
Frequently Asked Questions 

 
 

 
1. What has changed? 

From 21 March 2016 your secured second charge mortgage will be regulated by the Financial 
Conduct Authority (FCA) Mortgage Conduct Of Business (MCOB) rules. 
 

2. What should I do now?   
Nothing.  We will change your future account statements in line with MCOB regulations and 
remove references to the CCA.  Your loan continues to operate in the usual way.  There is no 
need for you to take any action.   
 

3. Why is my loan no longer regulated by the CCA? 
The Mortgage Credit Directive is a regulatory change introducing an EU-wide framework of 
conduct rules for mortgage firms.  Consultation with lenders has resulted in the move of all CCA 
secured second charge mortgages to the MCOB regime.   
 

4. What is the impact on me? 
You will see slight differences in the following areas: 
 

 Previously, you had a seven day notice period when a rate change occurred.  When your 
CCA regulated loan transfers to MCOB regulation, the period of notice will be decided at the 
time of a rate change (this may vary depending on whether you pay by Direct Debit and / or 
your payment due date).  The CCA will no longer apply but you will still be notified in writing 
when a rate change occurs. 

 

 You will receive MCOB statements instead of CCA statements and, if your account falls in to 
arrears, MCOB arrears letters instead of CCA arrears letters. 

 

 Interest will not be charged on arrears fees.  
 

 If you have a joint account, instead of each customer receiving correspondence, any 
           documentation will be sent in joint names. 
 
5. What if I am in arrears on my mortgage? 

The main Terms & Conditions of your mortgage continue to apply.  Interest will not be charged 
on arrears fees and you will receive MCOB arrears letters instead of CCA arrears letters. 
 

6. How can I contact NRAM? 
If you have a query, please write to the following address: 
 
NRAM, PO Box 625, Durham, DH1 9JJ 
 
Alternatively, please call us on 0330 159 9610* Monday to Friday 8.30am to 6.00pm. 
 

7. What should I do if I'm having payment problems? 
If you are having difficulty making your payments, please call our dedicated team on               
0330 159 4850*.  Lines are open 8am-8pm Monday to Friday and 9am-1pm Saturday.  The 
sooner you call, the sooner we can try and help. 
 

 

* Calls may be recorded for monitoring and training purposes. Charges for calling 03 numbers are the same as for calls made to 

standard UK landline phone numbers starting 01 or 02. Calls to 03 numbers are also included in bundled minutes and unlimited 

call packages in exactly the same way as regular landline numbers. 




