
For all customers 

We will:  

• ensure all requests for remortgage and 
transfer of ownership are reviewed 
promptly and fairly in line with lease 
terms and policy 

• clearly communicate any conditions, 
requirements, or reasons for approval or 
refusal 

• assist with requests involving changes in 
lenders, additional borrowing for property 
improvements, or buying additional 
shares 

• assist with requests to enable one joint 
Shared Owner to buy out the other 
Shared Owner 

• approve mortgage requests in-line with 
lease conditions and customer eligibility 

• provide clear guidance on the 
documentation and steps required for 
remortgaging or transferring of ownership  

• keep customers informed of the status of 
their application and any actions needed 

• clearly outline fees for administration and 
legal work associated with remortgaging 
or transfer of equity 

• provide details on any additional costs, 
such as lender or legal fees 

Your responsibilities 

To help us to deliver these standards, we 
ask you to: 

• submit complete and accurate 
information promptly, including 
necessary documentation for lender 
and Bromford review  

• ensure all rent and service charge 
accounts are clear before applying for 
remortgaging or further advance 
approval 

• consult independent legal and financial 
advisors for guidance tailored to your 
circumstances  

• pay the administration fees in full on 
submitting your request 

 

 

 

 

 
 

 

 

 

 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Remortgage and  
transfer of ownership Service standard 

Our commitment 

We are committed to providing a transparent, fair, and efficient process for reviewing and approving 
requests for remortgages and transferring of ownership. These services are designed to support customers 
in managing their financial needs while safeguarding their long-term homeownership stability. 



What we will approve 

We will review and approve remortgages or 
transfer of equity for:  

• buying additional shares in the property 

• compliance with lease conditions, such as 
essential repairs or approved alterations 

• transfer of equity (adding or removing 
individuals from the mortgage or lease) 

We will require documentation for all 
applications, including: 

• mortgage offer from the new lender 

• property valuation and outstanding 
balance statement 

• written explanation of the reason for the 
request 

• proof of a clear rent and service charge 
account 

• proof of any additional customers being 
added to the mortgage (eligible for 
Shared Ownership)  

What we cannot approve 

We are unable to approve: 

• mortgage requests for equity release 

• mortgage requests for debt consolidation 

• second charges on a property – the 
mortgage lender has first charge and 
Bromford has a restriction that follows 
this – under no circumstances will we 
release our restriction in favour of a 
second charge 

If you encounter issues 

We will:  

• handle complaints and appeals about 
remortgage or further advance decisions 
fairly and transparently 

• provide a written response within 15 
working days or a mutually agreed 
timeline 

• escalate unresolved complaints to the 
Housing Ombudsman if necessary 

Monitoring and improvement 

We will: 

• regularly review our remortgaging and 
further advance processes to ensure 
compliance with regulations and 
alignment with best practices 

• use customer feedback to improve service 
delivery and transparency 

Costs and fees 

We will clearly communicate fees for 
services related to remortgaging and 
further advances, including:  

• administration charges for reviewing 
and processing applications  

• legal expenses, where applicable  

• publish all standard fees and ensure 
transparency about additional costs for 
specific cases 

If you’re unhappy with the 

service 

Review our complaints service standard for 
details of what to expect should you wish to 
make a complaint. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 

 

 

 

 

 

 
 

 

 

https://www.bromford.co.uk/media/bpxjj0ll/service-standards-dealing-with-your-complaint.pdf

