications
Subject to applicable laws in the Isle of Man and/or Jersey, we will monitor and record 
your calls; emails; social media messages and other communications related to your 
dealings with us. We will do this for regulatory compliance, self-regulatory practices, 
crime prevention and detection, to protect the security of our communications 
systems and procedures; to check for obscene or profane content; for quality control 
and staff training; and when we need to see a record of what’s been said. We may 
also monitor activities on your account where necessary for these reasons and this is 
justified by our legitimate interests or our legal obligations.
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Using your personal data: the legal basis and purposes
We will process your personal data:
1.  As necessary to perform our contract with you for the relevant account, policy or service:
 a)  To take steps at your request prior to entering into it;
 b)  To decide whether to enter into it;
 c)  To manage and perform that contract;
 d)  To update our records; and
 e)   To trace your whereabouts to contact you about your account and recovering debt.
2.   As necessary for our own legitimate interests or those of other persons and organisations, e.g.:
 a)   For good governance, accounting, and managing and auditing our business operations;
 b)   To search at credit reference agencies if you are over 18 and apply for credit;
 c)   To monitor emails, calls, other communications, and activities on your account;
 d)   For market research, analysis and developing statistics; and
 e)   To send you marketing communications, including automated decision making relating to this.
3.  As necessary to comply with a legal obligation, e.g.:
 a)   When you exercise your rights under data protection law and make requests;
 b)   For compliance with legal and regulatory requirements and related disclosures;
 c)   For establishment and defence of legal rights;
 d)   For activities relating to the prevention, detection and investigation of crime;
 e)   To verify your identity, make credit, fraud prevention and anti-money laundering checks; and
 f)   To monitor emails, calls, other communications, and activities on your account.
4.  Based on your consent, e.g.:
 a)   When you request us to disclose your personal data to other people or organisations such as a company handling a claim on your 

behalf, or otherwise agree to disclosures; and
 b)   To send you marketing communications where we’ve asked for your consent to do so.
We do not currently process any special categories of personal data about you (e.g. your racial or ethnic origin, political opinions, religious 
or philosophical beliefs, trade union membership, genetic data, biometric data, data concerning your health, sex life or sexual orientation) 
however, if this changes in future we will request your consent to do so. You are free at any time to change your mind and withdraw your 
consent. The consequences might be that we may be unable to provide you with certain products or services and this may result in the 
closure of the account.

Sharing of my personal data
Subject to applicable data protection law in the Isle of Man and/or Jersey we may share your personal data with:
	{ The Santander Group of companies* and associated companies in which we have shareholdings and employees, officers, agents or 

professional advisors of these companies;
	{ Sub-contractors and other persons who help us provide our products and services;
	{ Companies and other persons providing services to us;
	{ Our legal and other professional advisors, including our auditors;
	{ Fraud prevention agencies, credit reference agencies, and debt collection agencies when we open your account and periodically during your 

account or service management;
	{ Other organisations who use shared databases for income verification and affordability checks and to manage/collect arrears;
	{ Government bodies and agencies in the Isle of Man; Jersey; and overseas (e.g. the Isle of Man or Jersey Tax Authorities who may in turn 

share it with relevant overseas tax authorities and with regulators e.g. the Isle of Man Financial Services Authority, the Jersey Financial 
Services Commission, the Isle of Man Information Commissioner; and the Office of the Information Commissioner (Jersey));

	{ Courts, to comply with legal requirements, and for the administration of justice;
	{ Other parties where necessary in an emergency or to otherwise protect your vital interests;
	{ Other parties where necessary to protect the security or integrity of our business operations;
	{ Other parties connected with your account e.g. guarantors and other people named on the application including joint account holders will 

see your transactions;
	{ Other parties when we restructure or sell our business or its assets or have a merger or re-organisation;
	{ Market research organisations who help to improve our products or services;
	{ Payment systems (e.g. Visa) if we issue cards linked to your account who may transfer your personal data to others as necessary to operate 

your account and for regulatory purposes, to process transactions, resolve disputes and for statistical purposes, including sending your 
personal data overseas; and

	{ Anyone else where we have your consent or as required by law.
We require all third parties to respect the security of your personal data and treat it in accordance with the law. We do not allow our third party 
service providers to use your personal data for their own purposes and only permit them to process your personal data for specified purposes 
and in accordance with our instructions.

* Further details of the Santander group of companies can be found in the ‘Using my personal data’ booklet.
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International transfers
Your personal data may be transferred outside Jersey; Isle of Man; and the European Economic Area. While some countries have adequate 
protections for personal data under applicable laws, in other countries steps will be necessary to ensure appropriate safeguards apply to 
it. These include imposing contractual obligations of adequacy or requiring the recipient to subscribe or be certified with an ‘international 
framework’ of protection.
Further details can be found in the ‘Using my personal data’ booklet.

Automated decision making and processing
Automated decision making involves processing your personal data without human intervention to evaluate your personal situation such as 
your economic position, personal preferences, interests or behaviour, for instance in relation to transactions on your accounts, your payments 
to other providers, and triggers and events such as account opening anniversaries and maturity dates. We may do this to decide what 
marketing communications are suitable for you, to analyse statistics and assess lending and insurance risks. All this activity is on the basis 
of our legitimate interests, to protect our business, and to develop and improve our products and services, except as follows; when we do 
automated decision making including profiling activity to assess lending and insurance risks, this will be performed on the basis of it being 
necessary to perform the contract with you or to take steps to enter into that contract. Further details can be found in the ‘Using my personal 
data’ booklet.

Criteria used to determine retention periods (whether or not you become a customer)
The following criteria is used to determine data retention periods for your personal data:
	{ Retention in case of queries. We will retain your personal data as long as necessary to deal with your queries (e.g. if your application is 

unsuccessful);
	{ Retention in case of claims. We will retain your personal data for as long as you might legally bring claims against us; and
	{ Retention in accordance with legal and regulatory requirements. We will retain your personal data after your account, policy or service has 

been closed or has otherwise come to an end based on our legal and regulatory requirements.

Your rights under applicable data protection law
Your rights are as follows:
	{ The right to be informed about our processing of your personal data;
	{ The right to have your personal data corrected if it is inaccurate and to have incomplete personal data completed;
	{ The right to object to processing of your personal data;
	{ The right to restrict processing of your personal data;
	{ The right to have your personal data erased (the ‘right to be forgotten’);
	{ The right to request access to your personal data and information about how we process it;
	{ The right to move, copy or transfer your personal data (‘data portability’); and
	{ Rights in relation to automated decision making including profiling.

You understand that you will not have to pay a fee to access your personal data (or to exercise any of the other rights). However, we may 
charge a reasonable fee if your request is clearly unfounded, repetitive or excessive. Alternatively, we may refuse to comply with your request 
in these circumstances.
Depending on where your account is held, you have the right to complain to the Isle of Man Information Commissioner’s Office 
www.inforights.im/ or the Office of the Information Commissioner (Jersey) www.oicjersey.org. Both have enforcement powers and can 
investigate compliance with data protection law.
For more details on all the above you can contact our DPO or request the ‘Using my personal data’ booklet which is available on our website 
(www.santanderinternational.co.uk) or from our branch.

Data anonymisation and aggregation
Your personal data may be converted into statistical or aggregated data which cannot be used to identify you, then used to produce statistical 
research and reports. This aggregated data may be shared and used in all the ways described above.

Identity verification and fraud prevention checks
The personal data you’ve collected from you at application or at any stage will be shared with fraud prevention agencies who will use it 
to prevent fraud and money-laundering and to verify your identity. If fraud is detected, you could be refused certain services, finance or 
employment in future. We may also search and use our internal records for these purposes. Further details on how your personal data will 
be used by us and these fraud prevention agencies, and your data protection rights, can be found in our ‘Using my personal data’ booklet. 
We may also hold all the information you give to us (i.e. name, address, date of birth, nationality) to undertake periodic due diligence checks 
which banks are required to undertake to comply with Isle of Man and Jersey legislation.

Updating our Data Protection Statement
We may update the data protection statement from time to time. When we change the data protection statement in a material way, this will 
be communicated to you together with the updated data protection statement.

Business Changes
If we or the Santander group undergoes a group reorganisation or is sold to a third party, your personal information provided to us may be 
transferred to that reorganised entity or third party and used for the purposes highlighted in this data protection statement.

Confidentiality and Data Protection 
(continued)
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Put Simply
By applying for a mortgage or additional loan, 
we will carry out a credit search (or searches) 
to make a decision on your application and 
this will be recorded on your credit file. 
Records will be linked together on joint 
applications.
It is important that the information you give 
us is accurate as this will affect the decision 
we make.
We will check the details of your identity and 
application with fraud prevention and credit 
reference agencies.

Credit reference checks
If you have applied for a credit product then in order to process your application, we 
will perform credit and identity checks on you with one or more credit reference 
agencies. To do this we will supply your personal data to the credit reference agencies 
and they will give us information about you.
When we carry out a search at the credit reference agencies they will place a footprint 
on your credit file. A credit search may either be:
a)   a quotation search where a soft footprint is left. This has no effect on your credit 

score, and lenders are unable to see this; or
b)   a hard footprint where you have agreed/requested Santander International to 

proceed with your application for credit. This footprint will be viewable by other 
lenders and may affect your ability to get credit elsewhere. (A credit search is not 
carried out if you am under 18.)

We will also continue to exchange information about you with credit reference 
agencies while you have a relationship with us. The credit reference agencies may 
in turn share your personal information with other organisations. Details about your 
application (whether or not it is successful) will be recorded and we will give details 
of your accounts and how you manage them to credit reference agencies.
If you do not repay any debt in full or on time, they will record the outstanding 
debt and supply this information to others performing similar checks, to trace your 
whereabouts and to recover debts that you owe. Records remain on the files of credit 
reference agencies for 6 years after your account is closed, whether settled by you 
or defaulted. A financial association link between joint applicants will be created at 
the credit reference agencies. This will link your financial records and be taken into 
account in all future applications by either or both of you until either of you apply for a 
notice of disassociation with the credit reference agencies.
The identities of the credit reference agencies, and the ways in which they use and 
share personal information is explained in more detail in the ‘Using my personal data’ 
booklet, or via the Credit Reference Agency Information Notice (CRAIN) document 
which can be accessed via any of the following links:
	{ experian.co.uk/crain
	{ equifax.co.uk/crain
	{ transunion.co.uk/crain
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Put Simply
We would like to let you know about our 
products and services which we think will 
interest you. You can choose not to receive 
these updates.

Your marketing preferences and related searches
We will use your home address, phone numbers, email address and social media 
(e.g. Facebook and message facilities in other platforms) to contact you according 
to your preferences. You can change your preferences or unsubscribe at any time by 
contacting us. If you are over 18, we may search the files at credit reference agencies 
before sending marketing communications or doing marketing in-branch to you 
about credit. The credit reference agencies do not record this particular search or 
show it to other lenders and it won’t affect your credit rating. We do this as part of our 
responsible lending obligations, which is within our legitimate interests.
You understand that from time to time we would like to contact you with details of 
other products and services we think may interest you or to get your opinion on how 
we are doing. You understand you can choose to stop receiving information at any 
time by contacting us.
For joint applicants, if our marketing preferences selection are different you may 
decide not to contact us using that preference, if our individual marketing preferences 
are not the same.

You can ask for information on other products and services by:

 Post

  Telephone 

  Electronic media (email and SMS)

Please let us know if you want to be involved in market research or to receive 
marketing from us.

Confidentiality and Data Protection 
(continued)

Page 12 of 15A straightforward guide to your mortgage with the Isle of Man branch



Direct Debit Guarantee

Making a complaint
We’re sorry if we haven’t provided you with the service you expect. By telling us about it we can put things right for you and make 
improvements. We want to sort things out for you as soon as we can. The easiest and quickest way is by talking to us about your concern.

 Please call our complaints team on 641888.

Alternatively, you can contact us:

 in writing to:  
Santander International 
PO Box 123 
19/21 Prospect Hill 
Douglas 
Isle of Man 
IM99 1ZZ

  in person, by visiting our Douglas branch.

More information on how we handle complaints is detailed on our website, www.santanderinternational.co.uk.

If for any reason you’re not happy with our decision, or it has been over 8 weeks since you first raised your concerns with us, you may be 
able to refer your complaint to the The Isle of Man Financial Services Ombudsman Scheme (FSOS). They act as an independent and impartial 
organisation which helps settle disputes between consumers and financial services businesses. Details of how to complain to them are 
available at www.gov.im/about-the-government/statutory-boards/isle-of-man-office-of-fair-trading/financial-services-ombudsman-
scheme/

Customer Service

Put Simply
You must pay your mortgage payments by 
Direct Debit. These are covered by the Direct 
Debit Guarantee.

Your mortgage payments must be made by Direct Debit. Please read the Guarantee 
information below carefully.
	{ This Guarantee is offered by all banks and building societies that accept 

instructions to pay Direct Debits.
	{  If there are any changes to the amount, date or frequency of your Direct Debit, 

Santander will notify you ten working days in advance of your account being 
debited or as otherwise agreed.

	{  If you request Santander International to collect a payment, confirmation of the 
amount and date will be given to you at the time of the request.

	{  If an error is made in the payment of your Direct Debit by Santander International 
or your bank or building society you’re entitled to a full and immediate refund of 
the amount paid from your bank or building society.

	{  If you receive a refund you aren’t entitled to, you must pay it back when Santander 
asks you to.

	{  You can cancel a Direct Debit at any time by simply contacting your bank or 
building society. Written confirmation may be required. Please also notify us.
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Your application and  
credit scoring

How do we decide whether or not to accept 
an application?
When you apply, we’ll ask your permission to approach a credit 
reference agency to see if it has any information about you.

Information you give us, for example your age, occupation, income, 
details about your business and so on, are all taken into consideration, 
together with information from credit reference agencies such as how 
well you’ve managed accounts with other organisations.

We do not discriminate on grounds of sex, race, colour, religion or 
disability. And won’t decline you based on where you live either.

Your application is compared to groups of similar customers who 
applied to us in the past, making it a fair and objective process. 

What is a credit reference agency?
An independent company licensed by the UK Office of Fair Trading 
under the UK Consumer Credit Act 1974, to hold information on 
individuals.

The agency holds details about almost every adult in the UK,  
which includes facts concerning the customer’s financial background. 

The three main credit reference agencies we use are Experian, Equifax 
and TransUnion.

What kinds of information do they provide?
The two kinds of information provided are:

Public information (including):
	{  Voters’ Roll (Electoral Register).

	{  County Court Judgments and Scottish Decrees.

	{  Bankruptcies, Individual Voluntary arrangements,  
Administration Orders and Debt Relief Orders.

Private information (including):
	{  Details of existing credit or loan agreements.

	{   Records of any closed or settled credit agreements within the past 
six years.

	{   Details of any current or previous arrears – including arrangements 
to repay outstanding amounts.

	{  Details of any default, write-off or property repossession within 
the past six years.

	{ Records of any searches made by other loan/credit providers.

	{ Details of your income and affordability.

Credit reference agencies will keep your information for six years after 
the account is closed or settled.

Could information from the credit reference agency 
be the only reason for declining my application?
Possibly, but if this is the case, we’ll tell you. The information received 
from the credit reference agency is only one part of the decision-
making process. 

Is the information from a credit reference agency 
always negative?
Not at all. Credit reference agencies only supply factual 
information. They do not state any opinion regarding a customer’s 
creditworthiness and they do not make the decision as to whether 
or not to accept an application – we do. They also don’t know the 
outcome of an application.

Obviously, our decision will be affected if we receive information 
showing you’re in arrears etc. Similarly, we take evidence of County 
Court Judgments or other credit defaults very seriously. 

We always try to be a responsible lender but we won’t automatically 
decline an application just because there may have been some 
problems in maintaining past commitments. 

On the other hand, information that you’re managing your current 
commitments well will be seen favourably.

What information do we supply?
We provide personal information on you and your place of residence, 
your income, and how you manage your account on a monthly basis. 

What we supply is in accordance with applicable Data Protection 
legislation and the Data Protection Statement you are given when 
you apply or when you sign the formal agreement to be bound by the 
terms and conditions of the account. 

If, unfortunately, it were necessary for us to take possession of your 
property, due to a breach of the terms and conditions of a mortgage 
or additional loan, we would disclose this default to a credit reference 
agency. Your name would be placed on the UK Finance Possessions 
Register and, as a result, be passed on to other lenders. 

The UK credit industry has established an agreement for the purpose 
of regulating the sharing of credit account performance and related 
data on people which is called ‘The Principles of Reciprocity’ which 
we comply with. 

Records remain on file at credit reference agencies for six years after 
they are closed.

If my application is declined, are other lenders  
likely to do the same?
Not necessarily. Other companies may apply different criteria and use 
different methods of credit risk assessment. 

The fact that we have asked a credit reference agency for information 
about you will be recorded by that agency which could be seen 
by other lenders, however it’s unlikely that a single enquiry would 
cause problems.
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Can I check the information a credit reference agency 
has about me?
Yes. Under the applicable Data Protection legislation you may request 
details held about you by the credit reference agency. Simply send 
them a written request, stating all names that you have been known 
by (include full forename and other initials), your date of birth and the 
address(es) that you have lived at within the last six years.

We mainly use Experian Ltd, but we may also use Equifax Plc and 
TransUnion. You can contact each agency directly at:

 
Experian Customer Support Centre,  
PO Box 9000, Nottingham NG80 7WF

 www.experian.co.uk/consumer/statutory-report.html

 0800 013 8888 or 0344 481 0800

 
Equifax Ltd, Customer Service Centre,  
PO Box 10036, Leicester LE3 4FS

  www.equifax.co.uk

 0800 014 2955 or 0333 321 4043

 
TransUnion,  
Consumer Services Team, PO Box 491, Leeds LS3 1WZ

 www.transunion.co.uk

 0330 024 7574

If you believe that what you see isn’t correct then you can contact the 
organisation that supplied the information and tell them what you 
believe is wrong and why. If, after investigation it’s agreed that the 
information is not accurate, then it’ll be changed.

Even if there is accurate information held which affects your ability to 
obtain credit, you have the right to put a ‘notice of correction’ on your 
credit file. This is your opportunity to make a statement, if you wish, 
to explain your version of events. Once this ‘notice’ has been placed, 
every lender who looks at your file must read the ‘notice’ before 
making any lending decision about you.

Can I appeal against your decision?
Yes, if you think we’ve made a mistake, or you have further 
information to support your case.

Please contact your mortgage team to arrange for it to be reviewed. 
You’ll be required to provide a detailed budget planner and three full 
months’ bank statements.

Note re: credit repair companies
Please be careful when dealing with companies which claim they 
can ‘clean up’ your credit history. You can do it yourself or with some 
expert help.

You can get free advice about Court Judgments, bankruptcy, defaulted 
accounts or other arrears, plus how to sort out your debts and how to 
apply for credit even if your past is not perfect. 

For more information or advice, contact:

	{ The Isle of Man Office of Fair Trading’s debt counselling service 
on its dedicated confidential phone line 686510 or email 
debt@gov.im
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Santander International is able to provide this document in large print, Braille and audio CD. If you would like to 
receive this document in one of these formats, please contact us.
Santander International is the trading name of Santander Financial Services plc, Isle of Man Branch. Santander Financial Services plc is incorporated in England and Wales with number 
2338548 and its registered office is 2 Triton Square, Regent’s Place, London NW1 3AN, United Kingdom. Santander Financial Services plc is authorised by the Prudential Regulation Authority 
and regulated by the Financial Conduct Authority and the Prudential Regulation Authority. Santander Financial Services plc’s Financial Services Register number is 146003. Santander Financial 
Services plc, Isle of Man Branch has its principal place of business at 19 - 21 Prospect Hill, Douglas, Isle of Man IM1 1ET and is regulated by the Isle of Man Financial Services Authority. 
www.santanderinternational.co.uk Santander and the flame logo are registered trademarks. Calls to Santander International may be recorded and monitored.




