
Supporting  
Our Customers.
At Spicerhaart Corporate 
Sales, we look after our people 
so they can look after our 
clients, their colleagues and 
themselves. 

If the past year has taught 
us anything, it’s that family 
matters. Our business aims to 
create a culture of belonging 
and togetherness similar to a 
supportive family structure.

Our family values are:

• Consulted

• Valued

• Supported

• Engaged

• Rewarded

• Protected
 

The thinking behind this is — if we 
support our people internally by 
actively promoting this culture, we 
enable them to project these values 
onto others. This way of operating 
has never been more crucial. As we 
start to see the repercussions of the 
pandemic on the housing market, 
empathy and compassion are at 
the forefront of our minds when we 
deliver our services.

Spicerhaart’s Corporate Sales offers 
repossession services and asset 
management to corporate clients, 
effectively managing thousands 
of properties each year. When 
providing our services, we always 
consider the customer even when 
we have no involvement with 
them. We know that every decision 
we make positively or negatively 
impacts them. 

Repossession is always the route 
of last resort after the lender 
has exhausted all other options, 
including forbearance. When 
repossessions do happen, we carry 
them out with respect, care and 
compassion and always look for 
ways to support the customer.

80% of industry repossessions 
are straightforward. It’s usually the 
remaining 20% that prove to be 
more challenging. In these cases, 
our clients leverage Spicerhaart 
Corporate Sales’ expertise to 
resolve any issues. 

Our colleagues have years of 
experience when it comes to 
managing repossessions. When 
repossessing properties, we know 
what behavioural triggers to look 
out for—these help us recognise 
signs that highlight vulnerability 
characteristics. At the point of 
identifying a vulnerable person, 
we work closely with our clients to 
support the customer and put the 
necessary arrangements in place to 
deliver a positive customer outcome.

Welcome to the 
Spring issue of the 
Corporate Sales 
Newsletter

The year is already flying by, 
as we officially enter summer 
in just a few weeks’ time. 
However, for the property 
market a lot has already 
happened this year. In the 
latest issue of our newsletter, 
we look at the growth in our 
mortgage broker brand, 
examine the issues with fire 
safety in tower blocks, and 
share details of our part 
exchange services. 
Also read our predictions 
about what will happen in 
the property market for the 
remainder of this year. 
We hope you enjoy this issue!

Summer 2021

Corporate 
Newsletter

CORPORATE SALES

BE TRANSFORMED. INTELLIGENT ASSET MANAGEMENT.

Our Vulnerable  

Customer Policy states: 

The definition of vulnerability 

is people who require 

additional support to access 

services effectively, to make 

informed decisions and to 

maintain their maximum 

independence.
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Just Mortgages growing from strength to strength

Continued from page 1
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The pandemic has significantly 
affected society. It’s been a catalyst 
for marriage and financial difficulties. 
And, of course, we’ve lost loved 
ones. It’s no wonder that the 
number of people developing mental 
health problems is soaring. And, as 
repossessions rise due to mounting 
arrears, the likelihood is that we’ll be 
seeing more vulnerable people that 
need assistance. It’s reported that 
there are 27.7 million people in the UK 
who have vulnerability characteristics 
—a proportion of these will need our 
support in the future. 

Spicerhaart Corporate Sales are a 
safe pair of hands when managing 
client repossessions. We’re not driven 
by volume. In all cases, we’re driven 
by achieving the optimum result for 
the customer whilst protecting our 
client’s reputation in everything that 
we do.

When we speak to a customer, we remember BRUCE: 

B Behaviour and talking; lookout for the following: 

R Remembering; is the customer having difficulty remembering what 
you’re saying or have said. Are they having difficulty remembering 
details about their case, recent events or what they’ve said they’ll do? 

U Understanding; does the customer understand their situation and 
what you’re saying?

C Communication; is the customer able to communicate effectively? 

E Evaluate; is the customer able to weigh up what you have told them?

When a customer makes us aware of vulnerability or needs our support, 
we’ve trained our colleagues to think TEXAS:

T Thank the customer 

E Explain how the information should and will be used 

X eXplicit consent should be obtained 

A Ask the customer questions to obtain pertinent information 

S Signpost if internal/external specialist help is required.

At Just Mortgages – which is part 
of the Spicerhaart family - we know 
that it’s not just about mortgages: we 
offer our clients a service dedicated 
to their needs and requirements. 
Their journey should be one of 
simplicity, choice and expertise.

We believe our business is 
successful because people recognise 
we offer the ultimate mortgage 
services experience.

Here are some recent statistics:

•  Since the end of 2020, we’ve 
expanded our team from 460 
people to 530. That’s over 13% in 
five months.  

We believe this is because we 
prioritise our people and are focused 
on their development. It’s our aim 
to employ over 1,000 people within 
the next three years; and, we’re 
also hoping to have the first face to 
face academy of new independent 
financial advisors since the start of 
the pandemic in June this year.

•  We’re expecting our mortgage 
transactions to reach £5.6bn in 
2021, vs £3.2bn in 2020.

Market conditions mean our growth 
is accelerating faster than we ever 
thought imaginable.

Over the past year, people have 
started to evaluate how they’re living 
and working. Many people have had 
time to think about:

•  Their career paths

•  Where they want to live

•  Their financial circumstances

However, because of this mass life 
re-evaluation, the current market 
is experiencing lots of demand, 
but supply is limited. For example, 
family homes in certain regions are 
extremely popular. Take Cornwall 
and the Home Counties —people are 
snapping up properties as soon as 
they appear on the market.

Meanwhile, those who choose not 
to move because they can’t find the 
right property could opt for an equity 
release mortgage solution to live a 
particular lifestyle whilst staying in 
their current home.  

If you would like to speak to 
colleagues from our Just Mortgages 
team, please email  
info@justmortgages.co.uk

Our ‘Just Mortgages 
New Build service’ 

provides independent 
financial advice for 

would-be homebuyers 
in the new homes 

market.



Preparing you for what lies ahead

Three months have passed since our 
last newsletter, and we’re gradually 
starting to see the property market 
landscape change.

The past year has been 
extraordinary.

According to data from the Office 
for National Statistics, house prices 
have risen by 10.2% since last year.

At Spicerhaart Corporate Sales, 
in March we saw an average of 
26 viewings and ten offers across 
the residential properties we are 
managing which is far in excess of 
the usual averages. 

The demand for private rental 
property is at an all-time high, yet 
supply is low.

And whilst to some degree, this 
sounds positive, the furlough 
scheme and bounce back loans, 
brought about by the pandemic, are 
potentially masking the reality that 
lies ahead.

Some businesses could soon start to 
face economic pressure as financial 
support schemes finish, resulting 
in commercial premises becoming 
vacant. The end of the furlough 
scheme could impact redundancy 
levels and have a knock-on effect 
when it comes to mortgage and 
rental arrears.

Mortgage lenders and banks 
certainly shouldn’t go into panic 
mode, but they must act now and 
begin to understand the risk of an 
entire/or section of their portfolios.

Lenders generally assess the value 
of their security on a periodic basis, 
especially in relation to loans that 
aren’t performing, now could be the 
time to consider the frequency and 
type of review which is undertaken. 
Significant changes have happened 
recently. The pandemic and Brexit 
may have had a considerable 
impact on the valuation of your 
security, primarily on Commercial 
Premises at the minute. It could be 

that some pose a liability, and by 
having appropriate reviews it enables 
the lender to look at their loss 
provisioning. 

At Spicerhaart, we don’t just 
provide lenders with valuations of 
their portfolios. We take a unique 
approach and provide a holistic 
overview of the borrower and their 
circumstances. By looking at the 
broader picture, we’re able to 
pull together a report giving you 

a snapshot of the balance of risk. 
Getting your properties valued is the 
easy part. It’s the future-proofing that 
isn’t quite so straightforward.

That’s where we come in, and this is 
how we do it:

Our valuation reports cover 
properties that are in the following 
sectors:

•  Residential

•  Commercial

•  Buy to Let

Our central support team has years 
of knowledge and experience in 
developing these reports for financial 
institutions. All of the reports are 
bespoke and tailored to each of 
our client’s individual needs and 
requirements. We make sure that 

your report is user friendly and 
easily digestible. It’s a valuable 
tool that isn’t just another figure 
on a spreadsheet — it helps you 
accurately forecast any potential 
exposure.

Our reports can prove to be a 
valuable tool to understand the 
dynamics of the location, look at 
the risks of both the security and 
also the borrower’s business model 
whilst also consider opportunities 

for future growth. We undertake 
a detailed review focusing on the 
strengths and weaknesses of the 
security, the threats both in the short 
and also longer term, opportunities 
and also the weaknesses to enable 
you to formulate a rounded opinion 
and understand the valuation figure. 
The reports are a valuable tool that 
allows you to accurately forecast any 
potential exposure.

Right now, when it comes to risk 
management, having a partner you 
can trust who will steer you away 
from potential future threats isn’t just 
a nice to have; it’s essential.

corporate sales



Charting the property market
As expected, 2021 is proving to be an unpredictable year for the property market – here are some of 
the most interesting charts and statistics so far this year.

Mortgage possessions

Mortgage arrears

Outstanding credit card balances

Unsecured debt

Household debt

corporate sales

Quarter 1, 2021 
Homeowners - 190
Buy to Let - 180

Quarter 1, 2021
Homeowners - 74,850
Buy to Let - 5,400

Source: UK Finance, May 2021

Source: UK Finance, May 2021 

Source: The Money Charity, May 2021

Source: The Money Charity, May 2021

Source: The Money Charity, December 2020

-21.7% - change in outstanding credit 
card balances in year to March 2021.

£3,712 - total unsecured debt per UK 
adult in March 2021.

£61,345 - average total debt per UK 
household in March 2021. 

Number of possessions of first charge mortgaged properties.

Number of first charge mortgages in arrears of more than 2.5% 
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Pillings Predictions

corporate sales

As restrictions start to ease 
across the UK and the 
Government transition us out 
of lockdown, what are our 
predictions for the months 
ahead?

Will the property market bounce 
about in stormy weather, or is 
fair weather waiting for us on the 
horizon?

Just as the weather is 
unpredictable, so is the future of 
2021. Here’s my future forecast:

Property is in hot demand. 

Properties are more in demand 
than prime position sun 
loungers in a holiday resort. 
Prospective buyers are quickly 
laying down their metaphorical 
towels by paying a premium to 
organise viewings and make 
immediate offers to secure the 
property. 

Agents report that houses are 
selling before they’ve even 
reached the listing stage and for 
amounts well above the asking 
price. Viewings are becoming 
fully booked within minutes of the 
listing going live. 

We’re experiencing a buying 
frenzy at the moment —this is 
being driven by savings people 
have accrued during lockdown, 
changes to working patterns 
and the flexibility of home 
working. Being close to an office 
is being pushed down the list 
of requirements when it comes 
to purchasing a property. The 
current low interest rate and 
the availability of low-interest 
mortgage rate products are also 
fuelling demand. 

In the short term, we don’t see 
this changing even after the 
stamp duty holiday tapers out 
from June. The rush to complete 
transactions will result in a drop 
in demand. And, we estimate 
this drop to be around 10% as 
we head into summer. We’re 
expecting temperatures to 
mellow with a degree of normality 
anticipated to return in Q4. It’s 
also likely that we’ll return to a 
market similar to that of 2019’s 
Q4. 

High pressure is moving in.

Property prices have risen 
significantly over the last year, 
with the Office of National 
Statistics House Price index 
recording an annual increase of 
10.2% compared to the same 
time last year. 

We’re expecting prices to 
continue increasing in the short 
term driven by the reasons we 
mentioned earlier, but taper off 
slightly with marginal reductions 
in Q4 later this year. We’re 
forecasting that there will be an 
overall increase of 8% across the 
year. 

The housing market has 
outperformed even the most 
optimistic commentator over the 
last 12 months. Demand is far 
outstripping supply. However, 
as more houses such as rental 
properties that landlords secure 
possession of, forced sale 
properties and sales due to 
people reassessing their finances 
(post furlough) become available, 
we should see an increase in 
supply, creating a calmer, more 
balanced market.

Low-pressure building in the 
rental market

We’re expecting unemployment 
rates to rise when the furlough 
scheme ends. With a significant 
number of furloughed employees 
living in private rental properties, 
we could see a spike in rental 
arrears. 

For the remainder of this 
year, we’re forecasting that 
repossessions will remain low, 
far below the level predicted by 
UK Finance. However, the court 
system will come under strain, 
predominantly from landlords 
securing vacant possession, 
especially when repossessions 
can restart at the end of May. 
We’re forecasting that things 
could get stormy in the rental 
market throughout 2022 as 
possession numbers start to 
climb.

So, we’ll be watching the 
barometer very closely as we 
move through the next six 
months. We’re not forecasting 
considerable changes to the 
market, and we’ll likely see much 
of the same activity for the rest of 
the year. Our eyes are set firmly 
on 2022.  

Mark Pilling  
Managing Director of 
Spicerhaart Corporate Sales



Part Exchange 
& Assisted Move 
– keeping the 
new build market 
moving

corporate sales

Spicerhaart Part Exchange & Assisted 
Move team acts for housebuilders 
across the whole of the UK helping 
them to sell new build properties 
more quickly and easily. As we move 
through the current property climate 
the need to diversify services offered 
for developers continues to increase. 
Thinking ‘outside the box’ to ensure 
capturing all niches of the market has 
become something that all developers 
need to consider in order to compete 
in the current market. Part Exchange 
(PX) and Assisted Move (AM) can help 
housebuilders stand out ahead of the 
competition and via any one of our 
four PX & AM services we can assist 
the customer in reserving their new 
build home, regardless of whether 
they have an existing property to sell 
or not. 

With the stamp duty holiday due to 
be tapered out between June and 
September, housebuilders need 
to cover all bases and be assured 
that they are still in a position to 
offer incentives to the second time 
buyer market. Via both our group 
agency, multi-agency and funded PX 
propositions we can actively assist 
housebuilders in continuing to achieve 
reservations across their sites. 

Many of our developer clients 
recognise that purchasers need to 
be in a position to move forward 
immediately. Likewise second time 
buyers can often get caught up in 
slow-moving chains or fall victim to 
a chain collapse. In order to benefit 
both housebuilders to achieve 
secured interest via reservation and 
to incentivise the potential buyer to 
commit and be in a position to move 
forward, Spicerhaart PX & AM offer 
the following services:

•  Part Exchange

For developers and housebuilders 
who can fund their own part 
exchange scheme, we provide 
comprehensive appraisals and carry 
out all necessary due diligence via 
both our Valuers and dedicated PX 
and AM specialist. Each instruction 
is managed by our dedicated team 
ensuring the housebuilder is fully 
up to date with all activity and 
recommendations.

•  Assisted Move

This scheme is used for potential 
buyers of new build homes who are 
dependent upon selling an existing 
home to fund, or part-fund, their new 
build purchase however don’t meet 
the criteria for a part exchange. As 
with the PX we provide the valuations, 
updates, dedicated sales progression 
and manage the sales process to 
maximise every opportunity ensuring 
the onward sale within the agreed 
timeframe is achieved. Our Assisted 
Move schemes can be tailored to 
suit a housebuilders requirements via 
either our Group agency of Multi-
agency service. 

•  Funded Part Exchange

The Funded PX scheme is an 
innovative solution for housebuilders 
and developers who do not run their 
own part exchange scheme and 
is ideal for customers who do not 
fit the required criteria needed. We 
work with many specialist providers, 
ensuring we are always in a position 
to facilitate the purchase of any 
property, at any value, anywhere in 
the country.

Our experienced PX & AM teams 
based in Sheffield and Blackpool 
work closely with clients to provide a 
seamless sales process keeping them 
updated every step of the way. We 
pride ourselves on the services we 
offer. Quality customer service and 
developing relationships with longevity 
in mind has and will always be our 
aim. 

Our objective is to structure part 
exchange and assisted move deals 
that work – for both housebuilders 
and customers alike. Transparency, 
attention to detail and affecting the 
best possible result for all involved is 
key. 

We are delighted to announce that 
as we move into Q3 this year we 
will be extending our services to 
support corporate clients, including 
LPA Receivers. We will manage all 
aspects of an instruction and act as 
the conduit for all instructions into 
our branch network throughout the 
UK. This approach will ensure that 
all properties are handled seamlessly 
from instruction through to completion 
of a sale, including meeting each 
client’s reporting requirements. 

If you want to speak to Lindsay Storey 
at your convenience please email her 
at: px-am@spicerhaart.co.uk   
and hear about our exciting plans. 

Turn to page 8 
to meet Andy, one 

of our Part Exchange 
managers and learn more 

about how our part 
exchange services 

work



The cladding crisis and the impact on customers
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At Spicerhaart Corporate Sales, we 
take an empathetic approach to all 
aspects of our work. As it stands, 
the guidance around how to deal 
with unsafe cladding on buildings 
remains unclear. We’re working to 
keep abreast of any changing require-
ments, making sure that we’re able 
to give our clients clear guidance so 
that they, in turn, can support their 
leaseholders who may be affected by 
this difficult issue. 

A human issue

The uncertainty is unsettling for those 
leaseholders who are yet to have the 
building’s safety determined by an 
inspection and EWS1 form. Many are 
facing additional expenditure to fund 
waking watchmen and increased 
insurance costs. Meanwhile, those 
leaseholders who have had the build-
ing assessed and now need to fund 
remedial works to make the building 
safe, face a huge increase in service 
charges to do so unless they can se-
cure funding from the Government’s 
building safety fund.

As the cladding crisis develops, we’re 
hearing real-life stories about how this 
is affecting leaseholders. There are 
numerous reports that detail people 
putting off plans to start a family or 
unable to move in with a partner. A 
typical story – a pregnant woman is 
desperate to move to a larger house 
but can’t because her flat is not 
attracting prospective purchasers and 
the values are falling. To add insult to 
injury, her fixed-rate mortgage period 
will soon end, meaning payments 
may increase. It’s unlikely that she’ll 
be able to re-mortgage with another 
mortgage provider because who will 
take on the risk of a property where 
there is no EWS1 available?

This is now a human issue with nu-
merous stories of hardship and we’ll 
do all we can to support our clients to 
make sure the customer gets the best 
outcome in these situations. 

We’re here to do a job

We’re not here to point the finger or 
offer our opinion on this crisis. We’re 
here to guide our clients so that they 

can support their vulnerable lease-
holders. 

We’re monitoring the situation closely. 
The RICS Guidance Note - Valuation 
of properties in multi-storey, mul-
ti-occupancy residential buildings 
with cladding is welcomed by most 
lenders. It will mean that more flats in 
blocks below 18m will no longer re-
quire an EWS1. However we have to 
be realistic and accept that fewer flats 
over 18m will be taken out of scope 
as a result of the RICS guidance. 

The Fire Industry Association (FIA) 
has introduced a portal where EWS1 
forms can be submitted and retrieved 
— this is a valuable tool that helps us 
to monitor if a EWS1 form has been 
completed and adds transparency to 
the process. Currently there is limited 
uptake for the portal, but as this 
develops it will streamline the process 
and give comfort about the legitimacy 
of the EWS1 form.

Looking ahead to future challenges, 
it may become more common to see 
lenders taking steps to help with debt 
recovery. Whilst this is an action that 
all parties will want to avoid, it may be 
inevitable. We’ll make it a priority of 
ours to continue the work we do to 
support our clients and their vulnera-
ble property owners. As we discuss in 
the ‘Valuing our customers’ article on 
page 1, we have years of experience 
when it comes to supporting people 
who may be affected by mental and 
physical health issues and associated 
housing issues. 

There are no short term solutions to 
this issue. The causes are complex 
and the remediation costs are eye 
watering.  All we can do right now is 
keep you all updated and continue to 
offer appropriate support to our cli-
ents and their customers on an issue 
that is still unfolding. 



Our people — at the (Spicer) haart of the business
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Spicerhaart Corporate Sales
5 Skyways Commercial Centre
Blackpool Business Park 
Amy Johnson Way, Blackpool FY4 3RS

Main Reception: 01253 603000
Fax: 01253 603031
E: CorporateSales@spicerhaart.co.uk

If you are interested in talking to us about any of the services 
we can offer our corporate clients, please do get in touch.

Our employees are committed 
to providing you, our clients, 
with exceptional service. Their 
dedication to delivering the best 
outcome for our business and yours 
has never been more apparent.
We’d like you to get to know them 
better.
Introducing Andy Ling, Assistant 
National Sales Manager for Part 
Exchange and Assisted Move
We talked about Andy’s role at 
Spicerhaart and his passion for string 
instruments!
Tell us about your role at Part 
Exchange and Assisted Move
So, my role covers various brands 
in the UK, including Darlows 
(South Wales), Butters John Bee 
(Staffordshire) and haart (South 
West and Suffolk areas). Working 
with the branches in these regions 
we help speed up the sales process 
for housebuilders by managing the 
sale of properties under their Part 
Exchange & Assisted Move schemes.
I’ve been a part of the Spicerhaart 
team since 2015. The great thing 
about this business is they care 
about professional development.
I’ve always had an interest in the 
property market, and when I joined 
Spicerhaart, I transferred skills from 
previous employment to the role, 
along with starting in a Trainee role 
and working my way up. 

I’m grateful to have been allowed 
to grow into a junior managerial role 
here.
What was it like working during the 
pandemic?
The transition to remote working was 
relatively straightforward, and the 
business fully supported the process.
It is interesting to see how my ability 
to maintain working relationships 
has been built upon with the use of 
other tools, such as Zoom calls. It 
is something that as a department, 
we will likely be keeping as a way 
of business to business relationship 
maintenance. Telephone and email 
based relationship building is 
useful, however being able to put 
a face to the name and voice really 
strengthens the foundations. 
Although I’m based at our Sheffield 
office, I communicated with my 
clients predominantly via telephone 
and email. Yet over the last year, 
I’ve taken advantage of Zoom. It 
helps to build rapport when you 
can see the other person. I think 
this communication technique is 
something I’ll be sticking with long-
term.
That’s great! What does a typical 
week look like in your shoes?
Typically, I begin the week with 
booking in any valuation requests 
that have been received. In addition 
to this, I am also on hand for 
branches reporting offers on existing 
properties and updating any viewing 
feedback to clients. Valuations 
take high priority and the aim is to 
have them all booked in as soon as 
possible, with a view to returning 
to clients within 24hrs of the 
appointment. 
Our office is set up to be a single 
point of contact for our clients, 

meaning that they do not have 
to manage multiple branch 
relationships. In the same respect, 
the team and I provide a single 
point of contact for our branches 
too. Much of my week is spent 
maintaining these relationships 
with both clients and our branches 
by way of check ins with viewing 
updates. However, included in my 
role is on going team training and 
development. 
What would you say are the 
benefits of using the Spicerhaart 
Part Exchange and Assisted Move 
services?
The team and I have worked 
hard to develop relationships with 
existing and new clients in the 
regions covered by our group 
branches. Naturally, this aligns with 
development of relationships with 
colleagues in our branches. Without 
our team, housebuilders would have 
to approach branches directly, and 
any updates would be from each 
individual branch, rather than from 
the one point of contact team that 
prioritises their work.
The team here manage the full 
process, from valuation stage right 
through to exchange of contracts 
and completion. We cover the group 
branch network so that the seamless 
service continues right through the 
transaction.  
Tell us about the Andy that exists 
outside of work
I’m the principal viola player for an 
orchestra in Sheffield.
We usually perform at concerts and 
other events such as weddings 
throughout the year, but Covid 
has stopped that. I’m not a fan of 
‘virtual’ rehearsals, so I can’t wait to 
start practising with the rest of the 
orchestra in person.  
I learned to play violin at primary 
school and viola at a music school, 
and I am continually learning and 
developing the skill now!


