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Appendix A
The FCA’s Consumer Duty: regulatory ‘guardrails’ for transforming the mortgage portfolio

The requirements set out under the Consumer Duty can act as guardrails for lenders as they look to transform the composition of their mortgage portfolio, helping them to develop 
high-quality green mortgages* and ensure appropriate standards of consumer protection. Using the consumer outcomes of the Duty as a starting point, we set out below some 
considerations for lenders.

Transforming the mortgage portfolio

Consumer Understanding 
Outcome

Consumer Support Outcome

Requirements: products must be designed to 
meet the identified needs of the target market, 
including vulnerable customers. 

Considerations

• What customer need is the green mortgage 
meeting? Does the  green mortgage offer 
benefits beyond that of a standard 
mortgage?

• Potential exclusion of vulnerable customer 
cohorts (e.g. consumers at limit of 
borrowing) or exacerbation of ‘energy 
poverty’. 

Requirements: firms must equip customers with 
the right information, at the right time, to 
understand a product and make effective 
decisions. 

Considerations

• Equipping customers to make effective 
decisions about energy improvements and 
whether or not to take a green mortgage.

• Accuracy of claims regarding the potential 
‘rewards’ of green mortgages e.g. potential 
savings on energy.

• Transparency of pricing vs standard 
mortgages.

• Signposting to additional/alternative sources 
of help for vulnerable customers e.g. grants.

Requirements: firms must assess whether 
products provide fair value including the total 
price the customer will pay.

Considerations 

• The market rate and charges for 
comparable product e.g. cost of green 
mortgage vs standard mortgage.

• Potential additional costs to policyholders 
e.g. paying for EPC assessment. 

• Affordability (for consumers) of additional 
lending to fund energy improvements.

Requirements: Firms must enable customers
to utilise their products and support them 
after point of sale.

Considerations

• Support/signposting for customers who 
are struggling to understand their options 
vis-à-vis retrofitting or who experience 
issues after installation. 

Product and Services Price and Value  Customer Understanding Consumer Support

Customer Outcomes

*Green mortgages offer borrowers preferential terms to buy property that meets certain environmental standards. Often this will be new-build property that has a high energy 
efficiency rating but green mortgages can also be used to renovate properties to improve environmental performance. 
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