Our lifetime mortgage service

National Friendly Financial Solutions can provide you with professional lifetime mortgage advisory
services, tailoring our advice to your lifestyle, your needs and your personal circumstances.
Working with an independent adviser adds significant value, as no two people are the same. Over time,
inevitably your needs will change, and so choosing an adviser is one of the most important decisions you
can make.
We understand the importance of delivering a personal and customer-focused approach to our advice,
supported by market-leading technology. Our vision is to provide financial solutions personal to you.

Our process makes sure you know exactly what work we’re doing for you as we progress through
each stage of the advice process:
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Fact finding

We ask you what you want to achieve, look at any existing arrangements, and
together agree your preferences, needs and objectives.

Research and
analysis

We consider the pros and cons of all the options available to you and formulate
advice, tailored specifically to you.

Presenting advice

We present our recommendation, explaining how it meets your needs and objectives,
and give you a written report with all the details.

Putting
arrangements in
place

If you are happy with our advice we will make the arrangements for you.

Support

We will be there to provide you with support right up until completion.

Our lifetime mortgage advice
Everyone is different, and we shape our advice for each client, individually. We have a wealth of experience
that we want to share with you, so that you can benefit from our knowledge and insights when making
decisions about your mortgage and what’s important to you.
Where we recommend particular financial strategies and products to you, these will be selected based on
your personal circumstances, financial goals and objectives. We’ll consider a number of factors, including your
preferences, budget and future plans.
If you are looking for equity release we will tell you about alternative finance options, such as further
advances, first or second-charge mortgages, and unsecured lending which may be available and more
appropriate for you. If you are looking for a retirement interest-only mortgage we will tell you about
lifetime mortgages, which may be available and more appropriate for you.
A lifetime mortgage is a type of ‘equity release’ - a way of releasing the wealth tied up in your property.
With an equity release product you have to be over a certain age (typically over 55) and own your own
home. Where you are eligible for equity release we are able to advise on lifetime mortgage products.
We are not limited in the range of lifetime mortgages we will consider for you. This means that we source
lifetime mortgages from the comprehensive range available to intermediary firms. Certain lenders may
offer lifetime mortgages directly to the public, rather than via an intermediary firm. Our recommendation to
you will be based on the most suitable lifetime mortgage product incorporated within the range available
to intermediary firms.

How you pay us for our services
We will agree our fee and payment arrangements with you in advance before we carry out any work for you.
The amount is dependent upon the complexity of the initial and any ongoing work to be carried out for your
individual circumstances. On the opposite page you can see how our fees are charged for each stage of advice.

Our heritage
National Friendly Financial Solutions is a wholly owned subsidiary of National Friendly, a trading name
of National Deposit Friendly Society, which is a mutual established in 1868. Both companies share a
commitment to ‘making a difference to your future’ and meeting the needs of our customers. National
Friendly Financial Solutions consists of a team of qualified Independent Financial Advisers and a nonadvisory Compare and Buy team. We pride ourselves on aspiring to our core values to ensure that we put
our clients first and deal with everyone in a fair, professional and honest way.

Our advice costs
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Fact finding
We will have a detailed conversation with you which takes about an hour on the telephone to get to
know your situation and preferences, but we don’t charge you for this meeting. We’ll then follow this
up by sending you our Service Level Agreement confirming what service we’ll provide and the fee we
agree. If you wish to proceed you’ll sign and return this so we can begin our research for you.

Research and analysis
We typically charge a fee of £475 for our research and analysis, but we don’t ask you to pay the fee
upfront. This fee does not often reflect the true cost of the work we undertake for you, so we may factor
in the additional cost to the fee payable at stage 4: “Putting arrangements in place”.

Presenting advice
We typically charge a fee of £400 for our written recommendation report.
If you decide to either not proceed with the recommendation or withdraw your application after it is
submitted to the lifetime mortgage provider, we will ask you to pay for stages 2 and 3 plus VAT.
In the event that your lifetime mortgage falls through with the recommended provider, in certain
circumstances we may be able to carry our fee over to a new lifetime mortgage you may pursue in the
future.
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Putting arrangements in place and support
When we arrange a lifetime mortgage that we have recommended for you we charge an
implementation fee. Our minimum implementation fee for a lifetime mortgage is £1,425, and our fee
will be payable upon completion.
If our fee of £2,300 (£475 + £400 + £1,425) is covered by commissions received from the selected
lender, there is no further fee to pay. If the commission only covers part of our minimum fee, we will
confirm any outstanding amounts to pay. You will have the option to pay any outstanding amount via
cheque or bank transfer after completion. Please refer to the examples below.

Example of our fees
Lifetime mortgage application (example based on a £50,000 lifetime mortgage application)
•
•
•

Our fee is £2,300 (£475 + £400 + £1,425)
Commission received from mortgage provider = £1,000
£2,300 - £1,000 = £1,300 fee you pay

Lifetime mortgage application (example based on a £100,000 lifetime mortgage application)
•
•
•

Our fee is £2,300 (£475 + £400 + £1,425)
Commission received from mortgage provider = £2,000
£2,300 - £2,400 = £0 fee you pay

We will retain the full commission received if higher than our minimum fee of £1,900. This will be
disclosed in the recommendation report and product illustration document.

Charges for advice payable on completion, by invoice or by commission from a financial product.

Lifetime mortgages
Firms that advise on and arrange consumer lifetime mortgages must be registered to do so. We are
registered with the Financial Conduct Authority (FCA), 12 Endeavour Square, Stratford, London E20 1JN,
www.fca.org.uk, to undertake lifetime mortgage advice. Our firm reference number is 452784. You can
check our details on the Financial Services Register at register.fca.org.uk or by contacting the FCA on 0800
111 6768.

Loans and ownership
Our parent company National Deposit Friendly Society Ltd provides financial support to National Friendly
Financial Solutions such that it is able to maintain a sufficient level of capital to administer its operation.

If you have a complaint
We always aim to provide the highest standards of service. If you do wish to register a complaint please
contact us:
• Telephone 0333 014 6267 9am-5.30pm Monday to Friday excluding bank holidays. Calls from UK
landlines and mobiles cost no more than a call to an 01 or 02 number and will count towards any
inclusive minutes. Calls are recorded for training and quality purposes.
• Email compliance@nationalfriendly.co.uk
• Write to Compliance Department, National Friendly Financial Solutions, 11-12 Queen Square, Bristol BS1 4NT
If you cannot settle your complaint with us you may be entitled to refer it to the Financial Ombudsman Service. A
copy of our complaints procedure is available on our website www.nffs.co.uk or on request.

Compensation arrangements
We are covered by the Financial Services Compensation Scheme (FSCS). You may be entitled to
compensation from the scheme if we cannot meet our obligations. This depends on the type of business and
the circumstances of the claim.
For details of the compensation limits of each product type please visit www.fscs.org.uk/what-we-cover
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