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What happens when you apply?
Whenever we receive an application for a bank account, business account, 
mortgage, credit card, an unsecured personal loan or credit facilities, 
whether from a personal customer or business customer, we consider each 
application carefully.

The two main questions we have to ask ourselves are:

  Does it make sense for you to take on the financial commitment – do we 
have any information that suggests you will be unable to do this?

  Is the risk acceptable?

Should the answer to either of these be ‘no’, we have to decline the 
application which will be disappointing for both us and you.

How do we decide whether or not to accept an application?
When you apply, we’ll conduct a credit search. Our decision will be based 
on the details you provide, together with information we receive about you 
from the credit reference agency.

Information you give us, for example your age, occupation, income, details 
about your business and so on, are all taken into consideration. We also 
take into account details obtained from the credit reference agency such 
as how well you’ve managed previous and existing accounts with other 
organisations.

We do not discriminate on grounds of sex, race, colour, religion or disability. 
We do not refuse credit simply because of the place or area that you live in 
either.

Your application is compared to groups of similar customers who applied 
to us in the past, making it a fair and objective process. Using this method, 
we make reliable decisions which are more consistent than relying upon 
personal impressions alone.

The three main Credit Reference Agencies we use are Experian, Equifax and 
TransUnion.

What is a credit reference agency?
Credit reference agencies collect and maintain information on consumers’ and 
businesses’ credit behaviour, on behalf of organisations in the UK.

The agencies hold details about almost every adult in the UK, which includes 
facts concerning the customer’s financial background. This information helps 
lenders to verify the identity of the customer and provides details of their 
past and present financial commitments and/or credit relationships.

What kinds of information do they provide?
The two kinds of information provided are:

Public information (including):
   Voters’ Roll (Electoral Register).

   County Court Judgments and Scottish Decrees.

  Bankruptcies, Individual Voluntary Arrangements, Administration Orders 
and Debt Relief Orders.

Private information (including):
  Details of existing credit or loan agreements.

  Records of any closed or settled credit agreements within the past six 
years.

   Details of any current or previous arrears – including arrangements to 
repay outstanding amounts.

   Details of any default, write-o� or property repossession within the 
past six years.

   Records of any searches made by other loan/credit providers.

  Information regarding your credit a�ordability based on your income and 
outstanding financial commitments.

Credit reference agencies will keep your information for six years after all 
relationships have ended.

Like most financial organisations, we supply data to, and receive data 
from, specific credit reference agencies for the purposes of assessing 
applications and credit account maintenance activities.

Could information from the credit reference agency be the 
only reason for declining my application?
The information received from the credit reference agency is only one part 
of the decision-making process. Sometimes, there may be no detrimental 
information held about you at the agency but we still may not be able to 
accept an application simply because it does not meet all of our business 
criteria at the time.

Is the information from a credit reference agency always 
negative?
Not at all. Credit reference agencies only supply factual information. They do 
not state any opinion regarding a customer’s creditworthiness and they do 
not make the decision as to whether or not to accept an application. That is 
our responsibility. Agencies do not know which applications are successful or 
declined either, so they cannot tell why an applicant may have been refused 
credit. Credit reference agencies do not hold, as is commonly believed, a 
blacklist of people or properties – instead, the information held usually helps 
people get credit.

Our decision will be a�ected if information received from a credit reference 
agency shows that you are in arrears on a credit or loan agreement or that 
you want to borrow too much in relation to your income. Similarly, we take 
evidence of County Court Judgments or other credit defaults very seriously.

We always try to be a responsible lender but we won’t automatically 
decline an application just because there may have been some problems 
in maintaining past commitments.

Information that shows you have existing credit agreements and that 
you are managing your commitments well will enable us to look at your 
application favourably.

What information do we supply?
We provide personal information on you and your place of residence, your 
income and how you manage your account on a monthly basis.

What we supply is in accordance with data protection legislation and the 
Data Protection Statement you are given when you apply or when you 
sign the formal agreement to be bound by the terms and conditions of the 
account. We’ll register a default at the agency only after formal demand for 
payment has been made and where at least 28 days’ notice of intention to 
disclose such information has been given.

If, unfortunately, it were necessary for us to take possession of your property 
due to a breach of the terms and conditions of a mortgage or secured loan, 
we would also disclose this fact to a credit reference agency. Your name 
would be placed on the UK Finance Possessions Register and, as a result, be 
passed on to other lenders.

The UK credit industry has established an agreement for the purpose of 
regulating the sharing of credit account performance and related data on 
individuals. This agreement is called ‘The Principles of Reciprocity’. We 
comply with this agreement concerning the supply and use of data.

Records shared with credit reference agencies will remain on file for six 
years after they are closed, whether settled by you or defaulted. This 
information may a�ect your ability to obtain credit.

Details about the performance of your accounts, good or bad, that we 
supply to a credit reference agency may be used by other lenders for 
credit assessment of you and other people with whom you are financially 
associated.





Santander is able to provide literature in alternative formats. The formats available are: large print, Braille and audio CD. If you  
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With a copy of your credit file you will be sent a booklet which explains 
how to interpret the information held and what your rights are. You 
can, for example, challenge the accuracy of any details shown. If 
you believe that what you see is not correct then you can contact the 
organisation that supplied the information and tell them what you 
believe is wrong and why.

If, after investigation, it is agreed that the information is not accurate, then 
it will be changed.

Even if there is accurate information held which a�ects your ability to 
obtain loans or credit, you have the right to put a ‘notice of correction’ 
on your credit file. This is your opportunity to make a statement, if 
you wish, to explain your version of events. Once this ‘notice’ has 
been placed, every lender who looks at your file must read the ‘notice’ 
before making any lending decision about you. Naturally, it’s up to the 
lender to make its own decision, but at least they would have taken 
your statement into account.

Can I appeal against your decision?
Yes, if you think we’ve made a mistake, or you have further information 
to support your case.
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