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FUTURE-PROOFyour business

Using social media 
positively 
during the COVID-19 
pandemic
Turn to page 16

Has there ever been a 
better time 
to contact your 
customers?
Turn to page 6



WELCOME...
In these uncertain times we are all learning how to do things differently. But despite all of our teams now working 
remotely we are still here for our members and are still offering the same unrivalled level of support that you are used 
to, albeit in a slightly different way. 

Communication is key right now. A key message for the network in 2020, and it has, and will continue to be, for 
some time. You'll no doubt be looking outside the box for ways to stay in touch with your clients and provide them 
the same level of service you always have. Turn to page 6, where Amanda uncovers some ways to do so.

Social media is a great way to stay in touch with your customers and quickly share updates. Our marketing team are 
constantly adding to our social media library and recently issued a new guide on how to get the most out of social 
media, turn to page 16 to find out more.

For ideas and best practice from other members around the network, reach out to your Regional Account Manager or 
contact our teams for help and support. Visit page 23 for a reminder of your key contacts. 

If you're considering equity release as an additional income revenue stream, More2Life and Pure Retirement provide 
their take on the importance of adaptability in changeable times and how equity release could be the answer for 
many of your clients. Don't forget, alternatively, you can refer equity release business in-house, earning yourself 50% 
commission whilst supporting the network.

Now is a great time to get ahead of the competition and kick start your Estate Planning business whilst the demand
is so incredibly high. Have you had a look at our will-writing software from The Right Will? Our software allows 
remote instruction taking and electronic signatures, meaning the process is entirely paperless until we post your 
client's completed legal documents. Turn to page 13 to find out more or contact the team direct on 01564 732 740.

We're the only network with an in-house private medical insurance proposition and we have a range of negotiated
provider exclusives from providers such as Aviva, Bupa, AXA, Vitality, The Exeter and more, to help you offer the 
most suitable product for your clients. With the NHS under so much pressure at the moment, now could be a good 
opportunity to discuss private medical insurance with your clients. Turn to page 20 to find out more.

We have a desire to work and serve, in partnership with our members to help your business as much as possible 
during this pandemic, and will continue to do so, long after it.

So, from all of us at The Right Mortgage, we hope you and your families are all keeping safe and well. 

Kind regards

Martin Wilson

CEO

The Right Mortgage & Protection Network is a trading style of The Right Mortgage Ltd, which is authorised and regulated by the Financial 
Conduct Authority. Registered in England and Wales. No. 08130498 

Registered Office: St Johns Court, 70 St Johns Close, Knowle, Solihull, B93 0NH
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COVID-19 support hub; future-proof your business 

Our brand-new support hub is dedicated to helping you future-proof 
your business. The hub is aimed at helping your business stand out from 
the crowd during these somewhat surreal times and we are committed 
to providing you with valuable content (that you can share with your 
clients, via email, post or social media), as well as sales ideas and useful 
reminders to help your business over the coming weeks and months. We 
have worked to provide you with all of the latest lender and provider 
updates, as well as sales aids, customer facing templates and relevant 
government information  - all in one place. As always, our ever-expanding 
marketing library is also available 24/7 so be sure to make use of these 
excellent resources. The page is updated regularly with emails sent out to 
you with the latest additions. 

Turn to page 18 to find out more or visit: bit.ly/trmfpybhub

With so much change in the industry 
over the past few months, it's 
important that your business does 
not stand still. As a network we 
certainly haven't, recognising the 
need to work even more closely with 
our technology partners to ensure 
we provide our members with access 
to the tools you need to keep close 
to your customers. 

In the current environment, 
connecting with your clients has 
never been so important and 
product transfers will play a key 
part in how advisers cope with the 
loss of purchase mortgage in this 
climate. In April, we were delighted 
to introduce our new remortgage 
savings module within The Key, 
which will automatically process 
and contact your clients about 
remortgage opportunities, providing 
them with an indicative quote.

To further support members with 
conducting business seamlessly, we 
are also delivering regular webinars 
in place of our face to face training 
events, as well as ensuring you are 
making the most of the technology 
the network offers. You can watch 
all our webinars, on demand here: 
bit.ly/trmwebinars

Kind regards

Adam Stretton 

MD
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Fraudsters don’t stand still, and the digital 
revolution has enabled them to move 
more quickly than ever.

Brokers are naturally focused on advising 
clients and arranging mortgages, so 
keeping up to speed with anti-fraud 
measures can sometimes feel like 
unwelcome admin. 

But given the enormous impact a 
mortgage fraud could have on a 
brokerage business and its reputation, 
keeping up to date is essential.

The latest figures from fraud prevention 
service CIFAS show that mortgage fraud 
increased by 5% in the first half of 2019, 
with 13% of British adults believing it’s 
reasonable to lie about their income on 
their mortgage application.

That’s why it pays to protect your business 
and your clients by having tight processes 
in place.

But what are the main mortgage-related 
frauds you need to be aware of?

Individual fraud
Mortgage fraud is often committed by 
individuals who want to inflate their 
income to get a larger mortgage.

They might provide you with false or 
altered documents – such as bank 
statements or payslips – in support of 
their mortgage application. 

CIFAS said that fraud by production of 
a false document increased by 14% last 
year and fraud by submitting altered 
documents increased by 32%. 

Back-door buy-to-let is another well-
known individual fraud where the 
buyer pretends to be a landlord to 
avoid scrutiny of their personal income, 
despite intending to live in the property 
themselves. This may be driven by the 
borrower or in some cases, unscrupulous 
financial advisers.

Criminal gangs
Mortgage fraud can also be perpetrated 
by criminal gangs, who are often working 
with a corrupt third party, such as a 
solicitor, accountant or valuer.

They might over-value a property, 
for example, take out more than one 
mortgage on a property, or even take out 
mortgages in the name of people whose 
identity they have stolen. 

Last year we also saw high-profile 
instances of criminal gangs cloning lender 
websites in order to impersonate them, 
as well as creating fake lender email 
accounts. These can look very realistic 
but checking the URL is one way to tell 
them apart from the real thing.

Conveyancing fraud
Conveyancing fraud is an ‘Authorised 
Push Payment’ (APP) scam, where the 
borrower is tricked into authorising 
the transfer of money from their bank 
account to the fraudsters.

The fraudster pretends to be your client’s 
solicitor, by hacking into their email 
chains.

According to Action Fraud they wait for 
the right time (usually on completion day) 
to send a fake email that bank account 
details have changed and that money 
should be put into a different account. 

The purchaser then transfers the sum of 
money into the new bank account, which 
is controlled by the fraudster, leaving the 
solicitor or client at a huge financial loss.

Protect yourself and your clients
Having robust anti-fraud measures in 
place for your business is, of course, a 
requirement for compliance purposes, 
but it’s much more than that. It’s about 
protecting your clients, your business and 
your professional reputation. 

Fighting fraud is essential for any broker. 
So, where do you start?

1. Know the rules. There are certain 
measures brokers are obliged to 
take as part of giving authorised 
mortgage advice, including checking 
ID, reporting concerns about fraud 
and record-keeping. The regulator’s 
website is a great source of 
information, particularly its Guide to 
Financial Crime.

2. Seek support. If you’re an Appointed 
Representative, your network will 
be your next port of call for help 
in tackling fraud. They will have 
compliance experts to answer your 
questions and help you put robust 
process in place.

3. Choose partners wisely. Do due 
diligence on any business partners 
before taking or giving referrals. 
Where did you hear about them? Do 
you have mutual contacts who work 
with them, and have you checked 
their credentials with regulators or 
trade bodies?

4. Double check applications. If your 
client states a salary or a property 
value that doesn’t sound right, 
check it out with a bit of research 
– any property portal will give you 
a rough guide to average values. 
And of course, make sure you cross-
reference the evidence they provide 
(such as payslips) with what’s stated 
on their application form.

5. Warn clients to be vigilant. It won’t 
take long to explain conveyancing 
fraud to your clients, and they will 
thank you for it. Even if it means 
they spend an extra few minutes 
double-checking the bank details 
when they come to transfer their 
deposit, at least they know it’s going 
to the right place. Tell them never to 
be afraid to question the authenticity 
of an email from you, their solicitor 
or anyone in the purchase process.

Don’t fall victim to fraudsters because you aren’t up to 
date with their latest scams, says Sarah Green, Director of 
Intermediary Mortgages at Virgin Money.

FACING UP TO FRAUD

Sarah Green

Head of Intermediary Mortgages

Virgin Money

Now more than ever, sales people need to be focused on hunting out business and 

optimising their advertising and web presence, not wasting valuable time on admin. 

Use our in-house admin service to support your growing business needs without the  

worries of overheads and redundancies. 

01564 732 744 

admin@therightmortgage.co.uk

Access our in-house admin service 

to support your business without 

the worry of redundancies



In this month’s magazine, I thought, 
do we discuss the C-word? (The new 
C-word, not cancer). We’ve all been 
bombarded with everything regarding 
everything. So, instead, I will take 
this opportunity to say some of us 
have been in similar situations, and 
we all came out the other side.  

We realised this at the Wilson 
household, after we recently watched 
“The Big Short” which tells the story 
of the mounting problems in the US 
housing and mortgage markets that 
preceded the GFC. Obviously, I am 
too young to remember the knock-
on effect, not only in the USA but 
the UK as well! But Martin told me 
about it.

That was a time of real doom and 
despair; no one knew how we, as an 
industry which was directly affected 
by the liquidity of the whole situation, 
were ever going to get out of that 
slump, but do you know what? we 
did!

Let’s actually take the time to 
consider, could this be a perfect 
opportunity to understand how you 
can make your business better than 
it was before? Incorporating more 
virtual appointments, we have found 
some fantastic software for non-face 
to face meetings, just remember that 
everyone can still see you, of course 
(so make sure you put clothes on!) 
and also of course using the ‘client 
portal’ within The Key.

Has there ever been a better time 
to contact your customers?

Now is a great time to bring forward 
your mortgage reviews, with everyone 
sat at home during the day receptive 
to a chat; don’t wait until the three-
month point (or even later); bring 
them forward now. The lenders 
won’t have time, for a change, as 
they are dealing with the mounting 
pile of mortgage payment holidays. 
Try incorporating the “I have asked 
your lender to contact you” sales aid. 
Explain you are aiming a new service 
at securing their money; now adding 
even more convincingly that you 
never know what might happen.

Has there ever been a better time 
to contact your customers?

Amanda Wilson | Director | The Right Mortgage & Protection Network

Some lenders will let you swap 
the rates early without penalty 
and explain that’s just part of your 
ongoing service. You can also discuss 
the value of property today as 
opposed to a potential downturn and 
reducing bank base rates, but lost on 
the public, was this crucial piece of 
financial news.

Could now be a great time to save 
clients real money? And not only this, 
but further prove your worth as their 
adviser.

Now, how about my favourite subject 
in the world — Martin? OK second 
favourite subject, life insurance. 
Surely people now realise how 
important it is to cover themselves 
and their income or at the very least 
any debt they have. If not, you must 
remind them — highlight this very 
situation.  

As a team, we sat down and thought, 
what are the first things people 
become worried about? Money, SSP 
wasn’t going to be enough… Every 
self-employed person or business 
must be thinking, how can I pay my 
bills? And how am I going to carry 
on earning an income? We know 
this because that’s what we are all 
thinking. 

Now is the time to consider how many 
of your clients are self-employed 
or own a business. You need to be 
speaking to them now about what 
they would do if themselves or an 
essential team member couldn’t 
continue working; whether that’s 
by illness, accident, or loss of life. 
Hopefully the government has come 
to their rescue this time but what 
about next time?

Another element to consider is that 
everyone wants to know if they 
get furloughed, how much will they 
actually receive? One of my friends 
accepted the reasoning for being 
furloughed but was less than happy 
at it only being at 80%, and her 
employer wouldn’t make up the 
difference. I thought 'I wonder how 
much income protection you have at 
the moment?'

While it can all feel like doom and 
gloom, I’ve had more friends ask 
me about life cover and income 
protection than ever before. And the 
good news is, I don’t have to leave 
my house to talk to them, all I had to 
do was turn on the video through the 
client portal and learn it!

Use this time to stay in, stay safe, 
sit back and wait, enjoy the time, 
revaluate, and plan.   
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"One of my friends accepted the 
reasoning for being furloughed but 
was less than happy at it only being 
at 80%, and her employer wouldn’t 
make up the difference. I thought I 
wonder how much income protection 
you have at the moment?"



Earn up to 50% commission
while you relax, with our in-house 
referral service

If you have clients in need of any products that you don’t sell, you can refer them to us and 
earn up to 50% of the commission.

When you refer, we will:

• Contact your client within 24 hours of the referral
• Provide you with a fortnightly progress report

Simply complete our online form, which you can find on the networks adviser site:

rightmortgageadviser.com/refer

Want to know more?

Call the team on 01564 791 116 or email refer@therightmortgage.co.uk

What changes will you make
to your business?

Nicola Ventrella | Operations Director | The Right Mortgage & Protection Network
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It’s hard to believe that at the time 
of writing we are in week six of 
lockdown and Zoom, Microsoft Teams 
and WhatsApp are the preferred ways 
that we now communicate with each 
other. 

The changes came quickly for us all. 
But with talks of an exit strategy on 
the horizon, my mind is firmly fixated 
on what I’d like to change going 
forward - and what I’d like to remain 
firmly in the past - before the virus 
hit.

What changes will you make to 
your business?

Let's say most people start 
(tentatively) to get back to work 
sometime in June. If you were to 
draw up a timeline now, a business 
plan of what you'd need to achieve 
before the end of 2020, what would 
it look like? How much business 
would you need to bring in? And how 
quickly would you have to turn that 
promise into customer commitment? 
If you're wondering how on earth you 
are going to get going again when 
this all blows over - you have a 
choice. 

A large percentage of people will 
decide to simply wait and let things 
fall back into place - and when 
everything gets going again, they'll 
start thinking about uncovering a bit 
of new business.

But there will be others who will 
have their feet ready in the starting 
blocks before that countdown begins. 
In a couple of months’ time, there's 

going to be a massive gulf between 
those who prepared when they had 
a chance to - and those who didn't.
 
So, for everyone who wants to hit 
the ground running, here’s three 
questions to ask yourself NOW. 

Number one: What’s your annual 
target? 

You need to have a target. You need 
to have clear direction as to where 
you want your business to go. 

Number two: How much time do 
you actually have? 

How many days are available to you, 
to actually achieve your target? If you 
know you take holidays, have other 
commitments, spend time with your 
kids etc. deduct that time and work 
out how much time you have to 
commit. 

Number three: How big does each 
opportunity need to be? 

What’s an average customer size? 
How can you maximise this?

Give these questions some thought. 
And don’t answer “it depends” to any 
of the above! You must be clear in 
order to work out:

• How many customers do you 
need to see;

• How many do you need to 
convert;

• The size or opportunity of a 
customer.

Many people spend the RIGHT amount 
of time, but in all the WRONG places. 
You all work so hard, but sometimes 
if your ladder’s up against the wrong 
wall it doesn’t matter how high you 
climb. By doing this simple exercise, 
you can ensure that once this is all 
over (and it will be), you will spend 
the RIGHT amount of time in the 
RIGHT places. 

Now is the time, while things are 
quieter, to be working on your 
business. This is the ideal time to 
overhaul your marketing strategy and 
lay the foundations which will ensure 
that, when we come out the other 
side of this, you are in the strongest 
possible position to capitalise on the 
upturn in demand.
 



Who are SMEs talking to about their 
protection needs?

One of the key questions we asked in 
our survey, was ‘who has discussed 
or recommended that your business 
take out business protection?’ And 
rather worryingly over half of the 
respondents (52%), which equates 
to around three million SMEs3 
said that no one has discussed or 
recommended that the business 
takes out this insurance. 18% of 
respondents said they’d spoken to 
their accountant or legal adviser and 
just 10% had spoken to an actual 
financial adviser!

But what’s the solution? Again, 
I’m afraid I don’t have a definitive 
answer. I do know that our research 
told us that ‘previous experience’ 
and ‘recommendations’ play an 
important role. And that 15% of 
respondents with business protection 
were prompted to take out a plan 
after speaking to a financial adviser. 
Talking to more of these types of 
clients is a start, but how do you do 
this?

You may already have some business 
owners in your client bank - if they 
have personal protection in place, it 
may be an idea to talk to them about 
protecting their business too. And as 
a financial adviser you’re more than 
likely to be an SME yourself so why 
not join a trade body (if you’ve not 

already done so) and offer to present 
on this topic? There are other ways 
too, such as referrals from some 
of the professional connections 
mentioned above.

Business protection – the 
opportunity

The rewards for you as an adviser, 
talking about and selling more 
business protection could be 
financially beneficial. At Royal 
London, in 2019, our average annual 
premium for a Personal Menu Plan 
was £385, while the average for a 
Business Menu Plan was £1,305. 
So about one business protection 
sale equates to around 3.5 personal 
protection sales. Plus, with business 
protection there’s more opportunities 
for repeat business due to say 
structure changes or expansion plans.
So, if you have a business owner 
in your client bank, make it a point 
to talk to them about business 
protection – make sure they’ve got 
the right plans in place to protect 
their business should something go 
wrong. We have lots of tools and 
information on our website that 
can help - adviser.royallondon.com/
protection/tools

Alternatively, if you want to learn 
more about business protection, 
watching our webinar ‘introduction to 
business protection’ will count towards 
your CPD. adviser.royallondon.com/
protectioncpd

Note: All figures, unless otherwise 
stated, are from YouGov Plc.  
Total sample size was 748 adults. 
Fieldwork was undertaken between 
28th October - 1st November 2019.  
The survey was carried out online. 
The figures have been weighted and 
are representative of British business 
size.

Sources: 
1National Statistics – Business population 
estimates for the UK and the regions 2019 
(October 2019)
2Swiss Re Protect Association Term & Health 
Watch 2019 (July 2019)
3The Business population estimates for the UK 
and the regions 2019 reports there are 5.9 
million SMEs in the UK. Percentages from the 
YouGov survey have been equated into real 
term figures. Royal London has calculated 
these figures by removing Northern Ireland’s 
business population to equate to British figures 
and extrapolating the number of SMEs from 
a percentage of the 5,776,000 SMEs in the 
British business population. All calculations of 
real term figures are estimations.
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The number of private sector 
businesses in the UK at the start of 
2019 was 5.9 million. Over 99% of 
these businesses (5.85 million) are 
small to medium sized enterprises, 
companies with less than 249 
employees – SMEs for short. Since 
2018, the amount of businesses in 
the UK has grown by 3.5%. And if 
we go back even further to 2000, 
there’s been an overall increase of 
over two thirds (69%). That’s another 
2.4 million businesses in just under 
20 years1.

If we look at this from a protection 
point of view - has there been a 69% 
increase in the amount of business 
protection sales since the start of the 
20th century? Unfortunately, I can’t 
find that answer. However, according 
to the latest Swiss Re protection 
term watch report, there was a total 
of 21,477 new business protection 
policies sold in 2018. This was an 
increase of 1.4% on the previous 
year2. This doesn’t feel like much of 
an increase, especially given the rise 
in the SME population.

Without the right protection, SMEs 
are in danger of going bust

To better understand SMEs and their 
understanding of business protection 
- how important they think it is 
and where they get their financial 
advice from, we asked several SMEs 
to complete an online survey - we 
received 748 responses and our 
findings are quite worrying.

For example, 78% of SMEs have at 
least one business protection product. 
Yes, that’s a high percentage, but it 
does include protection products 
such as professional indemnity 
insurance, property and vehicle 
insurance. When we focused on 
business protection covers for staff 
and owners such as key person, 
shareholder or loan protection the 
figures dropped dramatically - to just 
22%, or around 1 in 5 having at least 
one of these.

Why such a low uptake? Don’t they 
think it’s important? They do, well 
more do, as just under half of those 
who were aware of these types of 
insurance thought it was important 
to have key person protection (44%) 
and one third (33%) thought it was 

important to have shareholder or 
partnership protection.

There could be a perception that 
businesses treat their people like 
machines that never break down, 
but unfortunately, they do, and the 
impact can be devastating for a small 
business – much worse than say a 
computer breaking down, which is 
much easier to replace. For example, 
what would happen if a key employee 
who’s integral to the success of that 
business was to die or a shareholder 
was to suffer a critical illness and 
wanted to retire and sell their share 
of the business. Would the remaining 
shareholder(s) have the funds to buy 
them out? Business protection covers 
these types of events by providing 
funds to help that business cope at 
what would be a very troubling time.

The amount of businesses in the UK is at an all-time 
high – nearly 6 million at the last count. But our research 
suggests that many of these businesses don’t have enough 
business protection in place. Are they getting the right 
financial advice? 

ARE SMES REALLY PROTECTING 
THEIR BUSINESSES?

Simon Halifax 

Senior Marketing Consultant

Royal London

"There could be a perception that 
businesses treat their people like 
machines that never break down, 
but unfortunately, they do, and the 
impact can be devastating for a 
small business – much worse than 
say a computer breaking down"
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We’re living in unprecedented times, 
lockdown is in affect and we all have 
a responsibility to ensure a level of 
social-distancing. This isn’t something 
that can be ignored, particularly due 
to the clients within our sector, who 
by the very nature of the business 
unfortunately do fall into a high risk 
category.  

So what changes does this pose to 
our day-to-day? Well besides working 
from home now being the norm, The 
Equity Release Council has actively 
encouraged IFAs to provide only 
remote advice such as over video 
call or telephone. Additionally we’re 
seeing an ongoing discussion on 
the changing legal process and how 
advice is delivered in that arena, so 
as not to invite any undue risk but 
also ensure business continues on 
through these unusual circumstances. 

However arguably the largest hurdle 
we’ve faced is how to deal with the 
requirements of a valuation. For 
example, advice, both financial and 
legal is continuing, but there is an 
unavoidable need to obtain a report 
on the intended security property. 
How do we determine the value of 
someone’s home when a home visit 
is impossible?

This isn’t something completely 
foreign to the mortgage market as 
a whole, in fact desktop valuations 
offer a quick solution and have grown 
in frequency over the last few years, 
particularly in the residential market. 
These permit the lender to obtain a 
comprehensive report from a local 
surveyor without the need for a site 
visit, allowing the swift progress 

of more time sensitive cases. In 
conjunction with our valuation 
partner, e.surv, we are able to 
offer an additional level of valuation 
insight through what’s called a ‘semi-
automated valuation’.

So how do they work? Simply put, very 
similar to a home visit. The surveyor 
will have access to comparable sales 
data on your client’s local area, as 
well as their own knowledge. They 
will coordinate their report down to 
the accurate latitude and longitude, 
with added functionality of the land 
registry, being able to pull through 
the plan of the property’s boundary. 
As you would expect, there is also a 
considerable amount of information 
drawn from satellite data, street view 
and other public sources.  

It is important to remember these 
valuations are still held to the same 
standards; it is a RCIS qualified 
surveyor taking their wealth of 
knowledge on the local market and 
supporting data to produce the best 
report available at this time.

As such, more2life has moved to a 
remote, semi-automated valuation 
process with our surveying partner 

E.surv across much of its range with 
immediate effect. Thanks to their 
vast distribution and coverage of the 
country, we are able to confidently 
offer an answer to the problem the 
market is currently facing. This is 
particularly complementary to our 
fastpath portal which can function 
completely remotely, allowing 
advisers to engage with us as usual.
 
To accommodate these new semi-
automated valuations, there will be 
ongoing changes to some of our 
plans and criteria, and a requirement 
for a home visit valuation to occur in 
the future as soon as it is possible to 
do so.

Here at more2life, we are committed 
to ensuring our evolving process is 
transparent and considered. Our new 
semi-automated valuations offer 
products to clients who may take 
this moment of isolation to consider 
their home life, security and financial 
future. Please be sure to keep in 
touch with our Newsroom at www.
more2life.co.uk/newsroom for all our 
Covid-19 related updates, specific 
changes to criteria and lending 
conditions for each of our plans, and 
how we’re continuing to support 
advisers with technology-based 
solutions. 

THE IMPORTANCE OF 
ADAPTABILITY 

Stuart Wilson

Corporate Marketing Director

More2Life

Whilst COVID-19 has resulted in 
a downturn for the mortgage and 
protection market, the demand for 
Wills and Lasting Powers of Attorney 
has soared.  The Telegraph reported 
that there has been a 30% rise in 
Will requests in direct response to 
the COVID-19 pandemic. As such, 
now is a perfect opportunity to get 
in touch with your clients and discuss 
their Will requirements.

Why is now the perfect time to get 
started?

• High demand 
• Good way to maintain the 

client, adviser relationship whilst 
traditional revenues have slowed 
down

• Create a valuable additional 
income stream

How is Will writing possible with 
social distancing rules?

• Our training course is available 
online 

• Electronic signatures mean the 
process is entirely paperless until 
we post your client’s completed 
legal documents

• Our software allows remote 
instruction taking

Although strict guidance remains in 
place to protect clients from undue 
influence and to ensure they have 
the required mental capacity to 
make a Will, the STEP Will Writing 
Code have adapted their position in 
relation to advising clients remotely 
in light of the pandemic. This means 
that remote instruction taking falls 

fully within the remit of our PI which 
you benefit from as a member of The 
Right Will. 

About our Software

The Legacy Software used by The 
Right Will is an excellent tool for 
Will writing and has been updated 
to allow remote instruction taking. 
Not only does it guide you through 
a questionnaire to create the Will 
itself, but it automatically creates a 
Will Clarity Statement and Execution 
Statement. These documents 
catalogue all the relevant information 
as to; how the instruction was 
taken, who was present at the client 
meeting, when the final Will was 
signed and reasons given by the client 
for any contentious planning, such 
as excluding a family member. The 
importance of this is that as advisers 
and business we are best protected 
in the event of any potential future 
claim against your client’s Will.

In addition, your clients can now 
sign their point of sale documents 
electronically, meaning that the 
entire process is completely paperless 
until the production of the final Will 
itself.

The software is extremely user 
friendly, and once you become 
comfortable with how it operates, 
you can input a client’s Will within 
twenty minutes. The software also 
allows you to create Family Trusts, 
Lasting Powers of Attorney and more 
advanced estate planning remotely.

Get started

We understand that these are testing 
times, so why not get ahead of the 
competition and kick start your Estate 
Planning business whilst the demand 
is so incredibly high.

For any queries you have relating 
to joining us or the software, please 
contact The Right Will and Estate 
Planning team at admin@therightwill.
co.uk

WILL-WRITING SOFTWARE… 
THE PERFECT TIME TO GET ON 
BOARD

James Moore

Estate Planning Consultant 

The Right Will

"It is important to remember these 
valuations are still held to the same 
standards; it is a RCIS qualified 
surveyor taking their wealth of 
knowledge on the local market and 
supporting data to produce the best 
report available at this time"

"In addition, your clients can now 
sign their point of sale documents 
electronically, meaning that the 
entire process is completely paperless 
until the production of the final Will 
itself"



All of this points to a sector which has 
become adept at meeting changing 
circumstances, and should bring 
solace in this incredibly uncertain and 
changing time. This same adaptability 
will doubtless be currently being used 
in general business practices. 

At Pure Retirement our dedication to 
technological development has meant 
we’ve been able to simultaneously 
protect the safety of our workforce 
through remote working while still 
processing new cases through our 
online portal. Essentially, we are still 
supporting advisers with the same 
levels of market-leading service that 
we remain dedicated to providing. 

The same mantra of ‘service made 
possible through technology, made 

meaningful by people’ that culminated 
in us being able to offer the market’s 
first adviser-facing mobile app to 
ease the lives of field-based advisers 
is now being used to allow our 
advisers and customers to continue 
transacting with us, benefitting from 
the support and service levels that 
we’re so well known for. It follows 
on from our comprehensive web 
refresh in 2018 as part of our wider 
long-term commitment to providing 
advisers with intuitive and convenient 
resources in order to be able to best 
access the information they need to 
best serve their customers

We, as a sector, are likely to witness 
a continued period where we’ll have 
to think on our feet to continue 
finding solutions to these unforeseen 

circumstances, but if the past couple 
of years have demonstrated anything 
it’s our collective ability to rise to 
the challenge. With many UK over-
55s looking into the future with 
uncertainty, we have a responsibility 
to be on hand to provide them with 
a retirement solution should equity 
release ultimately be their preferred 
option. We at Pure Retirement 
continue to be dedicated to serving 
our customers – both new and 
existing – and we’re sure it’s a 
sentiment shared by the wider sector.
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It’s safe to say that we’re currently 
living in unprecedented and 
changeable times, and it’s easy to 
be pessimistic about what the future 
may hold for the wider market in both 
the short-term and long-term future. 
However, it’s worth considering the 
resilience the market has shown in 
recent years in the face of other 
challenges, and the way it’s held up 
under a changeable backdrop. 

Last year ongoing political and 
economic uncertainty left many 
consumers within the wider financial 
services sector cautious and tentative 
about making major life decisions 
when it came to their finances, and 
the retirement planning industry 
was no different. Nonetheless, the 
equity release market recorded 10% 
year-on-year growth during Q1 of 
2019, and despite external factors 
starting to bite, consumer confidence 
ultimately stabilised and maintained 
similar levels to those seen during 
the market’s breakout in 2018.

A lot of the market’s resilience can 
be attributed to a significant drop 
in rates, which by late last year had 
seen the average rate across the 
market fall below 5% for the first 
time ever. In addition, the market has 
reacted to changing customer needs 
by introducing increasing numbers 
of products with enhanced features 

including repayments options, 
downsizing protection, and lending 
on age-restricted properties.

In addition to the lowering of rates, 
the market has also underlined its 
ongoing dedication to providing 
innovative product solutions and 
adapting to customer needs in 
order to provide products that offer 
them the flexibility to enjoy their 
retirement in the manner they desire. 
This increased competitiveness saw 
a 95% year-on-year increase on 
the number of plans available to 
consumers, averaging out at a new 
product appearing in the market once 
every 48 hours, and culminating in a 
rise from 161 products for 2018’s full 
term to 314 by the end of October 
2019.

Increased flexibility and features in 
our plans have shaped our product 
development over the past twelve 

months or so, with our Heritage range 
offering whole-of-market ERC-free 
repayments from launch, and then 
adding in a raft of enhancements 
since. These have included reducing 
the minimum borrower age to 55 
on both single and joint lives plans, 
expanding acceptable flat roof and 
acreage levels, and allowing lending 
on age-restricted and sheltered 
accommodation. 

Similarly, our Sovereign range has 
benefitted from being simplified for 
the benefit of customers and advisers 
alike, with a new bespoke series of 
plans aimed at the rising numbers of 
borrowers from the higher end of the 
property market. We’ve recognised 
the need to adapt and move in 
line with shifting market forces and 
in light of recent events, this has 
included working with our partners to 
continue finding alternative working 
methods during the process to allow 
us to continue servicing our advisers 
as close to normally as possible 
during the application process (and 
beyond).

We’re living in a period of unprecedented change, but the 
equity release market has shown it can rise to the challenge

THE IMPORTANCE OF ADAPTING 
IN CHANGEABLE TIMES

Paul Carter

CEO 

Pure Retirement

"In addition to the lowering of rates, 
the market has also underlined its 
ongoing dedication to providing 
innovative product solutions and 
adapting to customer needs in 
order to provide products that offer 
them the flexibility to enjoy their 
retirement in the manner they 
desire"



Using social media positively 
during the COVID-19 pandemic

Stacey Bird | Marketing Assistant | The Right Mortgage & Protection Network

There are so many things going on 
at the moment, not just for you, but 
for your customers. As a result, it’s 
more important than ever to stay 
connected, and the world seems to 
realise that.

According to research, 77% of UK 
marketers predict an increase in 
social media activity during this time.
This comes as no surprise, given the 
fact we’re all now social distancing.

So, what steps should you be taking 
to use social media productively and 
positively for your business whilst the 
UK remains at home?

Offer different topics

Try and engage in positive 
conversations and provide topics that 
are not pandemic-related.

You can do this by promoting topics 
that open the doors for constructive 
conversations, and ask for opinions 
on topics relevant to your business.

Also don’t be afraid to show the human 
side of your business by showing your 
clients what you are doing during this 
period. Maybe you’re working from 
home with the little ones nearby, or 
you’ve just gained a new employee in 
the shape of man’s best friend.

Many of your customers will be in the 
same boat, and this may give you the 
chance to spark new conversations 
with clients who you’ve not heard 
from for a while.

Focus on positive achievements

This is a great opportunity to show 
your customers how you handle 
things in a time of crisis.

Are you coming up with inventive 
ways to keep going? Perhaps you’ve 
recently started pushing video calls, 
or you’ve just helped one of your 
clients during this period.

Sharing positive achievements not 
only shows your customers that you 
are still providing a quality service 
during this unprecedented time of 
change, but may also serve as a 
reminder if they need help during this 
period.

Provide genuine connection through 
online communities

Connect with your audience through 
live videos, Facebook groups and 
Twitter hashtags. 

Your customers are still active, you 
just need to reach out to them more 
directly.

By using groups or live videos, you 
can provide tips relative to your 
industry based on topics currently 
happening. At the time of writing 
this, we’re currently experiencing 
a demand for mortgage payment 
holidays, so this may be a good way 
to offer assistance or provide your 
expertise in the way of a quick social 
post in a Facebook group offering 
help, or a live video Q&A to help 
answer queries on the spot.

Provide clear contact details on any 
post you move forward with.

Check your currently scheduled 
posts

If you’re using a social media 
scheduling tool like Hootsuite or 
Buffer, now might be the time to 
review any scheduled content you 
have and adjust as necessary.

Content that might have been 
relevant last week, may no longer be 

relevant, and some posts may now 
appear insensitive.

If you’re looking to schedule posts 
about COVID-19, realise that some of 
your followers may be suffering from 
it, have loved ones suffering from it, 
or may be a high risk of complications 
from it. Due to this, try to make any 
posts you write around this topic 
empathetic and upbeat.

Typical work days are shifting

Due to more people working from 
home, you may find that the typical 
9-to-5 workday may change, 
therefore schedules should be more 
flexible.

What does this mean for you?

Well, your customers may now be 
online or available for a phone call 
during alternative times of the day to 
what your original posting schedule 
may have considered.

Many people may be looking after 
their family and children who are 
now off school, and so may only be 
available at later hours.

Keep this in mind when scheduling 
posts.

Save time by using our social media 
marketing library

If you’ve decided that now is the time 
to send out more updates on social 
media, why not check out our social 
media marketing library available 
on the Your Business section of the 
adviser site?

All posts in this area are approved 
by financial promotions and cover 
a range of different areas. They 
all come with the text created for 
specific platforms, and an image 
ready for you to download.

If you need any help or guidance, 
please email 
marketing@therightmortgage.co.uk
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"Sharing positive achievements not 
only shows your customers that you 
are still providing a quality service 
during this unprecedented time of 
change, but may also serve as a 
reminder if they need help during 
this period"
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FUTURE-PROOFyour business

Access our in-house admin service 
to support your business without 
the worry of redundancies 

Now more than ever, sales people 
need to be focused on hunting out 
business, the need to be optimising 
their advertising and web presence, 
not wasting valuable time on admin 
– use our in-house admin service to 
support your growing business needs 
without the worries of overheads and 
redundancies.

Call our team on 01564 732 744 
or email admin@therightmortgage.
co.uk for full details of what is 
covered and how they can help you.

Would your business survive if you 
didn’t?

If there is no clear succession plan 
and no family member ready to 
take on the business, it would cause 
difficulties for your family at a time 
they wouldn’t need additional worry.

The Right Mortgage and Protection 
Network have launched a Retirement 
Package aimed at all financial 
advisers, whether they are members 
of the network or not. It is aimed at 
those thinking about their retirement 
plans, but still wishing to continue 
earning from their hard-earned client 
bank.

With our retirement package, you can 
pass on your client book to us and on 
retirement, 75% of commission will be 
paid to you for existing business and 
50% for new business. This provides 
peace of mind that your clients will 
continue to be looked after, as well 
as creating a great income stream for 
you and your family.

By signing up to this package you are 
safe guarding your clients should the 
worst happen to you and ensuring 
your beneficiaries receive 50% of all 
income generated from your clients if 
you are no longer here. So, why not 
consider your options?

It's easy to sign up...

1. Get in touch;
2. Sign and return our short contract 
and let us know when you plan to 
retire;
3. Relax and know that when you 
retire, your clients will continue to be 
looked after and you will have a great 
income stream for years to come.

Get in touch today for more 
information

T: 01564 732 744 
E: retirement@therightmortgage.
co.uk 
W: therightmortgage.co.uk/
retirementpackage

Don't forget our marketing library!

Be sure to visit our marketing library 
on the adviser site for the latest 
timely customer facing templates 
and social media posts, all of which 
are pre-approved by our Financial 
Promotions team.

IN-HOUSE ADMIN 
SERVICE

THE RIGHT 
RETIREMENT PACKAGE

To help your business stand out from 
the crowd during these somewhat 
surreal times, we are committed 
to providing our members with 
valuable content (that you can share 
with your clients, via email, post or 
social media), as well as sales aids 
and useful reminders to help your 
business over the coming weeks.

We want to ensure we are supporting 
you to deliver the best quality advice 
to your clients, no matter how you 
deliver it and will be sending you  
regular updates, full of positive steps 
you can take.

We have also set up a dedicated hub 
on our adviser site which includes 
links to the latest updates from our 
lenders and providers in the wake of 
COVID-19.

Online webinars

As you will be aware, we’ve cancelled 
our face to face events for the 
time being, but as we realise the 
importance of keeping on top of 
your CPD requirements, we will be 
bringing you weekly online webinar 
sessions to support your ongoing 
learning.

Visit the adviser site for all of our 
latest webinars and joining links.



L&G

For existing individual critical illness 
policyholders (since 26/11/17) and 
individual Life, Relevant Life or 
Income Protection policyholders 
(since May 2019) with Legal & 
General policyholders have access 
to RedArc Nurse Support Service, 
which provides help and guidance 
on long-term physical conditions, 
serious illness, trauma, disability, 
bereavement or mental health 
conditions from a registered nurse, 
which could be useful to those with a 
long-term condition who are unable 
to get the advice and guidance from 
the NHS. Access the service by calling 
01244 623 033 Monday-Friday 9am-
5pm or by emailing 
legalandgeneralnurses@redarc.co.uk.

PMI and Protection 

The Exeter 

All existing members with The Exeter 
have access to a suite of benefits 
under its HealthWise app, which 
includes:

Virtual GP Services
Get up to four video or telephone 
appointments with a GP per year 
from the comfort of your own home. 
This might be particularly useful if 
you’re in self-isolation but still need 
medical advice.

Mental Health Support
Receive up to six video consultations 
per year with a qualified counsellor to 
help with any mental health concerns 
you may have during this worrying 
period.

Physiotherapy
Up to six video-based physiotherapy 
sessions with a qualified 
physiotherapist, osteopath or 
chiropractor to help manage aches 
and pains.

HealthWise is accessible via the app 
which you can download onto your 
phone or tablet.

Bupa

Existing Bupa policyholders have 
access to the Babylon healthcare app 
which includes:

Digital Healthcare
Virtual GP appointments via the app 
available 24/7, clinical triage service, 
prescription service and referral for 
further treatment if applicable.

Bupa Anytime Healthline
Providing support and medical advice 
from a helpline staffed by Bupa 
nurses, again 24 / 7, which might be 
particularly useful for those in self-
isolation who need medical advice. 
To access the Healthline, just dial 
0345 601 3216.

The Babylon app can be downloaded, 
just make sure you enter your code 
BUPADHC when registering for the 
app.

WPA

Policyholders have 24/7 access to 
a GP helpline including unlimited 
phone or video consultations; a 
private prescription service; specialist 
referrals; medical notes and general 
health information. 

All members, have access to the 
“employee benefits system” which 
includes: Wellbeing and Health 
Information; Telephone Counselling; 
Debt and Money Information and 
Support; Legal Information; Manager 
Support; and Online cCBT Life Skills 
Course. It’s not just companies 
who benefit from this service, our 
Individual/Family policies also include 
access to Health and Wellbeing 
helplines and online CBT which are 
invaluable tools at anytime, but 
particularly during this period of 
uncertainty.ormation is correct as of 
9th April 2020.

Doing our bit to help 
the NHS  

Amy Wilson | GI and PMI Development Manager | The Right Mortgage & Protection Network

During this time, I have wondered 
“How can we, as advisers, do our 
bit for the NHS during the COVID-19 
crisis?”. 

Well I have come up with an answer 
and the solution which, if used well, 
can not only be a short-term solution, 
but a long term one for the overall 
strain that the NHS currently has. 

The insurers all have a range of value-
added services that are available 
through most protection and private 
medical insurance policies. 

Now is the perfect time to remind 
your customers what they have, 
rather than cancelling their direct 
debit. 

To help you, we have collated a 
sales aid detailing the perks that 
different providers offer, which 
you can download from the adviser 

site. We have included protection 
providers such as AIG, Aviva, Aegon, 
British Friendly, Cirencester Friendly, 
Holloway Friendly, Legal and General, 
LV=, Royal London and Scottish 
Widows. 

Plus various PMI providers, who all 
offer online GP and helplines. 

To help further, we have also created 
brand new customer facing email 
templates detailing each providers’ 
benefits, so you can send these to 
your customers detailing what is 
included in their policy and how to 
access the services it provides. 

Here's a round up of some of the 
stand out providers. Visit our Future 
Proof Your Business Hub for the full 
sales aid.

Protection 

AIG 

Smart Health is available on all group 
AND individual policies with AIG. 
When we launched last year, we also 
made it available for all existing and 
new customers.

• An unlimited 24 / 7 telephone or 
video virtual GP service available 
through an online app or over the 
phone;

• Online fitness program;
• Mental Health support;
• Nutrition consultations.

Some of these benefits might be 
particularly useful for those in self-
isolation who need medical advice.
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"Policyholders have 24/7 access to 
a GP helpline including unlimited 
phone or video consultations; 
a private prescription service; 
specialist referrals; medical notes 
and general health information"
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WE ARE STILL OPEN
FOR BUSINESS
Whilst a lot of the lenders across the UK have drastically changed their appetite for lending 
since the start of the pandemic, we are still able to submit new cases and lenders on our 
panel are still lending. 

For more information and to start submitting your cases today, please contact Ben and 
Greg on 01564 332 610 or email info@therightloan.org

The Right Loan is a trading style of The Right Mortgage Ltd, which is authorised and regulated by the Financial Conduct Authority. 
Registered in England and Wales no. 08130498. Registered

Address: 70 St. Johns Close, Knowle, Solihull, West Midlands, B93 0NH.
Your home may be repossessed if you do not keep up repayments on a mortgage or other debt secured on it.

The secured loan and bridging loan specialists

Your key contacts
All of our teams are working remotely now, but we are all still available to help you in whatever way we can. You can 
get in touch with us using the details below or email info@therightmortgage.co.uk

Accounts Team   
Accounts@therightmortgage.co.uk

Admin Service
Admin@therightmortgage.co.uk

Agency Team 
Agency@therightmortgage.co.uk

Applications Team 
Applications@therightmortgage.co.uk

Commissions Team   
Commissions@therightmortgage.co.uk

File Review Team   
Compliance@therightmortgage.co.uk

Financial Promotions Team  
 FP@therightmortgage.co.uk

Marketing Team  
Marketing@therightmortgage.co.uk

Novations Team  
Novations@therightmortgage.co.uk

Regional Support Team  
Support@therightmortgage.co.uk

Training Team
Training@therightmortgage.co.uk

Let's get social
Like, follow and connect with us to keep up-to-date with all things TRM via our social media channels!

@therightmortgage

The Right Mortgage and Protection Network

@Right_Mortgage_



01564 732 744 
info@therightmortgage.co.uk

If you know a firm looking for a 
new network let us know and 
earn £1000*

Spread the word
Earn £1000* 

*Terms and conditions apply

Refer 
Referring is simple. 

Complete our short form 
and contact your Account 

Manager

Earn 
If your referral joins the 
network you can earn 

£1,000

Repeat 
Refer as many member 
firms to the network as 
you like and you will get 
paid for every successful 

firm that joins.


