CH11 - Identification and Verification process

Phase

Service Provider Agent

Notes

1. Receive contact from
customer about Cycle
Hire scheme.

. Member or casual

M.

w» | 3. Search for customer in

user?

Casual

'

9. Obtain customer’s payment
card details and search for
their details in DBOS

10. When the details come up ask the

Customer to confirm two of the following;:

. Docking point that the cycle was
hired from (if applicable)

. Docking point that the cycle was
re-docked (if applicable)

. Date of last cycle hire

. Time of last cycle hire

. Last purchased/Current access
period

11. Correct details

13. Follow

relevant Cycle
Hire process

confirmed?

No

!

12. At this stage
they can only be | ¢

i DBOS

Yes

!

4. When the details come up ask the
customer to confirm;

Email address
Telephone number

Then to firm one of the following

First line of their address and full

postcode
Number of Cycle Hire keys on the
account

5. Correct details

provided general |
information

N

End

confirmed?

Yes

4

6. Finally, ask the customer
to confirm the security
answer to the account

7. Correct answer

{

H ey

14. Ask caller to oonﬁrm two of!he following

y

Last 4 digits of the payment card
number

Last purchased/current access period
Docking point that the cycle was hired
from (if applicable)

Docking point that the cycle was re-
docked (if applicable)

Date of last cycle hire

Time of last cycle hire

5. Correct answers

17. Inform the caller that they have
failed ID&V and you cannot
proceed without the correct

information. They must call back
with the correct information. or only
general information can be

confirmed?

Yes

!

16. Ask customer to setup a
new security answer from the
available options

confirmed?

Yes

!

8. ID&V has been
passed

End

3. ID&V is carried out against
details held in DBOS.

Customers name must be
confirmed and it is the customer
that must provide this in full.

6. Security question and answer can
be found in the details view of the
customers account in DBOS.

9. Agent should only request the first
six and last four digits of the PAN,
and the expiry date.

f the customer cannot be found in
DBOS. all information should be
captured in MSD and an email sent

toF@Tngov.uk for
ful investigation.

12. Customer can make three
attempts in one phone call otherwise
they must call back with the correct
details

Author” I
Amendments:-
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