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Case Study 

Supporting customers in financial difficulty 

Mr and Mrs S 

Mrs S contacted NRAM in August 2013 to 
advise that her husband had damaged 
his back in a car accident and required 
an operation, leaving him out of work for 
some time. As a result, they were unable 
to maintain their full monthly mortgage 
payments and fell into arrears. 

Their circumstances were reviewed and following a full income 
and expenditure assessment the advisor suggested that 
Mrs S may wish to consider temporarily switching to Interest 
Only repayments. Mrs S agreed that this would allow her to 
maintain payments and give her husband time to recover 
and return to work. 

When the temporary Interest Only period ended in October 
2014 and the mortgage reverted to Repayment, another full 
review and income and expenditure assessment was carried 
out. Although Mr S had returned to work it was clear they 
would still struggle to clear the arrears within a reasonable 
timeframe. 

We discussed their options and agreed that the most suitable 
option was to switch part of the mortgage to Interest Only for 
five years with the rest of the loan remaining on a repayment 
basis (known as Part & Part). This would allow them to remain 
in the home, while making regular overpayments to clear 
the arrears. 

By February 2015, the couple had brought the account 
up to date and have switched back to Repayment earlier 
than anticipated. 

• Our Customer Assistance 
Team attempt to contact all 
customers within two days 
of a missed payment. 

• Mortgage accounts three 
or more months in arrears, 
including possessions, 
have reduced by 70% 
since UKAR formed 
in 2010. 

• 94% of our customers are 
fully up to date with their 
mortgage payments. 
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Case Study 

Free impartial debt advice 

Mr and Mrs T 

Mr and Mrs T first started to struggle financially 
when Mr Twas made redundant. They fell 
behind on various credit commitments that 
previously they had managed easily. By the 
time Mr T found a new job, their mortgage 
arrears were £883 and their unsecured debt 
was more than £27,000. 

In discussing the position with Mr T, our advisors recognised 
that the unsecured debts were affecting their ability to repay 
the mortgage arrears and that they might benefit from free, 
independent debt advice. 

Mr T said his new salary was now much lower and with interest 
mounting on their debts they didn't know where to tum. The advisor 
explained UKAR's partnership with StepChange, and with Mr T's 
consent, transferred the call to one of the charity's advisors. 

Mr T worked with a StepChange advisor to build a clear picture 
of their financial position, listing their debts, income, expenditure 
and assets. This showed that Mr and Mrs Thad a surplus 
income of £648 each month, to pay towards their mortgage 
arrears of £883 and unsecured debts of £27,000. 

Stepchange recommended a Debt Management Plan (DMP), 
which included a payment of £148 towards their mortgage 
arrears. This would clear their mortgage arrears in six months 
and once these arrears were repaid , any future surplus funds 
would be shared between the remaining creditors to ensure our 
customers became debt-free as soon as possible. 

Mr and Mrs T made the first payment to their DMP in September 
2014 and their mortgage arrears are now fully repaid. 

U[ AR 

• For the 12-month period to 
March 2015, we referred 
approximately 2,200 customers 
to free and impartial debt advice 
providers to help customers 
reorganise their finances. 

• Since 2011 we have signposted 
around 16,500 customers to 
free and impartial debt advice 
of which we believe over 50% 
entered into some form of 
Debt Solution. 

• Research from Money Advice 
Service suggests those people 
who seek debt advice are twice 
as likely to move back into a 
manageable debt position within 
12 months. 
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