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Welcome

Hello, thanks for choosing Habito for your mortgage. Over the 
following pages, you’ll find the general terms and conditions of 
your mortgage.

This document, along with your mortgage offer, mortgage deed 
and our tariff of charges makes up your agreement with us – so 
make sure you keep it safe. These documents contain details of 
the money we’ve lent you that’s secured against your property 
- as well as any other money you may owe us. We’ll call this 
agreement ‘your mortgage’ throughout this document. 

Read through all the documents to make sure you understand 
them. To get your mortgage, we’ll need you to sign the mortgage 
deed. This will confirm you accept the agreement. 

We’ve explained a little more about what’s in each document 
below. If there’s anything in them you don’t understand, speak to 
a solicitor or financial adviser before you accept our offer. 
When we say, ‘we’, ‘our’ or ‘us’ in this document, we mean Hey 
Habito Ltd. 

When we say, ‘you’ or ‘your’, we mean each person or company 
named on the mortgage deed. It also includes anyone acting on 
your behalf and anyone who takes over this agreement. 

If you need someone else to handle your mortgage, you can 
name them to act for you using what is called a Power of Attorney 
(‘POA’). This means they’re allowed to make legal and financial 
decisions for you. If you do this, we’ll send your mortgage 
information to that person instead of you.  

Each term of this document stands alone. That means if a court 
decides one of these terms is unlawful or unenforceable, the 
others will still apply. When we say, ‘unlawful or unenforceable’, 
we mean a court has said we can’t rely on it. 

If there’s a legal dispute about this document, including its 
content or how it was created, the laws of the country your 
property is in will apply. Neither you nor we can bring a claim  
in a court of any other country. 

Please be aware, we might 
repossess your property if you 
don’t keep up with the payments 
on your mortgage. When we say 
‘repossess’ your property, we 
mean we take control of it.

❶
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Your documents
Mortgage offer 

Your mortgage offer details everything you need to know about 
your mortgage. We may give you other mortgage offers in the 
future if we make any changes to your mortgage. 

Mortgage deed 

Your mortgage deed is a legal document that gives us legal  
rights to your property as ‘security’ for the money you owe us. 
This means that, in certain situations, we can sell your property  
to get back the money you owe us. You can read more about 
these situations in the “If you default on your mortgage” section 
on page 10. 

If there’s more than one person named on the mortgage deed, 
each of you are responsible for the full amount you owe us –  
not just your share. 

Tariff of charges 

This is a list of our charges. 

You can find it online at  
www.habito.com/borrow-with-us/tariff-of-charges.

How we use your data 
Our privacy policy explains what personal data we collect and how 
we use it. You can find it at www.habito.com/privacy. 

Sometimes we might want some more information to do with your 
mortgage, this document or the mortgage offer. By taking out a 

mortgage with us, you agree we can get this from your lawyer. 
How we’ll contact you 

If we have to get in touch with you, we’ll do that using  
the latest mobile number, email address, or postal address  
we have from you. 

We’ll consider our message received on the day we send it – or if 
we sent it by post, on the second business day after we sent it. 

How you can contact us 
You can call, email or write to us at: 
0330 223 0956 

hey@habito.com 

Habito, 
The Loom, 
14 Gower’s Walk, 
London, E1 8PY

PREVIOUS   WELCOME   NEXT
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Paying back your loan

Your mortgage will end once you’ve paid back all the money  
you owe us. This includes interest and any costs or charges.  
You must pay us everything you owe by the last day of the 
mortgage term, or when you sell or remortgage the property.  
We can also ask you to pay back your mortgage straight away  
if you break certain terms in this document, your mortgage  
deed or mortgage offer. These are set out below in the section  
“If you default on your mortgage”. 

If you still owe us money at the end of the contract term, we’ll 
keep charging you interest on such amount. You might also have 
to pay some extra charges. You can find more details in our tariff 
of charges at www.habito.com/borrow-with-us/tariff-of-charges. 

We will keep our legal rights – and our security – over the property 
until you’ve paid back everything you owe us. This means we can 
sell the property to get our money back in certain situations. 

Joint borrowers 
Where there are two (or more) borrowers, each of you will be 
jointly and severally liable under our agreement. This means 
each person named on the mortgage deed is responsible for the 
full amount of the loan – not just a share of it. This includes all 
interest, costs and charges added to the loan. You must also each 
do the things you’ve agreed to in your agreement with us. 

Sometimes, when we need to confirm something, we’ll need  
a signature from each person named on the mortgage deed. 

Monthly payments 
You must make payments to us by direct debit on the 25th 
of each month. You can find the amount you need to pay each 
month on your mortgage offer.
 
You can choose a different day of the month to pay, as long as it’s 
no later than the 28th. If your payment date falls on a weekend or 
public holiday in any month, your payment can be made the next 
working day instead. 

Your monthly payment will be worked out as if each month is an 
equal twelfth part of the year. So you’ll pay the same amount in 
January as you do in February – even though February is a shorter 
month. This means that – in shorter months – slightly less of your 
payment will go towards paying interest and slightly more will go 
towards paying off the loan. 

❷

PREVIOUS   PAYING BACK YOUR LOAN   NEXT
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Your first payment 
Your first mortgage payment is likely to be for slightly more  
or slightly less than the usual amount. This is because the time 
between us giving you the loan and the date of the first payment 
is unlikely to be exactly one month. 

We might add the first month to the one after it – in which case 
the first payment will be higher. Or we might ask for the first 
payment to cover whatever time is left in that month – in which 
case it will be lower.

Different types of mortgage
Your repayment type is shown on your mortgage offer.

If you have a ‘repayment mortgage’, we’ll work out your
monthly payments, so you pay back everything you owe
by the end of your mortgage term. This doesn’t include
arrears. When we say ‘arrears’, we mean money you owe
us that should have already been paid. For example, if
you miss a monthly payment.

If you have an ‘interest-only mortgage’, your monthly 
payments will only cover the interest we charge you on 
the loan – not the loan itself. You’ll need to pay off the 
rest in one go at the end of the mortgage term. It is your 
responsibility to make sure you can do this.

You might have a mortgage that’s part ‘repayment’ and part 
‘interest-only’. If you do, you’ll still owe us the amount you 
borrowed for the interest-only part of your mortgage at the 
end of the term. You’ll need to pay this back in a lump sum 
and it’s your responsibility to make sure you can.

Repayment mortgage 

Interest-only mortgage

Part repayment and part interest only

PREVIOUS   PAYING BACK YOUR LOAN   NEXT
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Changing your mortgage type 
We might change all or part of your mortgage from ‘interest-only’ 
to ‘repayment’ if we think we need to. We’ll only do this if you 
don’t tell us how you plan to repay the loan, or if we think the plan 
you give us won’t work. We might also do it if you haven’t given  
us enough proof you’ll be able to repay. If we do, we’ll give  
you 60 days’ notice. We’ll also try to contact you to talk about 
your options first and will act reasonably in making any changes 
to your mortgage type. 

How we allocate your payments 
Any payments you make will first be used to pay off your arrears. 
This is money you owe us that should have already been paid – 
for example, if you miss a payment. After that, the money will be 
used to pay any charges or costs that have been added to your 
mortgage, followed by any interest you owe us. The rest will be 
used to pay off the loan. 

Changing your monthly payments 
We might need to change your monthly payments to make 
sure you pay off everything you need to by the end of 
the mortgage term. 

We might need to do this if: 

 → your interest rate changes, or we change the way  
we apply interest.

 → you have to pay a new charge or cost. 

 → you make an ‘overpayment’ (see page x) or we lend  
you more money.

 → you miss a payment. 

 → you ask us to make changes to the term, monthly repayment 
date or mortgage type. 

If you have arrears, we won’t take these into account when  
we change the payments. We’ll need to agree a different way  
for you to pay them off. But we will include any interest that has 
built up on the arrears. When we say ‘arrears’, we mean money 
you owe us that should have already been paid. For example, 
if you miss a monthly payment. 

PREVIOUS   PAYING BACK YOUR LOAN   NEXT
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Paying off your mortgage early 
You can choose to pay off all or part of your mortgage 
early – this is called ‘overpayment’. You might have to pay 
an early repayment charge if you do this – please check 
your mortgage offer and our tariff of charges. The minimum 
amount you can pay off in this way is £500.00, on top of 
your monthly payments. 

You’ll need to tell us where the extra money has come  
from if we ask. 

The day after we receive your overpayment in cleared funds,  
we’ll take away that amount from what you owe us and work  
out your new monthly payment. When we say ‘cleared funds’,  
we mean the money is available for us to use in our bank account.  
We can’t refund overpayments. 

If you have a repayment mortgage, we’ll work out your monthly 
payments for the new amount you owe us after taking off the 
overpayment. We will work these out to make sure the full amount 
you owe us is paid off at the end of your mortgage. 

If you have an interest-only mortgage, we’ll work out your new 
monthly interest payment after taking off the overpayment.  
This will be based on the new amount you owe us.

PREVIOUS   PAYING BACK YOUR LOAN   NEXT
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Your interest rate

Your interest rate
During your mortgage term, you have to pay interest on all  
the money you owe us (including interest and charges added  
to your mortgage). You can see your interest rate and how long 
your introductory rate will last (if you have one) in your mortgage 
offer. You can also see whether your introductory rate is a fixed  
or tracker rate.

After your introductory rate ends, we’ll switch you to another rate, 
which may be another fixed rate, or a tracker rate. You can see 
the details in your mortgage offer.

When we start charging you interest
When we start charging you interest depends on how we pay  
you the money for your mortgage. If we pay by bank transfer 
(BACS or CHAPS), we start charging interest on the day we send 
the money. If we pay by cheque, we start charging interest from 
the date of the cheque.

How we work out your interest payments
At the end of each day, we’ll work out how much interest you owe 
based on the balance at the end of that day. Then, on your monthly 
payment date, we’ll add this to the total amount you owe us.

If you have a repayment mortgage, your monthly payments will 
pay off part of the loan amount and the interest we’ve added.  
If you have an interest-only mortgage, you’ll only pay off the 
interest in your monthly payments.

We charge interest on any costs and charges you haven’t paid,  
as well as any payments you might have missed. You’ll need  
to pay this interest off with an extra payment on top of your 
regular monthly payments.

If you have a fixed interest rate
A fixed interest rate is where your interest rate will be fixed for  
a period of time. Check your mortgage offer to see if you have  
a fixed rate, how long it will be fixed for and what happens after. 

❸
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If you have a tracker interest rate
A tracker rate is where your interest rate follows another rate  
not set by us. If you have a tracker interest rate, it’ll be based 
on either the Bank of England base rate or another interest rate 
available in the market. 

Bank of England base rate

The interest rate we’ll charge you is a certain amount above  
the Bank of England base rate. You can see what this amount  
is by checking your mortgage offer.

If the base rate changes, we’ll change your interest rate within  
30 days to reflect that, and let you know when that’s happened. 
Your interest rate can never fall below 0%.

Other rates

We might decide to use another interest rate in the market  
to calculate the rate we’ll charge you. If we do, we’ll explain  
what that rate is in your mortgage offer.

If there’s ever a change to the rate we charge you, we’ll let  
you know. It can never fall below 0%.

PREVIOUS   YOUR INTEREST RATE   NEXT
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Costs and charges you might 
have to pay

Charges 
Your mortgage offer contains a list of charges for your mortgage. 
You can also find a full list in our tariff of charges, which is 
available at www.habito.com/borrow-with-us/tariff-of-charges.
 

Costs 
Costs are different to charges – they’re not listed in our tariff  
of charges because we can’t predict how much they might 
be. We might ask you to pay some costs if you ask us to do 
something or don’t keep to this agreement. We may, for example, 
ask you to pay the cost of any legal action we have to take that is 
to do with your mortgage. We might also ask you to pay any costs 
to do with your property that you should have paid, like service 
charges or insurance. 

If you ask us to do something that means you’ll need to pay  
a cost, we’ll make sure we tell you first. 

 
 

Paying charges and costs 
We’ll add any charges or costs to the amount you owe  
us. We’ll also charge interest on it at the same rate as your 
mortgage. We’ll let you know if doing this means your monthly 
payments change.  
 
We’ll keep charging interest on the amount you owe us even  
if a court tells us we can take your property or you give it to us.  
We’ll do this until the property is sold and the total amount you 
owe is repaid to us in full.

Changing our charges 
We may change our fees and charges at any time. We may do this 
if we reasonably think it won’t be to your disadvantage. 

We can increase or introduce a fee or charge: 

 → to reflect changes, or changes we reasonably think might 
happen, in the law, regulations, or codes of practice. 

 → to respond to a decision from a court, the Financial 
Ombudsman Service or a regulator. 

 → to reflect a reasonable change in costs of us providing our 
services to you. 

We will always give you 30 days’ notice before we put up  
our charges.

❹
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Our right to take control of the 
property

The security may cover more than you owe us under this loan. 
For example, it may include amounts you owe us under other 
loans too. But any loan that states it’s regulated by the Consumer 
Credit Act won’t be covered by this security unless it says so in 
the loan agreement. If the loan agreement doesn’t say that, the 
loan isn’t secured on your property. 

If you default on your mortgage 
If you can’t pay back your loan, it’s called ‘defaulting’ on your 
mortgage. If you default, we can demand you pay back the full 
amount you owe us straight away.

You may also default on your mortgage: 

 → if we find out you gave us wrong or incomplete information 
when you applied for your loan. The same applies if you are 
a company and any of your directors or company secretaries 
gave us wrong or incomplete information. 

 → if you miss three months’ worth of payments and don’t  
reach an agreement with us, despite us trying to do so.  
The same applies if you reach an agreement and then  
you break its terms. 

 → if you break the terms of this agreement. We won’t call it 
a default if it’s something minor and you sort it out quickly. 

 → if you become bankrupt or make any other arrangement  
with people or organisations you owe money to. For example, 
an individual voluntary arrangement (IVA). This applies 
whether you choose to or not. 

 → if you’re borrowing from us through a company and any step 
is taken to wind-up the company or reorganise it. 

 → if someone repossesses your property, sells or arranges for 
someone else to sell it for you. This will also apply if they tell 
you they’re going to do any of these things. The same applies 
if they compulsory purchase it. This is where an organisation, 
usually your local authority, can buy your property without 
your consent. 

❺
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 → if you break the terms of your lease agreement (if your 
property is a leasehold). 

 → if we reasonably think you are involved in fraud or other 
serious criminal activity. If you’re a company borrowing from 
us, this includes any directors or other staff acting for you. 

 → if you break the terms of any other legal agreement to do with 
the property. This only applies if we reasonably think it could 
materially decrease the value of the property and you don’t fix 
the issue within 14 days of us asking. We might agree to give 
you longer than 14 days, but this will be our choice. 

 → if everyone named on the mortgage passes away.

If you default on your mortgage, 
we’ll keep charging interest on 
the amount you owe us until the 
property is sold and you pay off 
what you owe us.
 

If you can’t make your mortgage payments 
If you’re struggling to keep up with your mortgage payments  
or have defaulted on your mortgage for any reason, we’ll do our 
best to find a way to help. But if we can’t, we may ask you to pay 
back the whole amount you owe us straight away. 

We might get a court judgment that asks you to pay back your 
loan with interest. This may be the interest rate applied to your 
loan or another interest rate set by the court. Or we might 
repossess your property and rent it out or sell it to get back the 
money you owe us. 

If you have mortgages for more than one property, we might ask 
you to repay all of them at the same time. We won’t do this for 
any loan to do with the property you’re living in or any loan that 
says it is regulated by the Consumer Credit Act. 

We may do any of these things if you have defaulted on your 
mortgage for any reason, not just where you haven’t kept up  
with your payments. 

PREVIOUS   OUR RIGHT TO TAKE CONTROL OF THE PROPERTY   NEXT
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Our legal rights to your property 
As part of your mortgage agreement, you’re giving us the right  
to sell or manage your property in certain circumstances. We also 
have the right to ask someone else to manage it on our behalf. 

The law relating to mortgages includes some restrictions. To be 
clear, our agreement with you isn’t subject to those restrictions. 
All the rights we have over your property are set out in your 
agreement with us. 

We’ll only use our right to sell the property if you default on your 
mortgage and we’ve written to you asking you to pay back the 
amount you owe. 

If you default on your mortgage, we also have the right to repair or 
improve the property. This includes carrying out building work we 
decide may be needed and applying for planning permission. We 
can also grant new leases, tenancies or licences of the property 
and continue or end them if we choose to. Leases, tenancies and 
licences are legal ways of renting property out to someone else. 
We can use any money we make from this to go towards paying 
off the amount you owe us. 

If the property is already rented out, we can choose to either 
end the lease or reach another agreement with the tenant. This 
includes one which allows the tenant to hand the property back to 
us. We can also use any rent the tenant pays to go towards paying 
off the amount you owe us. 

PREVIOUS   OUR RIGHT TO TAKE CONTROL OF THE PROPERTY   NEXT
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If you have a shared ownership lease, we have the right to buy the 
freehold or buy a further share of the lease. We may also sell your 
share of the lease to a buyer. A ‘shared ownership lease’ is where 
you have a share of the lease and pay rent on the other part of the 
lease held by the landlord. 

We can also give someone the right to use any land you 
own as part of the property. We’ll only do this if it’s reasonably 
needed to allow full use of the property. For example, we can let 
an electricity company lay cables on your land for the benefit  
of the property. 

If we repossess the property, we might remove, store or sell any 
goods or animals we find there. We’re not responsible for any 
damage we cause by doing this, unless we don’t take 
reasonable care. 

Any costs we have to pay by doing any of these things  
will be added to the amount you owe us – and we’ll charge 
interest on them. 

If we do any of these things, we will keep charging you interest 
on the total amount you owe, until it’s paid back in full. This will 
normally happen when we sell the property but the amount  
we get for it doesn’t cover what you owe us. If this happens,  
you must pay us the difference. If you don’t, we’ll charge interest 
on the difference at the normal rate until you do. 

If we don’t use any of our rights listed in this document,  
the mortgage deed or the mortgage offer straight away,  
it doesn’t stop us from doing that later. For example, if you 
become bankrupt and we don’t ask you to pay the full amount 
straight away, we can still ask you to pay later. 

If we need to manage the property on your behalf 
If you don’t keep to our agreement, or default on your mortgage, 
we might ask someone to manage the property on your behalf. 
This is called a ‘receiver’. 

We’ll choose a receiver for you and agree reasonable fees with 
them, but they’ll be acting for you so you’ll have to pay them. 
If we hire more than one receiver, each of them can act separately 
and independently. Both we or your receivers may also hire others 
to help.

PREVIOUS   OUR RIGHT TO TAKE CONTROL OF THE PROPERTY   NEXT
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Taking care of your property

As we have a legal right to your property, we need to make sure 
you’re taking good care of it. You must keep the property in good 
condition and make any repairs that are needed. This includes 
making sure the property has a working gas, electricity and 
water supply. You should also make sure any building work on the 
property is finished as soon as possible, and to a good standard.
 
We might need to get into your property so we can value it and 
check what condition it’s in. This may be access by us, or any 
receiver hired by us. A receiver is someone we might ask to take 
control of the property. If we send you notice in writing that we 
need access within a reasonable amount of time, you must let us 
in. If we enter your property, it doesn’t mean that we’ve taken it  
or accepted legal responsibility for it. 

If we find any work that needs doing, we’ll let you know. We’ll then 
ask you to repair the property, and if you don’t, we’ll hire someone 
to do it ourselves. You’ll have to cover the cost of this.  

You must keep up to date with any payments to do with your 
property. For example, if you need to pay ground rent or any taxes 
or charges. 

You must abide by all laws or regulations to do with your property 
at all times. This includes the rules of any management company 
or residents’ association. 

If we, or a receiver, have to take someone to court in connection 
with the property, you have to help us if we ask you.  

It’s also important you don’t create any overriding interests over 
the property in favour of another person. ‘Overriding interests’ 
are rights that give other people priority over our interests in your 
property. For example, where someone gets a right of way across 
your property, or a right to live in it. 

These kinds of interests don’t appear on a search at the  
Land Registry, but they may lower the value of our interest  
in your property. 

You’re responsible for working out and paying any taxes to do 
with the property or your mortgage with us.

❻
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Keeping us informed 
If you receive any document or notice to do with your property, 
you must send us a copy within 14 days. This includes anything 
you receive from any government department or tax authority,  
or from anyone claiming any right over the property. 

You’ll also need to give us any other information or documents to 
do with your property if we ask for them. The same applies to any 
receiver hired by us. 

If there is any damage to the property that you could claim 
insurance or compensation for, you must tell us immediately.  
You must also tell us if you get any compensation or insurance 
payout to do with your property. For example, if someone pays 
you to build a road through your garden. We’ll tell you how to use 
this money, but we’ll usually ask you to either repair the property 
or pay off some of your loan. 

New rights to your property 
Any new property rights you gain over your property will become 
part of our security for your mortgage. New rights may include: 

 → a new or extended lease. 

 → an interest in the freehold of your property or in any building 
which includes your property. 

 → a right which benefits your property. 

You must let us know about any new rights straight away and 
make sure we still have first claim on the property, including 
the new rights. If we don’t, you’ll have to pay the cost 
of putting this right.

You must also give us documents or other proof that you own  
the new interest if we ask for it.

PREVIOUS   TAKING CARE OF YOUR PROPERTY   NEXT
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If your property is leasehold 
If you have a leasehold property, you must make sure you abide 
by all the terms of your lease. You must not allow it to end or do 
anything that causes you to lose your rights under it. 

If someone tells you you’ve broken the terms, you must let us 
know straight away. We may try to put this right for you. If we 
do, any costs will be added to the amount you owe us – and we’ll 
charge interest on them. 

If you plan to extend the lease or get the freehold of the property, 
you must let us know right away and send us any documents  
we ask for. You must pay us any compensation you receive 
straight away and keep us informed throughout the process.  
For example, by letting us know of any notices you send or receive 
as part of your request. You must also make sure you abide by the 
conditions of the lease extension or freehold. 

You must enter what’s known as a ‘first legal charge’ over the 
extended lease or freehold interest in our favour. This must 
cover all money you owe us under this agreement and any other 
loan you have with us. This means we have a first claim over the 
property in the event that anything goes wrong. You’ll have to pay 
your and our costs for doing this. 

If your landlord is responsible for insuring the property,  
you must make sure they note both your and our legal rights  
to it on the insurance policy. If they don’t do this, you must let us 
know. We might need you to arrange and pay for extra insurance.

PREVIOUS   TAKING CARE OF YOUR PROPERTY   NEXT
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Getting your property insured 
You must make sure your property is insured for either its 
market value, or the amount it would cost to fully rebuild it, 
whichever is higher. Your insurance must cover extra costs 
to do with rebuilding your property, like planning, professional and 
legal fees – or the cost of clearing the site. If you don’t, we might 
arrange insurance ourselves. We’ll add this cost to the amount 
you owe us and charge interest on it. 

The insurance should be in the joint names of you and Habito.  
If this isn’t possible, Habito should be named as having a legal 
right to the property. We may ask you to show us you have 
insurance at any time. 

It’s important you don’t do or fail to do anything that could mean 
your insurance isn’t valid. 

If you don’t insure your property or don’t give us documents when 
we ask for them, we may insure the property ourselves. We may 
add the cost of any insurance we pay to the total amount you owe 
us and charge interest.

If you need to make an insurance claim 
If there’s any damage to the property and you need to make an 
insurance claim, you must let us know right away. We have the 
right to approve any settlement you reach with the insurer. You’ll 
also need to give us any information we ask for, and you must not 
settle or compromise the claim without our written permission. By 
‘compromise’ we mean agreeing to accept anything less than the 
amount you are owed under the insurance. 

If the insurer pays you any money, you must hold it on trust for 
us. This means you hold the money for us, and if we ask for it you 
must pay us straight away. You can use the money to repair or 
rebuild your property or pay off the loan in full – unless your lease 
says otherwise. 

PREVIOUS   TAKING CARE OF YOUR PROPERTY   NEXT
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If you decide to use the money from the insurance claim to repair 
or rebuild the property, we can keep the money while the work is 
being carried out. We’ll only give you the money when you need 
it to pay for the repairs. If there’s not enough to pay for the work, 
we won’t have to lend you more to cover the cost. 

If there’s major damage to the property – for example,  
if it burns down – you might choose to use the money to pay  
off your loan instead. 

If you do, there might be some money left over. If there is,  
we might pay the extra to another person or business that has a 
legal claim on the property. If there’s not enough money to pay off 
your loan, we may take legal action to get back what you owe us. 

If someone pays you compensation 
If you get compensation from someone else to do with your 
property – for example, if they damage it – you must let us know 
within 10 working days. 

If you get paid any money, you must hold it on trust for us  
and pay us straight away if we ask you to. When we say ‘on trust’,  
we mean you hold the money for us and can’t spend it or give it to 
anyone else. You may use the money to either repair the damage 
or towards repaying the amount you owe us. 

We’ll add any costs to do with the compensation to the total 
amount you owe us and charge interest. For example, if we need 
to get someone to revalue the property.

PREVIOUS   TAKING CARE OF YOUR PROPERTY   NEXT
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How you use your property❼
You need to ask our permission before you can sell part of your 
property. This is because we have a legal right to the property while 
you have a mortgage with us. Our decision will be based on whether 
the sale will affect the value of our interest in your property.

If we agree to the sale, we might need to revalue the property 
and ask you to pay some charges. These are listed in our tariff of 
charges at www.habito.com/borrow-with-us/tariff-of-charges.

We might also ask you to use all or part of the money from the sale 
to repay the amount you owe us.

Your property should be the main place in which you live – unless 
you have a buy-to-let mortgage with us. Your mortgage offer will 
show if you have a buy-to-let mortgage.

If you don’t have a buy-to-let mortgage with us, you’ll need to 
ask our permission to rent out the property for a period of 3 to 12 
months. You can’t split up the property into flats or bedsits.

We’ll base our decision on your personal circumstances, our 
lending criteria at the time and any rental valuation we may have  
to carry out.

If we agree, we might change your interest rate or charge you a 
‘consent to let’ fee. We might also ask you to pay for a valuation. 
More details of these charges can be found in our tariff of charges 
at www.habito.com/borrow-with-us/tariff-of-charges.

Selling part of the property

Renting out the property

You can’t use your property for any kind of business, unless you 
have a buy-to-let mortgage with us.

Using the property for business
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When you need to get our permission
You must get permission from us in writing before you:

 → leave the property empty for longer than one month.  
If you have a buy-to-let mortgage, you don’t need to get our 
permission if you’re actively trying to let the property.

 → give anyone else a legal right to the property. For example, 
leasing, letting, licensing, occupying or otherwise letting 
someone else use it, or any part of it. This doesn’t apply if you 
have a buy-to-let mortgage.

 → legally change the ownership of the property. That could be 
by giving away or selling all or any part of the property.

 → extend the lease on the property.

 → grant anyone else an extra charge or mortgage over the 
property. This means you give another person or company 
legal rights over your property. For example, you might do this 
if you take out another mortgage or loan.

 → change the structure of the property, or how it looks from the 
outside (including extensions).

 → apply to a local authority for any loan or grant for 
improvement of the property.

 → change the use of the property or allow it to be used  
for trade or a business.

 → negotiate, give up or agree to any compensation to do  
with the property.

 → settle or compromise any insurance claim in relation  
to the property.

 → change who owns your company, if you are borrowing  
from us as a company.

If we do give you permission to 
do any of those things, we’ll try 
to do that as quickly as possible. 
We won’t give you permission if 
doing that could break laws or 
regulations. We also won’t give 
permission if it might affect the 
value of the property, or your 
ability to make payments. If we 
don’t give permission, we’ll write 
to you to explain why.
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If you have a buy-to-let mortgage

If you’re planning on renting the property to someone else,  
you’ll need a buy-to-let mortgage.

If you have one, you can rent your property to another person, 
a private company, or a local authority or housing association. 
Whoever you rent your property to, there are some conditions 
you’ll need to follow. Some of these only apply to certain types of 
tenancy and others apply to all types. We’ve detailed these below.

❽

If your property is in England and Wales and you’re renting it to 
another person, the tenancy must be for a set amount of time and 
not open-ended. The fixed term must be no longer than 12 months.

The tenancy must also be what is called an ‘Assured Shorthold 
Tenancy’. You’ll know whether the tenancy is an ‘Assured  
Shorthold Tenancy’ because it will say so on the front of the 
tenancy agreement.

The tenancy doesn’t have to be an ‘Assured Shorthold Tenancy’ 
if the only reason it can’t be one is that the rent is more than 
£25,000. In that case, we’ll allow it as long as you can take back  
the property at the end of the term without anyone living in it.  
This must be in the same way you’d be able to if the tenancy were 
an Assured Shorthold Tenancy. Please be aware the £25,000 limit 
can change by law. If you have any doubts about whether your 
tenancy meets these requirements, please ask us.

The person you’re renting the property to must not be allowed  
to sublet it. This means they can’t rent it out to someone else.

Renting to a private individual

PREVIOUS   IF YOU HAVE A BUY-TO-LET MORTGAGE   NEXT
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If you’re renting your property to a private company, the tenancy 
must be for a set amount of time and not open- ended. The fixed 
term must be no longer than 12 months.

The terms of the tenancy must also allow the company to take 
back the property at the end of the term without anyone living in 
it. If you have any doubts about whether your tenancy meets these 
requirements, please ask us.

They must require the company to put the property back to its 
original condition after the tenancy period has ended. 

They must require the company to pay rent even if nobody
is living in the property.

Finally, they must set out the name of the person who will be living 
in the property. Only that person and their immediate family will be 
allowed to live in it. They must not be allowed to sublet it.

If you’re renting out your property to be used as social housing, the 
tenancy must require the registered social landlord, local authority 
or housing association to pay rent. This must happen even if 
nobody is living in the property.

They must also require them to put the property back to its original
condition after the tenancy period has ended.

Renting to a private company

Local authorities and housing associations
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Conditions that apply to all types of tenancy
The tenancy agreement must require that the property will only 
be used as somewhere to live. It can’t be used as a workplace,  
for example.

The tenancy agreement must not give the tenant the legal right to 
keep living in the property after the end of the fixed term.

It should be in a form that would be used by an estate agent with 
a good reputation for that type of rental.

The rent must be set at a rate that would be normal if an estate 
agent valued the property. It can’t, for example, be rented out at  
a discount as a favour to somebody.

The tenant must need to pay rent at least once a month but it can 
be more frequent. You must keep a record of all rent you receive.

You must act as we would expect a responsible landlord to act. 
For example, you should take your rights under your tenancy 
agreement seriously and act on them if you need to. You must 
not give up any rights you have, for example, to take legal action if 
your tenant doesn’t follow the terms of the tenancy agreement.

The property must not become a House in Multiple Occupation 
(‘HMO’), unless we agree to it in writing. A property is considered 
an HMO if at least three tenants live there and share a bathroom 
or kitchen. This doesn’t apply if they’re part of the same 
household. For example, a family.
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Before you let anyone rent the property you must:

 → get a credit check on them from a credit reference agency.

 → get a personal reference saying they’ll be able to pay the rent.

 → take their deposit.

 → make a detailed list of the contents and condition of the 
property.

Where the agreement is an ‘Assured Shorthold Tenancy’ or the 
law requires it for another reason, you must pay the deposit into 
the tenancy deposit scheme required by law.

Once the tenant moves out, you must update the detailed list of 
the contents and condition of the property. You should make a list 
of any loss or damage that has happened in case this can be paid 
for from the deposit.

You can’t live in the property yourself or let any member of your 
family live there. You also can’t let anyone live there who has 
diplomatic immunity. Diplomats are people who work for their 
country’s government in other countries. They have diplomatic 
immunity when they visit other countries, which means they can’t 
be prosecuted under local law.

You must tell your insurance company about the tenancy if your 
insurance policy says you have to.

If your property is in Wales, you must follow the Rent Smart Wales 
laws. You can find out more on their website at  
www.rentsmart.gov.wales/en.

We may at any time need to change these requirements or bring 
in extra ones to reflect changes in law or regulation. If any change 
is to your disadvantage, we will give you at least 14 days’ notice.

Any changes we make won’t affect any tenancy currently  
in place before the change comes into effect. But you will need  
to change the terms of that tenancy when it reaches the end  
of its fixed term.

PREVIOUS   IF YOU HAVE A BUY-TO-LET MORTGAGE   NEXT
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Making changes to these terms and 
conditions

We might need to make changes to these terms and conditions.  
If we do, we’ll give you 30 days’ notice. If the changes are  
to your advantage, we’ll make them straight away without giving 
you notice. 

Apart from changing your mortgage type or monthly payments, we’ll 
only make changes: 

 → to reflect changes in the products and services we offer. 

 → to make sure we follow laws, regulations or other guidance. 

 → to respond to a decision from a court, the Financial 
Ombudsman Service or a regulator. 

 → to take into account new industry guidance and codes  
of practice.

 → to reflect any change in how much it costs us to provide  
a product or service. 

Any change we make will be proportionate to the increase  
in our costs.

If you’re not happy with the 
changes, you can choose to 
repay the loan. There might be 
a charge for doing this – check 
your mortgage offer to find out.

❾
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Transferring your mortgage

We may transfer some or all of our rights to your mortgage  
to someone else at  any time. This could include selling it  
(or part of it) to someone else. It could also  include ‘assigning’  
it to somebody else. By ‘assign’ we mean giving someone else 
some or all our rights to it. It could also include giving someone  
a ‘charge’ over it.  By ‘charge’, we mean using our rights under 
your mortgage as security for other lending. If we do, your 
rights under the mortgage won’t change. But unless we tell you 
otherwise, ‘we’, ‘our’, or ‘us’ in this document will include any new 
provider. It  also includes anyone who takes on some or all of our 
rights under this agreement.

If we intend to transfer your mortgage, we may share any of 
your information with  the company we intend to transfer the 
mortgage to. For example, we might share  information you gave 
us when you applied for your mortgage and any updates  to 
that information. We might also share information about your 
payment record  and whether you have kept to the terms of 
this agreement. Or we might share  information about you or 
your property. When we say ‘information’, this can also  include 
documents you have given us.

All information you give us must be true and accurate, and you 
agree that  the person we may transfer your mortgage to can rely 
on its truthfulness and accuracy.

You may not transfer your rights or responsibilities under your 
mortgage to  anyone else.

PREVIOUS   TRANSFERRING YOUR MORTGAGE  

10



Tariff of mortgage 
charges 🔎 



Tariff of mortgage charges 🔎

1 / 5

These charges apply to mortgages taken out from February 2021.

This is a list of all the charges that could apply to your mortgage.  
You might have already guessed that from the title.

Most lenders will display their charges in a similar way to the way we have 
here. Just so you know, if you see charges on other lenders’ lists that 
aren’t on this one, that means we don’t charge them.

Name of charge What this charge is for How much the charge is

Before your first monthly mortgage payment

Legal fee

Product fee

We might also call this ‘application fee’ 

These are the legal costs of buying  
a home. Usually, you hire a solicitor or 
conveyancer to act on your behalf and 
pay them yourself directly. Though we 
might pay some of your legal costs as 
part of your mortgage deal.

This is charged on some mortgages as 
part of the deal. It might be a flat fee,  
or a percentage of the loan amount. 

These can vary, as they’re set by your 
solicitor or conveyancer.

It depends on your mortgage – some 
might not even have one. You can 
see yours in your ESIS (European 
Standardised Information Sheet).
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Name of charge What this charge is for How much the charge is

Valuation fee

Funds transfer fee

We do a valuation report to work out how 
much we’ll lend you. The cost depends 
on where you live in the UK. Some 
mortgages come with a free valuation.

(This is different from a property survey 
you might do yourself, like a homebuyer’s 
report or building survey.)

This is for transferring the mortgage 
amount to you or your solicitor.

This can vary. You can see yours  
in your ESIS (European Standardised 
Information Sheet).

£35

Name of charge What this charge is for How much the charge is

If you make changes to your mortgage

Early repayment charge

(Changing your mortgage)

You might have to pay this if you  
decide to pay back part or all of your 
mortgage early. 

You might also have to pay it if you  
switch your mortgage to another  
product or lender. 

You can see what this charge is,  
and how long it applies for, in section 9 
of your ESIS.

This can vary. You can see yours  
in your ESIS (European Standardised 
Information Sheet).
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Name of charge What this charge is for How much the charge is

Partial release of property fee

Valuation fee on partial release of 
property

Legal fees on partial release of property 

Change of parties administration fee

Consent to let fee

If you want to remove part of the 
property or land from the mortgage, 
you’ll need to pay this. It covers 
administration costs and changes to  
the property’s legal documents. 

If you want to remove part of the 
property or land from the mortgage,  
we may need to value the parts that  
will stay on the mortgage. This is a fee  
to cover that. 

This is if you want to remove part of the 
property or land from the mortgage.  
To do that, you’ll probably need to hire a 
solicitor or conveyancer to help with the 
legal work. They’ll charge you fees for 
their work directly.

This is to cover our administration costs 
if you add or remove someone (a ‘party’) 
from the mortgage.

If you want to rent out your property but 
don’t have a buy-to-let mortgage, you’ll 
need to pay this fee each time you do this.

£50

This can vary, but we’ll give you a quote  
if you decide to do this.

These can vary, as they’re set by your 
solicitor or conveyancer.

£50

£70
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Name of charge What this charge is for How much the charge is

Security variation We’ll charge you this fee if you want to 
make any changes to your mortgage 
deeds. We also charge it if you want to 
make changes to the property where 
we need to update your existing deeds 
or create any new documents. These 
could include any Deed of Grant, Deed of 
Variation or Deed of Substituted Security.

£65 for each document.

Name of charge What this charge is for How much the charge is

If you can’t pay your mortgage

Field agent’s appointment An appointment for a representative of 
ours who visits you at home to discuss 
your mortgage account, financial position 
and circumstances. 

£108. You might also have to pay the field 
agent’s reasonable travel costs.

We might ask you to pay some costs if you don’t keep to your agreement. 
We may, for example, ask you to pay the cost of any legal action we have 
to take that is to do with your mortgage. The costs will depend on the 
action we take. You can read more about the costs you might have to pay 
in the mortgage terms and conditions.
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Name of charge What this charge is for How much the charge is

If you end your mortgage term

Your home may be repossessed 
if you do not keep up repayments 
on your mortgage.

Early repayment charge

(Ending your mortgage)

Mortgage exit fee

Like when you change your mortgage, 
you may also have to pay this if you repay 
your mortgage in full. You can see what 
this charge is, and when it applies, in 
section 9 of your ESIS.

You pay this when your mortgage 
term ends. This includes if you switch 
your mortgage to another lender or 
another property before the end of your 
mortgage term.

Your solicitor or conveyancer might also 
charge you a separate fee for the legal 
costs of doing that.

This can vary. You can see yours  
in your ESIS (European Standardised 
Information Sheet).

£50 for Habito buy-to-let mortgages

£0 for Habito residential mortgages
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Direct debit guarantee
 → The Guarantee is offered by all banks and building societies 

that accept instructions to pay Direct Debits

 → If there are any changes to the amount, date or frequency of 
your Direct Debit the organisation will notify you (normally 10 
working days) in advance of your account being debited or as 
otherwise agreed. If you request the organisation to collect a 
payment, confirmation of the amount and date will be given 
to you at the time of the request

 → If an error is made in the payment of your Direct Debit, by the 
organisation or your bank or building society, you are entitled 
to a full and immediate refund of the amount paid from your 
bank or building society

 → If you receive a refund you are not entitled to, you must 
pay it back when the organisation asks you to

 → You can cancel a Direct Debit at any time by simply contacting 
your bank or building society. Written confirmation may be 
required. Please also notify the organisation.



Complaints 
procedure 🎤



Complaints procedure 🎤

1 / 1

If you have a complaint
Our complaints process

If something’s gone wrong for you, let us know – so we can  
try to fix it or make it up to you if possible, and so we can learn 
and improve. 

You can make a complaint in any of these ways:
Live chat from your Habito account
Call 0330 223 0996
Email complaints@habito.com  
Write to: Habito, The Loom, 14 Gowers Walk, London E1 8PY

Give us as much detail as you can about what happened, and let 
us know the best way to get back to you.

We aim to get back to you within 5 working days – either with a 
solution or to explain next steps – then send you a formal, written 
response within 8 weeks. This is called a ‘final response letter’. 

If, for whatever reason, we can’t do it in 8 weeks, we’ll let you 
know and keep you up to date with our best guess of a timeline.

If you’re unhappy with the outcome or you think there’s 
something we’ve missed, let us know and we’ll review your 
complaint again and reconsider our decision.

The Financial Ombudsman Service

If you’re not happy after that, you can ask the Financial 
Ombudsman Service to help you resolve the complaint.  
They’re a free, unbiased service that sorts out complaints 
between financial businesses and customers. Find out more  
and contact them directly.

If you’d like to go to the Financial Ombudsman Service, you 
should contact them within 6 months of our final response letter, 
or eight weeks from when you originally sent your complaint 
(whichever is sooner). That’s because after that, they need to get 
our permission to consider the complaint.

Giving us feedback

If you don’t have a complaint but you’d like to give us feedback, 
you can get in touch either over live chat, or by emailing us at 
feedback@habito.com. We want to hear it all – good, bad and ugly.

Questions about our complaints process?

Just get in touch with us through live chat or by emailing 
complaints@habito.com.

mailto:complaints%40habito.com?subject=Hello
http://www.financial-ombudsman.org.uk/consumer/complaints.htm
http://www.financial-ombudsman.org.uk/consumer/complaints.htm
mailto:feedback%40habito.com?subject=Hello
mailto:mailto:complains%40habito.com?subject=Hello
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Welcome
This privacy policy explains how we collect, use, and protect your 
personal data. That includes data you give us when you visit our 
website, sign up for a Habito account, or buy one of our products 
or services. This also includes data we collect from you or from 
other sources when we provide our services. We’ll also explain 
your privacy rights, and how the law protects you.

When we use the words ‘we’, ‘us’, ‘our’, or ‘Habito’ in this policy, 
we’re talking about Hey Habito Ltd. And when we say ‘you’ or 
‘your’ we’re talking about our customers.

You can download a PDF of the whole policy here. 

Click on a section to jump straight there.

CONTENTS

Who we are & contact details
 → When we link to other websites

What data we collect
 → Types of personal data we collect, with examples of what 

each type includes

 → Special category data and vulnerable customers

 → If you’re a returning Habito customer

 → Aggregated data

How we collect your data
 → You give us data

 → We automatically collect data

 → We get data from another source

How we use your data

Who we share your data with

Transferring your data to another 
country

Storing your data & how long we 
keep it for

 → How long we keep your data

Your legal rights

❶

❷

❸

❹

❺

❻

❼

❽

https://www.habito.com/privacy
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Who we are & contact details
Habito is the data controller. That means we’re responsible for 
your personal data under this privacy policy.

If you want to talk to us about your data, we’re here to help. Email 
us at data@habito.com or write to The Data Working Group, 
Habito, The Loom, 14 Gower’s Walk, London, E1 8PY.

If you have a complaint about anything to do with your data, use 
those same contact details to get in touch. We’ll investigate and 
get back to you as soon as we can.

We’re registered with the Information Commissioner’s Office 
(ICO) with registration number ZA153186. The ICO is an 
independent organisation that protects people’s data and privacy 
rights. If you have a complaint, we’d love the chance to help you 
first, but you can also complain to the ICO at any time. 

We last updated this privacy policy on 22 January 2021. We might 
make changes to this privacy policy at any time. We’ll let you know 
if we do, usually by email. We’ll highlight the changes we make 
so that you can clearly see them. If you’d like a copy of a previous 
version, email us at data@habito.com. 

When we link to other websites
www.habito.com might link to other places, like other websites 
or applications. We can’t control those other places and we’re 
not responsible for their privacy policies. So be aware they may 
collect and process data about you in a different way than we do. 
Read their privacy policies if you’d like more information about 
how they do that.

❶

https://ico.org.uk/for-organisations/data-protection-fee/legal-definitions-fees/#controller
mailto:data%40habito.com?subject=
http://www.ico.org.uk
https://ico.org.uk/make-a-complaint/
mailto:data%40habito.com?subject=Data%20Issues
http://www.habito.com
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What data we collect
We collect, use, store and transfer personal data. Personal 
data is any information that can identify you. It doesn’t include 
information where you can’t be identified (anonymous data).

We might collect, use, store and transfer different types of your 
personal data for the reasons you can see here. ‘Transfer’ means 
sending your information somewhere else.

Types of personal data we collect, with examples of what 
each type includes

 → Identity data: first name, maiden name, last name, marital 
status, title, date of birth, gender, citizenship and employment 
history.

 → Contact details: address history, email address and 
telephone number.

 → Financial data: bank account details, card payment details, 
salary and other income information, savings, credit history, 
financial commitments and other expenses.

 → Special category data: physical and mental health conditions, 
racial or ethnic origin, and biometric data.

 → Criminal offence data: information about criminal offences 
and convictions.

 → Transaction data: details about payments from you and other 
details related to the products and services you’ve bought 
from us.

 → Technical data: IP address, login data, browser type and 
version, time zone setting and location, browser plug-in types 
and versions, operating system and platform.

 → Profile data: your username and password, feedback and 
survey responses.

 → Usage data: information about how you use our website, 
products and services.

 → Marketing and communications data: your choices about 
marketing from us and our business partners, and how you 
prefer us to contact you.

 → Other data: any other information that could be used  
to identify you, that we need to help you get a mortgage  
or buy a home.

If you’re making a joint application, we’ll also collect some  
of this information about the person you’re applying with,  
like your spouse. Make sure you have their agreement before  
you give us their data.

If you’re applying for a company buy-to-let mortgage, we’ll collect 
some of this information about the people you have a financial 
link with. For example, the directors or certain employees of your 
company. Make sure you have their agreement before you give  
us their data.

❷



Privacy policy 👀

4 / 16

Special category data and vulnerable customers
The Financial Conduct Authority asks firms like Habito to give 
special levels of care to customers they think might be vulnerable. 
If we think you’re vulnerable, we might record that information 
to help us give you the right service. That information could 
be special category data. That’s data that’s likely to be more 
sensitive – things like physical and mental health conditions.

When companies process special category data, they have to 
have “legal basis” to use it, which means a legal reason from the 
UK GDPR. The legal basis we rely on is “legal obligation” (we have 
to process your data because the law or regulations require us to).

Alongside that, companies also have to meet one of the legal 
conditions in Article 9 of the UK GDPR. The conditions we rely 
on are “substantial public interest,” “regulatory requirements” 
and “support for individuals with a particular disability or medical 
condition.” In plain English, that means we use this data to make 
sure we support you in the right way. For example, you might tell 
us that you’re deaf, and that you prefer us not to call you on the 
phone. We’ll use this information to support you using online chat.

Here are all the legal reasons we rely on to use your data.

If you’re a returning Habito customer
We might use the data you gave us last time to help you the  
next time. That way, you don’t have to type in all your info again. 
If we do this, we’ll always check that your information is accurate 
and up to date.

Aggregated data
We also collect and process aggregated data. That’s information 
about our customers that we combine together so that it 
doesn’t identify people specifically any more. We use this for all 
sorts of business reasons – like market analysis and research, 
demographic profiling, marketing and advertising, and to comply 
with regulation.

Aggregated data isn’t considered personal data because it won’t 
reveal your identity. But if we combine or connect aggregated 
data with your personal data so that it can identify you, we’ll treat 
that combined data as personal data.

https://ico.org.uk/for-organisations/guide-to-data-protection/guide-to-the-general-data-protection-regulation-gdpr/special-category-data/what-is-special-category-data/
https://ico.org.uk/for-organisations/guide-to-data-protection/guide-to-the-general-data-protection-regulation-gdpr/special-category-data/what-is-special-category-data/
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How we collect your data
Here’s how we might collect personal data on our website,  
over live chat, on the phone, or from other companies and places.

You give us data
You might give us data (for example about your identity) when you 
do any of these things:

 → create a Habito account on our website

 → contact us by email, phone or on live chat

 → apply for a mortgage through us

 → use or apply for any of our products or services,  
including a Habito mortgage

 → subscribe to our newsletter or tell us you’re OK with getting 
marketing from us

 → enter one of our competitions or promotions 

 → give us feedback or take part in a survey

We automatically collect data
Our website automatically collects technical data – things like the 
equipment you’re using, as well as a record of what pages you’re 
visiting. We use cookies for this, and we have a delicious cookie 
notice where you can find lots more detail.
 

We get data from another source
Sometimes we get personal data from somewhere outside 
Habito, like:

 → Analytics providers (both inside and outside the UK), which 
are services that help us understand how people use the 
website, like Google Analytics, Amplitude and Optimizely.  
We collect this whenever you use our website.

 → Facebook and Google, and any social media or email account 
you use to log into Habito. We do this every time you log in.

 → Other brokers. If you get a Habito mortgage from another 
broker, they might share your details with us as part of your 
mortgage application.

 → Credit reference agencies, like Experian, which are the 
companies who hold your credit history and credit report.  
We collect this when you apply for a Habito mortgage.

 → Public sources like Companies House and the Electoral 
Register. We check these as part of your mortgage 
application, to verify what you’ve told us.

 → Onfido, which is an ID and anti-money laundering check 
service and SIRA, which is a fraud prevention service.  
This data helps us confirm your identity as part of your 
mortgage application.

❸

http://habito.com/cookies
http://habito.com/cookies
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How we use your data
We use your data for one or more the reasons we’ve listed below. 
We will only use your personal data when the law allows us to.  
No surprises there.

Companies can’t use your data without having a legal reason  
for using it. This reason is called a “legal basis”. Here are the legal 
bases we rely on, and what they mean:

 → Consent: you’ve told us it’s OK to use your data for a specific 
reason.

 → Contract: you’ve agreed to a contract with us, and we need 
to use your data to carry out that contract. For example,  
we’ll use your data to provide our Plus service or help you 
apply for a Habito mortgage. We might also use your data if 
you’ve asked us to do something before we can carry out a 
service (like providing you with a Plus quote).

 → Legal obligation: we have to process your data because the 
law or regulations require us to. For example, we need to get 
proof of your identity to meet our anti-money laundering 
responsibilities.

 → Legitimate interest: we or one of our partners might use your 
data because we or they might have a legitimate interest to 
do that. Sometimes that interest is to do with benefitting 
Habito or our partners, and sometimes it’s to benefit wider 
society. One example of legitimate interest for processing 
your data might be to try to detect and prevent fraud. 
Another might be to improve our products and services. Or, 
we might process your data to recover any money you owe us.

Here’s a deep dive into what we use your data for, and the legal 
bases we use. Strap yourself in, it’s going to be a detailed read.

❹

https://www.habito.com/plus
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The purpose we use your data for The legal basis for each purpose

 →  ContractSay hello
We use your identity and contact data to register you as a new 
customer and manage your Habito account.

 → ContractHelp you get ready for a mortgage
We use your identity, contact, financial, transaction,  
marketing and communications data to give you guidance on 
things like your deposit and how lenders might see you.

 → Contract

 → Legal obligation (for special category data, we also rely on 
“substantial public interest”, “regulatory requirements,”  
and “support for individuals with a particular disability  
or medical condition”)

 → Legitimate interest (in this case, to recover any money you 
owe us and to develop and grow our business)

Sort your mortgage
We use your identity, contact, financial, transaction, marketing 
and communications, special category, and criminal offence 
data to help you with your mortgage. Things like finding the right 
mortgage for you and managing the mortgage applications we 
make on your behalf.

We’ll also use this information to monitor your mortgage and let 
you know when you could get a better deal.

 → Contract

 → Legal obligation

Check your credit
If you apply for a Habito mortgage, we use your identity, financial 
and contact data to check your credit history and score.

 → Contract

 → Legal obligation

 → Legitimate interest (keep our records updated, see how 
customers use Habito and review our standards of service,  
to contact you again as your mortgage deal ends)

Tell you stuff
We use your identity, contact, profile, transaction and marketing 
and communications data to manage our relationship with you.

This includes things like asking you to leave a review or take a 
survey. It also includes telling you when your mortgage deal is 
about to end, and for legal and regulatory reasons.

WHAT WE USE YOUR DATA FOR (A REFRESHER ON EACH TYPE OF DATA)
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The purpose we use your data for The legal basis for each purpose

 → Contract

 → Legal obligation

Service your mortgage
If you have a Habito mortgage, we use your identity, contact, 
profile, and transaction data to service your mortgage. 

That means things like telling you about the state of your 
mortgage, and collecting your repayments.

 → Contract

 → Legal obligation

Work with others
We use your identity, contact and financial data to talk to other 
companies or anyone else that helps you with the whole mortgage 
and home-buying journey.
 
That could include solicitors, conveyancers, surveyors, valuers, 
other lenders, and other brokers.

 → Legal obligation

 → Legitimate interest (investigate complaints, improve our 
standards and try to prevent future complaints)

Support your complaints
We use your identity, contact and marketing and communications 
data to manage complaints, take action to put things right, and 
answer your questions.

We can also use financial, transaction, special category data and 
criminal offence data when it relates to the complaint you’ve made.

 → Consent

 → Contract

Give you prizes
We collect your identity, contact, and profile data when you take 
part in prize draws and competitions. We do this so we can contact 
you, and maybe even send you even a prize. 

WHAT WE USE YOUR DATA FOR (CONTINUED)



Privacy policy 👀

9 / 16

The purpose we use your data for The legal basis for each purpose

 → Contract

 → Legitimate interest (to understand how customers use Habito 
and develop our services and business)

Ask your opinion
We collect your identity, contact, profile, technical and usage data 
when you complete a survey or take part in user testing.

 → Legitimate interest (to improve our standards of service  
and customer experience)

Follow up on your reviews
We might use your identity and contact data to get in touch  
to talk about a review you’ve left us, say on Trustpilot. For example, 
we might send you a message to say thank you, or to ask what we 
could have done better and how we can improve.

 → Legitimate interest (to run our business, including our admin 
and IT services, keep it secure, and prevent fraud)

Keep the site running
We use your identity, contact and technical data to manage and 
protect our business and our website. That includes things like 
troubleshooting, data analysis, testing, system maintenance, 
support, reporting and hosting of data.

 → Legitimate interest (keep our website updated, and develop 
our business and our marketing strategy)

Make everything better 
We use your technical and usage data to analyse and test our 
systems, and improve our website, products and services, 
marketing, customer relationships and experiences. Quite a lot  
of things.

WHAT WE USE YOUR DATA FOR (CONTINUED)
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The purpose we use your data for The legal basis for each purpose

WHAT WE USE YOUR DATA FOR (CONTINUED)

 → Legitimate interest (grow Habito and develop what we offer – 
for example, we might use your data to send you personalised 
marketing campaigns)

 → Consent

 → Contract

 → Legal obligation

 → Legitimate interest (develop and improve our systems,  
train our people, and give our customers a high standard  
of service)

 → Contract

 → Legal obligation

 → Legitimate interest (fraud and ID checks protect our  
and others’ businesses as well as you)

Send you marketing & recommend stuff
We use your identity, contact, profile, usage, technical and 
marketing and communications data to suggest services you 
might like.

We’ll use your data to decide what you might find useful or like 
us to send you. You can unsubscribe from marketing by hitting 
‘Unsubscribe’ in the bottom of any marketing email, or by emailing 
unsubscribe@habito.com.
 
We’ll never share your details with other companies for marketing 
reasons without your consent.

Record our communications
We use your identity, contact, profile, usage, transaction, 
marketing and communications data to monitor or record  
any communications between you and us. That includes live chat 
and phone calls.

We do this to check your instructions to us, analyse and improve 
our services, and to help us train staff. We also do it for quality 
assurance purposes (which means to help us prevent mistakes  
or problems from happening).

Stop fraud in its tracks
We use your identity, contact, profile, usage, financial, transaction, 
marketing and communications data to prevent fraud. We carry 
out checks on your identity and documents, and look at your 
financial transactions to detect fraud and money laundering. 

mailto:unsubscribe%40habito.com?subject=I%27d%20like%20to%20unsubscribe%20
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Need more info?
If you’d ever like more details about the legal bases we use  
to process your data, just ask. 

We love talking data and are always happy to help.

Automated decision-making
Automated decision-making is when companies use computers 
to make decisions without humans being involved. For example, a 
bank might use it to approve an online loan.
 
We currently don’t do this at Habito – that’s why it’s not in the 
glorious table above. But we wanted to make you aware of it, 
because some of the companies involved in your mortgage or 
home-buying process might. It will be in their privacy policies if 
they do.

You can ask any lender who uses automated decision-making  
to give you the actual reason behind their decision (or we can ask 
your lender for you). If you’re getting a mortgage from Habito as 
your lender, a human will always be involved in deciding whether 
to give you a loan.
 
Here’s more information on automated decision-making  
and your rights.

https://ico.org.uk/for-organisations/guide-to-data-protection/guide-to-the-general-data-protection-regulation-gdpr/individual-rights/rights-related-to-automated-decision-making-including-profiling/
https://ico.org.uk/for-organisations/guide-to-data-protection/guide-to-the-general-data-protection-regulation-gdpr/individual-rights/rights-related-to-automated-decision-making-including-profiling/


Privacy policy 👀

12 / 16

Who we share your data with
We might share your information with other companies.  
But we make sure they treat it as well as we do, and (of course) 
in line with the law. These other companies can’t just use your 
information for any reason – it has to be for a specific purpose 
and in the way we tell them to.

Here’s a list of the people and companies we might share  
your data with:

 → Habito group companies. These are companies that are 
controlled by Habito. We might share your data with other 
Habito group companies if they provide services to us.  
We might also do this for marketing where you’ve agreed.

 → Mortgage lenders. We share your data with a lender to make 
a mortgage application on your behalf. Mortgage lenders are 
also data controllers, and will look after your data according 
to their own privacy policy. It’s worth reading your lender’s 
privacy policy to see how they use your data.

 → Other brokers. If you apply for a Habito mortgage through 
another broker, we might share your information with that 
broker to update them about your application. For example,  
if we decide we can’t lend to you, we’ll tell your broker.

 → Solicitors, conveyancers, surveyors, valuers, panel managers 
(companies that lenders use to outsource legal work for 
them) and mortgage clubs (companies that connect brokers 
and lenders together). Basically, any other third parties  
we might work with to help you get a mortgage and buy  
your home.

 → Onfido, to confirm your identity. We have a written contract 
with Onfido that makes sure they process your data as safely 
as possible.

 → Other service providers that support Habito – for example, 
IT providers and legal and accounting firms. We have written 
contracts in place with everyone we partner with to make sure 
they process your data as safely as possible.

 → Anyone who funds, buys all or part of Habito, anyone Habito 
buys or merges with, or anyone we have discussions  
with about these. We’ll do what we reasonably can  
to make sure they only use your personal data as set 
out in this privacy policy.

 → Fraud prevention agencies. We’ll use these to check your 
identity when you apply for a mortgage, and on an ongoing 
basis, for example if you remortgage with us. If you give us 
inaccurate, false or fraudulent information, we’ll tell a fraud 
prevention agency (you can ask us to tell you which ones). 
Those agencies then share that data with other organisations, 
like law enforcement, to prevent and detect fraud or other 
crimes. They can hold your personal data for up to 6 years.

❺

https://ico.org.uk/for-organisations/data-protection-fee/legal-definitions-fees/#controller
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 → Credit reference agencies (CRAs), the companies that hold 
your credit history and credit report. Lenders will get data 
about you from these agencies to help them decide whether 
to give you a mortgage. This is known as a credit check.  
If you apply for a mortgage with Habito as your lender,  
we’ll carry out a credit check on you. If you apply for a 
mortgage with another lender, they’ll carry out a credit check 
on you. Checks show up on your file for others to see,  
and having lots might affect your ability to borrow in the 
future. We and other lenders will also share information with 
the CRAs about the financial details of your mortgage, and 
how you handle your mortgage. That includes whether you’re 
making your repayments in full and on time, and if you apply 
to borrow more money or take out another mortgage.  
The CRAs may share that with other lenders and 
organisations to help them perform credit checks, trace you 
and recover any money you owe. The main three CRAs are 
Transunion, Equifax and Experian – hit their names to read 
about how they use your data. If you want to check the data 
they hold about you, you can get in touch with them any time.

 → Regulators, governmental or dispute resolution bodies,  
law enforcement agencies or other authorities like those.  
We share data when we have to, and when it’s in connection 
to their duties – for example, preventing crime.

http://transunion.co.uk/crain
http://equifax.co.uk/crain
http://experian.co.uk/crain
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Transferring your data to another 
country

We work with partners in the UK, in the European Economic Area 
(EEA), and in countries outside the EEA as well.

If we transfer your data to anyone outside the EEA, we’ll take 
extra steps to protect it.

We’ll make sure the country has adequate levels of personal data 
protection, as determined by the European Commission.

Or, we’ll put robust contracts in place with whoever we’re 
transferring data to. These contracts offer the same level of 
protection as the UK and the EEA. For example, we rely on 
a contract called the Standard Contractual Clause transfer 
mechanism to transfer data to the US.

Get in touch if you’d like to know more about how we protect your 
data across borders.

❻

https://ec.europa.eu/info/law/law-topic/data-protection/international-dimension-data-protection/adequacy-decisions_en
https://ec.europa.eu/info/law/law-topic/data-protection/international-dimension-data-protection/adequacy-decisions_en
https://ec.europa.eu/info/law/law-topic/data-protection/international-dimension-data-protection/standard-contractual-clauses-scc_en
https://ec.europa.eu/info/law/law-topic/data-protection/international-dimension-data-protection/standard-contractual-clauses-scc_en
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Storing your data & how long we 
keep it for

How we keep your data safe
Only a limited and authorised number of people can ever access 
your information, on a business need to know basis only.

We want to make sure your information isn’t accidentally lost, 
used, accessed, changed or shared in an unauthorised way.  
We’ve put robust security systems in place to make sure of that.

If we ever think that something’s gone wrong, we have 
procedures in place to deal with it. If something does go wrong, 
we’ll tell you – and sometimes the regulator – where we’re legally 
required to.

How long we keep your data
We’ll only keep your data for as long we need it to do the thing  
we collected it for. Or where laws and regulations tell us we need 
to keep it for a specific amount of time. 

Here’s a more detailed breakdown: 

 → If you submit a mortgage application through us and your 
application is unsuccessful, we’ll keep your data for 6 years. 

 → If you get a mortgage through us, we’ll keep your data  
for the term of the mortgage and for 6 years after that.  
Same thing applies if you get a Habito mortgage from us  
or another broker. That’s because we want to help you avoid 
mortgage hell forever. This helps us talk to you about your 
mortgage in the future, and get you on the best deal when  
it’s time to remortgage. It also helps us make sure we gave  
the right advice.

 → If you open an account with us, and don’t do either of the two 
things above, we’ll keep your data for 6 years. This is so that 
we can help you get ready for your mortgage, and actually 
apply for it when you’re ready.

 → We used to sell life insurance. If you bought insurance from 
us, we’ll keep your data for 6 years. 

Sometimes we anonymise your personal data (so it can’t identify 
you anymore) for research or statistics. We keep that data for as 
long as we need it.

You can talk to us about how long we keep your data, or ask us to 
delete your data, by talking to us on live chat or emailing data@
habito.com. But sometimes, laws or regulations tell us we have to 
wait a certain amount of time before we’re allowed to delete your 
data. If we have to wait, or if we can’t delete your data, we’ll let 
you know the reasons why.

❼

mailto:data%40habito.com?subject=Data%20Query
mailto:data%40habito.com?subject=Data%20Query
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Your legal rights
You have rights under the UK GDPR when it comes to your 
personal data. You have the right to:

 → Be informed about how we collect and use your data.  
That’s one of the big reasons we have a clear and simple 
privacy policy.

 → Have access to your data. You have the right to ask us for 
copies of your personal data. To do that just email us at 
data@habito.com and we’ll provide those to you for free.  
We might not always be able to give you all the information 
you’ve asked for – for example, if it includes someone else’s 
personal data.

 → Withdraw your consent. If you’ve given us consent to use your 
data for a specific reason, you can withdraw this at any time.

 → Delete your data. To ask us to delete your information, just 
get in touch. We’ll respond to your request within one month. 
Sometimes we might have to keep your data, if laws or 
regulations tell us to. If we can’t delete your data, we’ll give 
you these reasons why when we respond to your request. 

 → Have personally identifiable information changed. You can ask 
us to correct your data if it’s not accurate, or add more data 
to complete it. We’ll let you know when we’ve done that.

 → Limit the way we process your data. You can ask us to do this, 
for example, if you want us to correct the data we hold about 
you, or you object to how we’ve processed it. There may be 
situations where we can’t, or where we refuse to – we’ll let 
you know if that’s the case.

 → Object to us processing your data. You can ask us to stop 
processing your data. In some circumstances we’ll always do 
this – for example, if the reason we’re using your data is for 
direct marketing. But there might be situations where we’re 
not able to, or where we refuse to. We’ll let you know if that’s 
the case.

 → Change your mind about direct marketing. If you’ve ever 
chosen to get direct marketing from us, you can opt out at 
any time. Just click the unsubscribe link in any message you 
get, or let us know at data@habito.com. Just give us a few 
days to update our records, and then you’ll be opted out.

 → Get a copy of your data in a way that lets you move it from us 
to somewhere else.

 → Challenge any decision made by automated decision-making, 
and ask for a human to review it.

❽

https://ico.org.uk/your-data-matters/
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