
Santander UK plc Action Plan

WORKSTREAM

Planned milestone

Article 4. Assurance Audit 
of Compliance
Appoint Independent Body
to conduct a one-off
Assurance Audit of
Santander's procedures,
processes and outcomes
which constituted
compliance with Part 6 of
the Order between 2.2.18 –
18.12.19.

Prepare scope of 
Assurance Audit

Independent Body prepares report and provides to 
Santander

31 
Jan

2019 2020

4.1(i) Submit to the CMA for approval a 
description of the scope of the audit

1

4.1(ii) Appoint and onboard Independent Body.  
Confirm appointment of Independent Body to the CMA

31 
Mar

Statement 
of actions

Santander UK to  
tender Assurance Audit 

work

Article 6. Training 
Programme  
Create a training programme 
on the key requirements of 
Part 6 of the Order for all 
Relevant Staff within 
Santander

Latest 
31 

Dec

4.1(iii)-(iv) Submit the report by 
the Independent Body and 
signed Statement of Actions to 
the CMA

Key: Milestone date that cannot be 
confirmed at this stage

18 
Dec

Create Training Programme and evaluation for 
Relevant Staff and periodic updates to CMA

Scope and 
prepare Training 

Programme 

31 
March

Third party event

31 
July

6.4(i) Provide the CMA with a Training Plan containing details (including milestones) on 
how it shall deliver the requirements of the Training Programme

Launch Annual 
Training Programme

CMA Decision re 
revocation of 
Part 6 of the 
Order

Article 8.  Actions specified 
for review of procedures 
Full audit on an annual basis 
of the procedures, processes 
and outcomes constituting 
compliance with Part 6

-----------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------

2021

8.1 
Submit 
report to 
the CMA

Santander 
independent 

conducts 
assurance review

TBC

6.4(ii) Update CMA on 
progress in completing 
Training Plan

Max .30 days

Prepare 
statement

Max .30 days

14 
Feb

CMA approves 
scope
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Article  7.  
Actions 
specified with 
regard to 
refunds
Monthly reports 
on progress 
towards 
identifying and 
refunding the 
customers 
affected by 
breaches of the 
Order

2019 2020

2

Data preparation, analysis and verification for all issues 
(staged by affected cohort) as per monthly reports

Redress delivery (staged by affected cohort) as per monthly reports

16 
Dec

31 Oct

Remediation 
scope defined 
for all issues

5.3 and 7.1 
Monthly 
reports 
regarding 
progress re 
Action Plan 
and 
customer 
identificati
on and 
redress

TBC

TBC


