
Help for Borrowers

If you are experiencing difficulty meeting your monthly mortgage repayments, it is important that you 
address the issue without delay. There are various options available to you and many independent 
bodies and charities that can assist you. Court proceedings are always a last resort and lenders will be 
forthcoming in assisting you if you are in financial difficulties.

Contacting Your Lender

One of the first steps you should take is to speak to your lender without delay. It is in both parties’ best 
interests to try and find a solution to your problem, and your lender will be sympathetic and 
forthcoming in offering as much assistance as they can. It can be easy to try bury your head in the 
sand, but your lender will have facilities to assist you. If the mortgage has become unaffordable, it 
may be possible to explore one of a number of options to improve the situation. These options can 
include:

 Reducing mortgage repayments by, for example, lengthening the term of your loan

 Considering a temporary interest-only product conversion or concessionary period

 Adding arrears to the mortgage account instead of seeking immediate repayment (known as 
‘capitalising’ the arrears)

 Accepting reduced payments for a temporary period 

 Changing your method or dates of payment

 ‘Assisted Voluntary Sale’ schemes

The earlier you make contact with your lender, the sooner the problem can be addressed.

Seeking Independent Advice

We understand that it is important to be able to seek competent and independent advice and there 
are various organisations that can help. Although you should still always contact your lender, these 
organisations can also work with the lender on your behalf once you have provided them with 
authority to do so. They can also identify any other options available to you. A list of some of the 
leading organisations and charities are listed below, though there are others available.

Stepchange, formerly known as the Consumer Credit Counselling Service, 
is a free debt advice organisation with over 20 years’ experience of 
helping people lower and manage their debt.
Website: http://www.stepchange.org/
Phone: 0800 138 1111

The ‘CAB’ delivers advice services from over 3,300 community locations in 
England and Wales and offers free, independent, confidential and 
impartial advice on your rights and responsibilities. 
Website: http://www.citizensadvice.org.uk/
Phone: 08444 111 444 (England) or 08444 77 20 20 (Wales)



Shelter provides free, confidential advice to people with all kinds of 

housing problems through online housing information and face to face 
local services.
Website: http://england.shelter.org.uk/
Phone: 0808 800 4444

Payplan offers comprehensive advice, guidance and support for anyone 

struggling with debt. Their purpose is to help people find a way out of 
debt and enable them to take back control of their money.
Website: http://www.payplan.com/
Phone: 0808 271 3854

The Money Advice Service helps people manage their money. They do this 
directly through their own free and impartial advice service. They are an 
independent service, set up by government. 
Website: https://www.moneyadviceservice.org.uk/en
Phone: 0300 500 5000

National Debtline is a free, independent and confidential debt advice 

service run by the charity Money Advice Trust.
Website: https://www.nationaldebtline.org
Phone: 0808 808 4000

In addition to the above, there are also independent bodies and law firms which can offer you legal 

advice, whether paid or free. You should consult your local directory for a list of local solicitors who 
will assist you. We also recommend seeking advice from a local law centre, who can often offer free 
assistance. If you require assistance with re-housing, you should contact the housing and homelessness 
department of your local authority. To find their contact details, you can use this link: 
http://local.direct.gov.uk/LDGRedirect/Start.do?mode=1.

Other Options

There may be other options available to you through Government and various private sector 
supported schemes and benefits. However, you should take independent advice on any such services in 
deciding whether they are suitable for you.

Support for Mortgage Interest

If you’re a homeowner getting certain income related benefits you might be able to get help towards 
interest payments on your mortgage and other loans. This help is paid as part of your benefit and is 
called Support for Mortgage Interest (SMI). SMI is normally paid direct to your lender. You can’t get 
help towards the amount you borrowed - only the interest, though there is no guarantee of receiving 

SMI.  Further details: https://www.gov.uk/support-for-mortgage-interest


