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Nick Slape 

Chief Executive Officer 

The Co-operative Bank Plc 

P.O. Box 101 

1 Balloon Street 

Manchester M60 4EP 

 

Dear Mr Slape 

 

We are writing on behalf of the All-Party Parliamentary Group (APPG) on Mortgage Prisoners to 

express concern about the conduct of Mortgage Agency Services No.5 Ltd which is part of the Co-

operative Banking Group. The evidence uncovered by the APPG and FOS suggests that MAS5 treated 

customers unfairly and that the increases to the MAS5 SVR were not in line with the terms and 

conditions of the mortgage. 

MAS5 increased the SVR four times over the period 2009 to 2012. It claims that each of these rises 

was necessary to reflect changes in the cost of funding. 

• On 1 July 2009 the SVR was increased by 0.75% to 3.74% 

• On 1 October 2009 the SVR was increased by 0.76% to 4.50% 

• On 1 March 2011, the SVR was increased by 0.75% to 5.25% 

• On 1 May 2012, the SVR was increased by 0.50% to 5.75% 

In relation to the 2009 increases the FOS investigator found that MAS5 “had not provided any 

evidence to show that the costs of funds it used in its business increased”. In relation to the 2011 

and 2012 SVR increases “[MAS5] hasn’t provided anything that relates specifically to MAS5’s own 

costs, or how these might have changed.” 

The conclusion of the FOS investigator was that “For the reasons I’ve explained, based on the 

information currently available, I’m not satisfied MAS5 has increased the SVR in line with the terms 

and conditions of [Mr and Mrs X’s] mortgage. As a result, I think Mr and Mrs X have been treated 

unfairly.” 

The FOS investigator thought that Mr and Mrs X’s mortgage should assume that the four increases in 

the SVR did not take place and that MAS5 should pay redress on that basis. 
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We are very confused as to why in other cases, such as Mrs D’s complaint, MAS5 is trying to restrict 

the ability of FOS to examine the fairness of the SVR rises and yet is still relying on those unfair rate 

increases to charge MAS5 customers a very high SVR. We have also received very disturbing reports 

of how MAS5 and the Co-operative Bank are treating vulnerable customers. Instead of supporting 

one of your customers who has given years of service to the NHS, you are threatening to repossess 

his home. 

We are writing to request that you take control of this situation and start living the claimed values of 

the Co-operative as an ethical bank by taking the following action: 

• Share all of the information you have submitted to FOS about MAS5 funding costs. 

• Immediately halt all threats of repossession to MAS5 customers paying the SVR. 

• Cut the rates paid by MAS5 SVR customers by 2.76% to reflect the impact of the unfair 

interest rate increases. 

• Pay redress to MAS5 customers for the overpayment of interest due to the unfair interest 

rate increases. 

• Allow all MAS5 customers to access Co-operative bank fixed rates by using the flexibility 

allowed in FCA rules to streamline any affordability assessment. 

• Institute an independent investigation into whether any staff within the Co-operative Bank 

or MAS5 sought to conceal the misconduct or failed to comply with the bank’s policies on 

the treatment of vulnerable customers. 

• Stop imposing confidentiality agreements on customers which prohibit them from sharing 

details of their complaints and MAS5 misconduct with the FCA. 

We would like to meet with you to discuss these issues and to ensure that you understand the 

impact on your customers of the bank’s conduct. We look forward to hearing from you. 

 

 

Kind regards 

 

Seema Malhotra MP     Lord Sharkey 

Co-Chairs, APPG on Mortgage Prisoners 

CC Sheldon Mills, FCA 

appgmortgageprisoners@gmail.com 
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