
Product Transfer Process

FAQs

Residential and BTL first and second charges only (CBTL, Commercial and Bridge not included).What product does this product 
transfer process apply to?

No fee can be added as part of the product transfer transaction.Can I, the broker, charge 
a fee for the product 
transfer?

Potentially yes, these cases will be assessed on their own merits. Can a product transfer be 
o�ered if the customer is 
in arrears?

The customer will still be supported by our retention team, however a commission 
payment will not be paid.

Can I refer a customer for a 
product transfer if I am not 
currently on Together’s panel?

We don't provide automated updates on product transfers, however we'll keep your customer fully 
updated as the case progresses through the product transfer stages. If your customer is unsure or 
requires any updates they can contact us at customer.retention@togethermoney.com.

Will I be updated on the 
progress of the product transfer?

This process only applies to like-for-like product transfers. Should the customer be recom-
mended an alternative solution (i.e. additional borrowing in addition to the PT) the customer 
will be advised to go back to you, their broker, to look at alternative options.

What if the customer wants to 
take out additional borrowing?

We are required by the regulator to contact customers about their current deal ending. If we 
have not received a referral from you and the customer contacts us directly, a commission 
payment will not be triggered. 

If I, the broker, do not refer the 
product transfer and the client 
contacts Together directly to 
discuss retention options, will I 
still receive the commission?

Broker discusses potential 
regulated 1st or 2nd 

charge or BTL 1st or 2nd 
charge product transfer 
with account manager

The application will be managed 
through to completion with the 

customer. If the mortgage is 
regulated, one of our mortgage 

advisors will complete an advised 
sale with the customer

Once the product transfer is 
completed, the commission 
payment will be processed
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Our retention team will 
contact the customer 
directly to qualify the 

enquiry within 24 hours
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Chalk Talk

For intermediary use only. This document and the information 
it contains should not be shared with clients. 

For many more help guides and 
videos, visit our Chalk talk and 

Chalk Resource Hub

Broker sends customer details (name, address & 
account number) to their account manager

Account manager sends the 
referral to our customer 

retention team
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email:customer.retention@togethermoney.com

