
33384 Personal Detail Verification Processes 

I am particularly interested in how you verify personal information provided to you for a 

person who just moved and registered to your council or for an existing member who wants 

to update their details such us address, bank details or circumstances. 

Regarding the service, I would appreciate any information you can provide for services that 

provide payments/benefits such as social care, education, heating discounts, etc. 

If you have any process maps or documentation on the process and the technology used it 

would be of most value. 

For instance, how do you verify the details provided for a change of address request or bank 

detail change request? 

Within the Benefits service we expect all claims to be made in writing, this includes online 

forms. For all new customer we require proof of the following:  

• Identity and National Insurance number; 

• Income; 

• Capital; 

• Applicable amount; 

• Non-dependants; 

• Eligible Council Tax and eligible rent 

We have a Service Level Agreement between ourselves, the Department for Work and 

Pensions (DWP) and Her Majesty’s Revenue and Customs (HMRC) to share data to allow 

us to confirm the identity and income of our benefit claimants. 

All correspondence with a claimant is made via methods requested by the customer or, 

where issuing mail to an address, by mail with a ‘do not redirect’ instruction. 

Regarding the change of circumstances of an existing customer we would expect them to 

provide identifying information such as (but not limited to) their claim reference with us, their 

National Identity Number and other specific details personal to them.   

In terms of verifying the details provided for a change of address request or bank detail 

change request, I can advise that there were 456,785 Council Tax and Non-Domestic Rates 

updates processed in 2020 which included changes to address, bank details, income details, 

household details, etc. 

It would not be possible to verify every piece of correspondence. 

In the case of bank details, is these were incorrect, when we call the payment in the next 

monthly payment run, the payment will be rejected by the bank, we will receive a list of the 

failed payments and at that time we would contact the customer to verify bank details. 

In the case of a change address, if this was incorrect, if it is a property sale, the selling 

agents normally contact the Council and we can compare the name of the previous owner 

with information from the selling agent. 

If it is a rental property, we expect the tenant to provide the name of the owner, as this is 

held on Council Tax records, and that is a means of verifying the flat and change of tenancy. 



There are occasions when we cannot verify the property and or occupiers so we can arrange 

for a “home visit”. One of our visiting officers will visit the property hopefully speak to the 

residents and report back their findings with updates made as required. 

In addition, you are legally obliged to inform the Council of any change in circumstances for 

Council Tax or Housing Benefit purposes. The easiest way of doing this is to complete the 

Council’s on-line form at:  

https://www.edinburgh.gov.uk/council-tax/moving-house/1 

(‘Moving house – The City of Edinburgh Council’) 

Regarding the updating of Vendors records in relation to care services, we would forward on 

the notification e-mail from the carer to the Vendors team and request that they update the 

record accordingly. New vendor numbers require a carer to complete and sign a BACS 

mandate form which is sent on to the vendors team with a new Vendor request form. The 

Vendor team would verify information provided. 
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