
 

 

Santander Underwriting Update 

 

        

 

Andy Read, Business Manager – Retail Underwriting Santander UK 
Andy has worked for Alliance & Leicester and Santander for over 30 years in a number of 
roles, primarily in underwriting. He is currently responsible for Santander’s Retail 
Underwriting teams covering Unsecured Personal Loans, Credit Cards, Banking and 
Mortgages.  

 

Andy participated in a Question & Answer session with Paul McCarthy, National Key 
Account Manager to outline the underwriting challenges faced during COVID-19 and the 
steps broker can take to assist with the mortgage application process and receive a timely 
offer. 

 

Q1 - What is Santander’s current underwriting position in terms of how are they are 
working under Covid-19 and what are the challenges/issues you have faced? 
 

Our current position is our underwriters are at work and looking to underwrite as many cases 
as they can!  

Seriously, in terms of challenges and issues, these fall under the heading of capacity where 
we’ve had to ensure we have enough underwriters available to deal with the volume of 
cases coming in. We’ve seen an immeasurable rise in daily, weekly and monthly 
applications from our broker partners which is great but managing this capacity against the 
Covid-19 backdrop has caused operational issues and our service standards are not 
currently where we want them to be. Having said that we’re doing all we can to help brokers 
through our admin and sales teams to ensure when cases get to the underwriter, they can 
get the case through with the minimum of delay. But I think it’s important to say, with the risk 



dial being re-set to a certain extent cases are taking longer currently, but I will come onto 
that later. 

To summarise our underwriting stance currently, it comes under three headings: 

o Is the income, Plausible, Sustainable and On-going? 
 

I’m sure you will agree as a responsible lender we must be satisfied that each loan we agree 
is affordable at the time of underwriting taking into account any known future changes. This 
is obviously to ensure customers do not risk losing their home or otherwise get into financial 
difficulty as a result of something we know at the outset. Given the Covid-19 backdrop new 
mortgage applications are looked at with the above in mind. 

    

Q2 - What sort of cases are we seeing most of in this new environment? 
 

There does not seem to be any real discernible pattern. Yes, there has been an “uptick” in 
self-employed cases as you might expect given our proposition for the self-employed has 
always been strong. But, in the main the employed still form the majority of cases received.  

 

Q3 - How can brokers help and manage theirs and their client expectations for 
underwriting in terms of case packaging? 

 

Please give us as much information as they can on the case in order the underwriter can 
bring the case to “life” As you will appreciate, we haven’t met the customer, we don’t know 
the nuances that there may-be around their financial affairs both pre, during and post Covid-
19 so the more information we can be given the better chance we have of asking less 
questions to get the case over the line. 

Perhaps, if I gave some examples? 

o So, if you have a customer that is employed, have they been affected by Covid-19?  
o If yes, please explain how, is it reference their income, their working hours, 

they have been furloughed?  
o If they haven’t, again please explain how they haven’t, i.e. they may-be 

working from home, what is their profession etc. 
 

o If your customer is Self-employed, have they been affected by Covid-19?  
o If yes, please explain in terms of before / during and after.  
o If they were not affected again tell us why not? Has the business changed, 

before Covid-19 we have the historic information on Accountants reference / 
SA302.  

o During Covid-19, how did the pandemic affect the business, in terms of 
maybe reduced hours reduction in staff, government assistance? 
 

o For those customers who were furloughed, again full information on the 
circumstances will be needed, merely telling us they were furloughed and are back 
with their employer needs as I’m sure you will understand greater clarity, and if they 



are not back yet, when are they due back, i.e. within say 30 days, has the employer 
topped up their income etc?  

We have for a while run a campaign centred on “Getting it right first time” which is effectively 
asking brokers to attach all the relevant information at outset of submission. If the application 
comes in with the relevant information attached, we can come to a timely and positive 
decision hopefully which is what we all want I am sure? 

When this doesn’t happen, we are then playing “catch up” to get the application into the 
position the underwriter needs and will result in the case being set back and delayed. 

 

Q4 - For the self-employed in particular, do we have a view on what information 
brokers need albeit on a generic basis for such cases? 

Maybe its best if I look to explain what the underwriters look at when assessing self-
employed income? 

o We need to know, is the income being used sustainable & ongoing? 
o Is it plausible the business can return to Business as Usual levels? 
o What industry is the applicant in? How has it been affected, is it an industry which is 

still not yet open, has been seriously affected i.e., Hospitality or Retail, or is it an 
industry impacted due to social distancing rules thereby affecting footfall, customer 
numbers etc? 

And then there are the myriad of loans, grants available, how are they being treated? 

o If they’ve taken SEISS we can consider full income if we have a strong rationale that 
the business is back at “normal” business levels and that it is plausible, sustainable, 
and ongoing. We would also look at trends over the last 3 years, have they been 
steady or is there a sharp increase? 

In summary, our underwriting guidance is evolving and we don’t have to pro rata income in 
all cases where some business are trading again and back to “usual” levels, sorry to keep 
repeating myself but we need to know that it will be plausible, sustainable & ongoing. 

If your brokers have questions around a self-employed application please speak to their 
dedicated contact, this way we can ensure expectations are managed, information is 
understood and hopefully when the case comes in it goes to offer! 

 

Q5 - What tips would you give our brokers in order they can receive a timely offer 
from Santander cases from an Underwriting perspective? 
 

Please work with us.  

We are open and ready for business as we have been during the lockdown and we want to 
support your brokers. We see our broker relationships as partnerships whereby without each 
other we cannot achieve. 

As I’ve said before please give us as much information as possible, if your brokers can paint 
us a picture of the case, we have a better chance of understanding it to get it cleanly, quickly 
and simply to offer. As an example, always add any soft facts in our Introducer Internet -  



general notes section, e.g. if the employer’s address is a head office - tell us your client’s 
location of work, Capital raising? - tell us what the funds will be used for. 

If you’re not sure about how we would treat a scenario, please speak with your dedicated 
contact. Again, we are eager to help, and although most of our proposition is back to what it 
was pre lockdown there are still some nuances around self-employed, around income, 
grants, customers furloughed etc.  

I think it’s interesting under Covid-19 we have looked at the negative impact on people’s 
earnings, but one thing to consider as well is during Covid-19 some people in certain 
professions may have worked over and above their normal expectations. We need to know, 
again if this is sustainable, if it is great, but how and why?   

Some tips I would give are: 

o Please upload the documents we have asked for on case submission and complete 
the notes section with as much detail as possible. 

o Only send us the documents we have asked for, additional documents not requested 
will be looked at and can unfortunately cause complications and delays at times, 
please use and quote all the applicants income even if their basic income covers the 
loan required, you never know what can pop out in various searches. 

o Please check the net pay as we use the lower of the payslip or our affordability 
calculator figure. 

o No name on the payslip? You can provide a P60 showing the name and other 
details. 

o Different address on payslip or bank statement etc. and this is not included in the 
address history, please explain why. 

o Discretionary payslip deductions can be excluded from our affordability assessment, 
e.g. Sharesave, private healthcare and mobile telephones. 

o If over 17s resident, ensure the details are on the FMA or mats note. 
o If there are negative/decreasing trends on accountant certificate/SA302s ensure an 

explanation has been included. 

I hope that helps.  

 

 


