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Confidential 

Mortgages Sub-Committee Minutes 
 

Title/subject: Mortgages Sub-Committee  

Date: 31 August 2022 

Location: Zoom Time: 14:00–16:00 

Chair: Brad Fordham   

Minutes: Lara Faulkner  

 
Attending: 
 
 
 
 
 
 
 

 
Management Team  
Brad Fordham – Managing Director 
Lynsey Mitchell – Head of Mortgage Distribution 
Helen Harrison – Head of Intermediary Distribution 
Adrian Tills – Senior Industrial Relations Consultant 
Lara Faulkner – Industrial Relations Consultant 
 
Advance  
Linda Rolph – Advance General Secretary  
Rose O’Neill – Deputy General Secretary  
Keith Hoyland – Advance Consultant 
Tracey Stubbing – Area Representative 
Lorna Fagan – Area Representative 
Andrew Wake – Area Representative 
 
Apologies 
Sinead Purse – Area Representative  
Dan Allsopp – Advance NEC 
Naomi Chilcott – HR Business Partner, Mortgages  
Joanne Ayers-Mason – Head of HR 
 

 

 Agenda Item 
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Welcome & Overview of the meeting  
 
Adrian welcomed Advance to the meeting and gave an overview of the agenda items.  
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Business Performance Update  
 
Brad provided a high level overview of business performance in Mortgages. He stated that it has been a very 
busy year so far and will be a record year in respect of overall mortgage lending with a figure of £36bn so far, 
and the book having grown by over £11bn. He confirmed that applications reached record levels in July in 
contrast to much lower levels in May, with over £9bn of applications in a four week period, but the decision 
was taken to price up to ensure not as much business was brought in during August. He stated that the rest 
of the year should be quieter from September as volume requirements will be slightly lower, which will give 
some respite to the teams who have been extremely busy.   
 
In respect of people, Brad confirmed that some colleagues have moved internally to other areas of the bank, 
but the Division is working hard to get new colleagues into Mortgages and some budget has been moved into 
SFI to support the level of business being done in that channel.  
Linda noted the strong performance of the Mortgages division but asked what the headwinds will be next 
year and whether people will move home in the context of the economy and the cost of living crisis. 
 
Brad responded by stating that the market will be quieter in respect of purchases, particularly first time 
buyers due to the increased cost of living and interest rates as they are currently, which make it more 
difficult to borrow. He commented that it is yet to be seen how energy bill rises will affect businesses and 
sectors such as hospitality, and a key factor will be the effect on jobs as what stops people paying their 
mortgage is when they lose their job. Brad acknowledged that whilst there is uncertainty, there are no 
material changes to arrears at the moment, although a slowdown in purchases is starting to happen.  
 
Linda stated that Atom bank are offering lifetime mortgages at a fixed rate and asked if Brad would consider 
this.  
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Brad confirmed that 10 year fixed rates have been trialled but not many were sold. He stated that 10 year or 
lifetime fixes give stability as long as the customer has the ability to change their mortgage if rates come 
down, so flexibility is key. He also confirmed that about 90% of Santander’s customers will go onto a higher 
rate next year.  
 
Brad presented details of the current programmes of work in Homes, covering eight funded projects focusing 
on obsolescence risks within Originations, Retentions and Servicing.  
 
Brad briefly updated on the return to offices and confirmed that the vast majority of Homes colleagues are 
coming in a minimum of one day per week, ensuring that the time they come in for is for collaboration.  
 
Linda stated that there seems to be a discrepancy across the bank as there are colleagues who are not 
coming in at all but others who are told they have to come in 2-3 days per week. She commented that this 
will become more of an issue during the winter as some colleagues may want to come in more as the cost of 
living increases take effect, but then they may request to continue to come in more often.  
 
Brad responded that there is capacity for colleagues to come in more if they want to and if it is more 
beneficial for them, although maybe not every day for everyone. He highlighted that for the Branch MPAs 
who took roles in Telephony who are not near a site are not expected to come to a site regularly, and there 
are also some colleagues in Underwriting who were brought in on secondment internally who are not based 
at sites and are therefore on fully remote contracts.  
 
Linda stated that there are issues when some roles are advertised as ‘national’ or working from home which 
causes issues for colleagues doing the same role but on a hybrid contract.   
 
Brad commented that some colleagues have different circumstances to others with different requirements 
based on their contracts, and also highlighted that before Covid everyone was coming in five days a week. He 
stated that the bank has tried to do the right thing by individual colleagues, but the consequence is a certain 
level of inconsistency.  
 
Linda confirmed she would ensure the issue is put onto the national meeting agenda as it exists across the 
board.   
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Mortgages Update  
 
Lynsey provided an update on Mortgage Distribution, covering Peakon engagement scores and the 2022 
People plan, followed by an update on Mortgage Telephony covering customer focus, People updates, FTE 
and recruitment and details of colleagues on long term sickness absence or with active 
grievances/disciplinaries. 
 
Helen presented an update on Santander for Intermediaries, covering engagement scores and actions being 
taken in response to them and details of colleagues on long term sickness absence or with active 
grievances/disciplinaries and FTE and recruitment.   
 
Rose stated that there have been some issues in respect of Peakon with some branch managers having 
received inappropriate feedback via the free flow comments. She commented that there does not seem to 
be any guidance or parameters on what colleagues are allowed to say, which could be in breach of the bank’s 
Bullying & Harassment policy.   
 
Helen highlighted that there are People & Culture champions across the business and a communication had 
gone out recently reiterating what kind of language should be used. 
 
Linda commented that it is important to help colleagues understand what is appropriate and what is not.   
 
Rose confirmed that she has had discussions with Damien Shieber about the issue.  
 
Adrian noted that the next Culture & Inclusion National Joint Forum is on 28 September and that it would be 
a good opportunity to continue the discussion with Damien.   
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People Activity & Metrics 
 
Lynsey gave a high level overview of the HR metrics for Mortgages, covering attrition, leavers, absence and 
FTE & Headcount.  
 
Rose noted that attrition has doubled in the last year.   
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Lynsey acknowledged Rose’s point but confirmed that despite this the attrition level has not changed for the 
last six months and stated that she is hopeful it will start to come down. She confirmed that a lot of work is 
being done to look at why colleagues are leaving and how to retain them, and added that in August five 
colleagues who had left requested to return. She also advised that an onboarding journey was recently 
created for new joiners to help support them as they embed into their new roles.     
 

5 Advance Items 
 

1. Some staff who have the dual location contract are told they must go into the office once a month, 
even if just to do the same job they can do at home (i.e. no business need/meetings) and other 
areas have no plans to return.  

2. What measures are there across the division to support the high-demand period with call 
handling?   

3. Are there any further plans for recruitment across the division?   
4. What are the sickness levels across areas now that many have returned to the office in a hybrid 

manner?   
5. Are there any plans to change contracts for staff who have adopted hybrid working?   

 
Linda confirmed that the above agenda items had been discussed earlier in the meeting.   
 

6. On business-critical days, could all staff including TMs be on hand to handle calls to minimise the 
queues?   
 
Tracey commented that this may be better for Sinead to discuss when she is back.   
 

7. A resilience workshop dealing with stress management – as these themes are not in our control, 
we can only deal with what is in front of us and it can be hard to strike a balance to ensure we are 
delivering the best we can. 
 
Lynsey stated that there is quite a lot on MIO on resilience and handling and confirmed she would 
remind all Mortgage Telephony staff about the support that is available there and on the Wellbeing 
Hub before considering running a session.  
 
ACTION: Lynsey to remind colleagues about what is available in respect of resilience and stress 
management on MIO and the Wellbeing Hub.   

 
8. Cost of living – staff may also be feeling the pinch, what support is there within the bank or 

externally? The Bank Workers Charity have delivered workshops in the past to staff.   
 
Lynsey confirmed that there are details of what support is available to colleagues on the Wellbeing 
Hub and that she would send a reminder to colleagues.   
 
ACTION: Lynsey to remind colleagues about the support available in respect financial support of on 
the Wellbeing Hub.   
 

9. What other resources are in place to help during busy periods, for example IVR on the lines rather 
than being left to an advisor to inform a customer? Are these measures in place in busy periods as 
that is when we generally feel the pressure from customers if call waiting times are long.  
 
Lynsey confirmed that there is already an IVR on the lines.   
 

10. We have objection handling on the CDT but right now it is not the answer.  
 
Lynsey confirmed she would discuss this with the TMs to ensure colleagues are clear on it.  
 
ACTION: Lynsey to discuss objection handling with the TMs.  
 

11. Is there an update on Cisco Jabber? The majority of colleagues still appear to be using our own 
phones.  
 
Lynsey confirmed she did not have a date for this at this point apart from that the situation is 
constantly changing and progress has been relatively slow, as it has in CICC.   
 

12. What does the business think of undertaking a pilot on a four day working week?  
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Linda stated that colleagues across different areas of the bank are working 35 hours over 4 days, 
which she said can save them money on childcare. She asked if Brad and Lynsey would consider a 4 
day week in Mortgages.  
 
Lorna confirmed that she works 35 hours across four days on a compressed hours contract. 
 
Linda asked if Lorna had had to apply formally.   
 
Lorna confirmed that she did have to and that it was approved.  
 
Lynsey confirmed that this working pattern falls within a flexible working request, in the same way 
as part-time working does.   
 
Linda responded that some colleagues have their requests turned down whereas others get 
approval. She stated that a lot of colleagues will prefer not to go through a flexible working 
application.  
 
Lynsey confirmed she would definitely consider applications for compressed hours and would be 
happy to go out to colleagues to see if there is interest.  
 
Rose stated that Michelle Pilsworth is trialling it in CICC. 
 
Brad stated that it can be managed within the current flexible working process and reiterated 
Lynsey’s point that she can make colleagues aware of it.  
 
With no further business, the meeting closed at 15:20.  

 
 

 
 


