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This guide shows you how to accept your client’s product transfer on 
their behalf. 
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Helping you accept your client’s product transfer

Case tracking – keeping you and your client updated

We’ll send you and your client case tracking updates by email at each key stage of the process.

Transfer request 
received

Offer ready 
for review

Online 
acceptance 

received

Mortgage transfer 
acceptance 

processed – start 
date confirmed

Mortgage 
transfer started

Reminder issued after 10 days

You have 14 days to review and accept 
the offer. You can log on, view, 
download, print and save the offer as 
many times as you like before the 
deadline.  

When your client’s new deal will start:

Current deal New rate? When do they change to the new deal?

Fixed rate or short-term 

tracker

Lower You and your client will get to choose if you 

want the new deal to start straightaway (the 

date you accept their offer), or wait until the 

day after their current deal ends* 

Fixed rate or short-term 

tracker

Same or higher Day after their current deal ends*

SVR, FoR or lifetime tracker Same, lower or 

higher

Straightaway, the date you accept their offer

*or the day before the completion deadline of the new deal, whichever is first.

You’ll receive an email 
to let you know the 
offer is ready to review. 
We recommend you 
use the link in the 
email,  as the offer 
reference number 
(OLA) will 
automatically populate 
into the log on screen. 
You need to accept the 
offer on their behalf 
and agree a start date if 
the new rate is lower.
If you haven’t provided 
your client with an 
illustration, you’ll be 
able to download and 
share the offer before 
you accept it.
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We’ll send you both a MATS message when your client’s offer is ready to review. Your email will include their offer reference number and a link to santander.co.uk, where 
you can log in securely to access and accept their offer.

4

Offer ready for review

Helping you accept your client’s product transfer

If you have any questions or problems accepting 
your client’s deal on their behalf, you should speak 
to your dedicated contact. 

Broker email 

content

You will have 14 days to accept their product 
transfer offer online. The email sent to you and your 
client will confirm the date the offer must be 
accepted by. 

IMPORTANT! If you use the link we send you in the 
email, the OLA reference number will automatically 
populate directly into the log on screen. 

You can log on, view, print and download the offer as 
many times as you like before the deadline.

If you haven’t provided your client with an 
illustration, you’ll be able to download and share a 
copy of the offer.
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Retrieve your client’s offer (part 1 of 2)

Helping you accept your client’s product transfer

To log on and see their offer, you’ll need to enter their:

o Offer reference number. This is shown in your 
MATS email and consists of 3 letters (OLA) 
followed by 10 numbers. If you use the link we 
sent you in the email, the OLA reference number 
will automatically populate directly into the log 
on screen. 

o Surname
o Date of birth
o Mortgaged property postcode..

IMPORTANT! You’ll need to accept your client’s 
product transfer deal on their behalf. We suggest 
you read through the information on this page 
before continuing. 

Please note whilst we update our screens you’ll be 
reading as if you are the client.
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Retrieve your client’s offer (part 2 of 2)

Helping you accept your client’s product transfer

You’ll have 3 attempts to log on before you’ll be locked 
out. 

If you have any problems logging on to get their offer, 
you should speak to your dedicated contact before your 
last attempt. If you’re locked out, you’ll need to 
resubmit the request (if the product is still available) or 
request a paper offer to be sent to your client for them 
to accept. 

You have 14 days to accept the deal on your client’s 
behalf. 

Following a successful log on, a message will appear 
telling you the deadline you need to accept by.

You can log on as many times as you like before the 
deadline.

Remember, whilst we update our screens you’ll be 
reading as if you are the client. 



Confidential

7

Your client’s mortgage details 

Helping you accept your client’s product transfer

You can view the rate you’ve agreed with your client 
and a summary of the loans you’ve requested changes 
to. 

Up to 5 loan parts will be shown here.

Click on ‘Download offer’ to open and review the offer.  

The PDF can be downloaded, printed and saved.

You can log on and view your client’s offer as many 
times as you like before the deadline. 

If you haven’t provided an illustration to your client, you 
can download and share a copy of the offer.

Remember, whilst we update our screens you’ll be 
reading as if you are the client. 
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Review your client’s offer (part 1 of 2)

Helping you accept your client’s product transfer

You must download the offer PDF before you can 
continue. 

Remember, whilst we update our screens you’ll be 
reading as if you are the client. 
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Review your client’s offer (part 2 of 2)

Helping you accept your client’s product transfer

Once the offer has been downloaded, the ‘Continue to 
Accept offer’ button will be available. 

Remember, whilst we update our screens you’ll be 
reading as if you are the client. 
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Accepting your client’s new deal (starting straightaway)

Helping you accept your client’s product transfer

You’ll see this screen if their new deal is lower than 
their current one. If you want to start their new deal 
straightaway, you’ll need to tick ‘Today’ and tick the 
boxes to confirm acceptance to the product transfer 
offer on behalf your client and click ‘Accept offer’.

Remember, whilst we update our screens you’ll be 
reading as if you are the client. 

IMPORTANT! If you choose to start their new deal 
straightaway, they won’t be able to change or cancel 
their deal. There’s no cooling off period.
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Accepting your client’s new deal (starting when current 
deal ends)
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Helping you accept your client’s product transfer

You’ll see this screen if their new deal is lower than 
their current one. If you want to start their new deal 
when their current deal ends, you’ll need to tick 
‘When either my current deal ends or the cut-off date 
for the new deal (whichever is sooner)’. and click 
‘Accept offer’.

Once you have confirmed their acceptance, if they 
wish to cancel or transfer to a new deal with 
Santander, you must ask for this at least 14 days 
before the confirmed start date. The new deal will 
be set up on their account to start when their current 
deal ends, which could be up to 4 months away.

Remember, whilst we update our screens you’ll be 
reading as if you are the client. 

When either my current deal ends or the cut-

off date for the new deal (whichever is 

sooner)
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Accepting your client’s new deal (multi loans)
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Helping you accept your client’s product transfer

If  the new rate is lower than the current one on any 
of the loan, you’ll get to choose when the new deal 
starts. If it’s not lower, or it’s currently on SVR, FoR or 
a lifetime tracker, you won't get to choose.

We’ll show you which loan(s) the switch now option 
applies to. 

If you choose to start their new deal straightaway, 
they won’t be able to change or cancel their deal. 
There’s no cooling off period.

For loans that aren’t eligible to switch straightaway 
we’ll show you the date the new deal will start. 

Regardless of whether the new deal starts 
straightaway or when the current deal ends. The end 
date of the new deal will be the same. 

Once you’ve clicked ‘ Accept offer’ this will confirm  
acceptance. 

You can change or cancel a pre-booked deal  as long 
as you do this at least 14 days before the confirmed 
start date. 

Remember, whilst we update our screens you’ll be 
reading as if you are the client. 
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Acceptance confirmed

Helping you accept your client’s product transfer

Once the deal has been accepted, we’ll 
send you and your client an email to 
confirm we’ve received the acceptance.

Once the transfer has been processed, 
we’ll send you both another email to 
confirm the date the new deal will start.

If the new deal starts in the future, we’ll 
send another email when it’s started. 
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