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Supporting Information

Interviewing site/Hub process

Pre interview action

Check of form DCI1

1. On receipt of form DCI1, check if transfer proforma DCI10V is attached and if
so link the application to the original form DCI1 held. If form DCI1 is at the wrong
site, send it to the correct site with proforma DCI10V attached.

Transfer to correct interview site/Hub
2. To transfer form DCI1 to the correct interviewing site/Hub:

Step | Action

1 check desk aide for correct address/location;

2 send a workflow to the correct interviewing site/Hub.
Note: Do not record conversations in Labour Market System (LMS) as
these could be missed,;

3 send form DCI1 to correct interview site/Hub by Courier or Fax as

appropriate.
Note: An interview can still be conducted without a copy of form DCI1
being available at the interview.

DCI1 check against Labour Market System

3. Check that form DCI1 received has a corresponding client record and
appointment on LMS. Take action as follows:

Step | Action

1 access LMS and click on the Client icon;

2 Select/Select all will be displayed; click on Select all button to change the
Location drop-down to National,

3 enter the Surname and Date of Birth;

4 click on Srch button to start the search;

5 if there is only one record on LMS that matches the search criteria, LMS
will display the client record for that person;

6 if a list of clients is returned check to see if the client is on that list. If so,
highlight the client and click Detail to open the client record,;

7 LMS will display the View Client Details window for that person. If re-
selection is required, click on Close button. LMS will return you to the
Identify Client window to start the search again,;

8 check the outstanding interviews by clicking on the O/S Int hotspot;

9 check that the appointment type shown is correct for the DCI1 received,;

10 for benefit inspired applications only, a copy of the personal details and




signature pages of the customer’s claim form should be attached
wherever possible and then:

e check all boxes are completed within Part A; and

e check appointment time and date is recorded on the form;

11 if form DCI1 matches a client record and appointment held, check for
specific needs and take appropriate action;

12 if form DCI1 does not match the appointment held on LMS, find out why
and resolve.

DCI1 check does not find match on Labour Market System

4. If the DCI1 does not match the appointment held on LMS and is not a
subsequent valid application, resolve by amending the DCI1 to match the
appointment held.

5. If the DCI1 is incomplete, take information from the LMS record as far as
possible and clarify these points at the interview. Escalate if there is a repeating
problem with form completion.

Attach remainder of DCI1 form to part A

6. In employment inspired applications, the Contact Centre Forward Part A of
form DCIL1(E) to the interviewing site by e-mail. The interviewing site must attach
parts B-E to part A of form DCIL(E).

Interpreter/specific needs check

7. Check in LMS Conversations to ensure that specific needs have been booked
or are being progressed. If not, contact the relevant section(s) and book. Check
the appointment time on LMS. Specific needs must be highlighted on form DCI1.
8. If the services have been booked for the same time as the Evidence of
Identity (EQI) interview/Right to Work, take action to preview the application.
9. If the services could not be booked for the same time as the interview, take
action to contact the customer and re-book if required.

Action to re-book appointment

Note: LMS refers to Evidence of Identity (EOI) interviews only however, for
employment inspired applications this interview is also used for evidence
of “right to work”

10. Contact the customer, by phone where possible, to re-arrange the EOI/RTW
appointment for when the supporting services are available. Take action as
follows:

Step | Action
1 access LMS Re-arr function on the outstanding interview screen;
2 re-arrange the date;

3 take action to re-arrange the interview.




11.If the customer is not on the phone, cancel the service and if an interpreter
was required use Language Line instead. Note LMS accordingly.

Preview the application
12.To carry out the required checks prior to an interview proceed as follows:

Step

Action

1

conduct a DCI trace using dialogues DCI003 and DCI004. Although not
mandatory, this action is recommended especially if information on the
DCI1 suggests that a National Insurance Number (NINO) may exist;

if there is a trace and this is confirmed as being the person who has
made the NINO application take action described in steps 3 to 7 below;

access LMS. In View Client Details, click on O/S Int hotspot and
Outstanding interview window will be displayed. Select Cancel,

when the warning message appears, you must record a reason so click
on Yes. Select NINO already exists as the reason for cancelling the
interview;

the cursor will then be placed in the short notes field; enter the reason for
cancelled interview as NINO already exists. Click Save to update the
interview record;

back on the client record, click Amend. Enter the traced NINO in the
NINO field on the client record. Click Save to update the record;

take action to notify the customer of the cancelled appointment. In DCI1
(E) cases complete and issue DCI10? to the customer. In benefit
inspired cases complete Part E of form DCI1 (B) or DCI1 (TC) and return
to the originating benefit section;

perform corroborative employer checks in DCI1(E) cases. Corroborate
the existence, where mentioned, of:

e employment agencies;

e employers; and

¢ evidence of self-employment.
Check the employer exists using:

¢ local knowledge;

¢ telephone directories; and

e the Internet;

if these checks cannot be satisfied locally, utilise extra tools within the
Central Control Unit (CCU) for example GB Accelerator to trace
addresses and telephone numbers. Contact the CCU by phone for further
help;

10

complete Part B of form DCI1 and BF the application until required.




Pre-interview tracing

General

13. For all benefit inspired applications, basic Departmental Central Index (DCI)
trace action must be completed prior to completion of form DCI1(B).

14.For all Local Authority (LA) applications, basic trace action must be completed
at the Central Control Unit (CCU). LA staff cannot perform this check prior to
referral, as they do not have access to DCI.

15. For all employment inspired applications, DCI tracing at any level is no longer
required prior to the Evidence of Identity/Right to Work interview. If there is
evidence a National Insurance Number (NINO) already exists however, a trace
can be requested.

16. Specialist trace action is not mandatory for benefit inspired applications and
Specialist trace is only necessary if there is evidence a NINO already exists.

The tracing dialogues

17.The three dialogues used to trace a NINO/Child Reference Number are:
e DCIO03 - Fast Trace;
e DCIO04 - General Trace; and
e DCIO005 - Specialist Trace.
18. Dialogues DCI003 and DCI004 are generally available to all staff.
19. Access to DCIO0O05 is restricted to specialist areas including officers on the DCI
Specialist Trace Section at the CCU.

Information needed to make a trace
20. Information is needed about the customer to trace a NINO effectively. Some
information is essential to use the DCI tracing dialogues, that is:
¢ all forenames and surname, including Name 2 details;
date of birth;
all previous surnames and forenames;
current and previous addresses;
details of any benefits claimed or received;
parent or guardian’s Child Benefit number if tracing for a child.

Information discrepancies

21.Remember, there may be some discrepancies between the information held

and that held on DCI, for example:

changes of surname;

current address not recorded,;

derivatives of forenames, for example customer states Jack but DCI holds
John;

discrepancies in date of birth, for example customer states 12/01/56 (v) but
DCI holds 11/01/56 (nv);

incorrect sex recorded;



¢ misspelling of names, for example Willis/Whillis, Leeder/Leader,
Mohammed/Muhammed;

¢ records held under initials only instead of full forenames, for example J A
Smith/John Andrew Smith;

¢ shortened forenames, for example Richard/Dick.

How trace results are displayed

22.Trace results will generally be displayed in:
¢ alphabetic order; and
e date of birth order.
23.However, the way information is stored on DCI means it is not always
possible to show all trace results this way.
24.Examine all records with an identical name group, for example:
Mark Brown Date of birth 06/01/70
may appear at the
beginning of the TRACE
RESULT screen and
also after

Mark Zachary Brown Date of birth 06/01/70

John Smith Date of birth 03/11/56
may appear on a
TRACE RESULT screen
after

John Smith Date of birth in the 1970s

Hyphenated surnames

25.For hyphenated surnames it is easier to input the last part, for example:
surname: Foster-Smyth input: Smyth
if this is unsuccessful try
each part in turn and
reverse the parts
surname: Foster-Smyth input: Foster and Smyth-

Foster

Alternative surnames
26. Always consider alternatives to the surname, for example:

Stewart Stuart

Allan Allen

Davidson Davison

Allin Alan

Davies Davis

27.Take into account punctuation and spaces, for example:
O’'Neil O Neil

Le-Conte Le Conte
McDonald MacDonald



28.Use previous surnames, for example consider inputting the maiden name
when tracing for a married woman.

Alternative forenames

29.When a trace under the forenames given has been unsuccessful, try
alternative variations, for example:

forename: Anne input: Ann, Annie, Annabel
forename: Catherine input: Katherine, Cathy, Kate
forename: Bryan input: Brian

30.Access the lists of:

alternative/diminutive male names;
alternative/diminutive female names;

ethnic names and alternative spellings; and

ethnic minority naming systems for common cases.

Fast Trace - Dialogue DCI003

When to use dialogue DCIO03
31.Use dialogue DCIO003 for the initial trace for a Departmental Central Index
(DCI) record if the following information is known:

¢ the customer’s date of birth; and

e at least the first three characters of the customer’s surname.
32.Dialogue DCI003 is the quickest and most efficient tracing dialogue.
33.This dialogue allows:

¢ limited use of the wild card ? to broaden the boundary of the trace; and

e some limited automatic tracing.

How to use dialogue DCIO03

Century indicator

34.The century indicator determines the century of birth. Input:
e [8] for 19" century;
e [9] for 20" century; or
e [0] for 21 century.

Broadening limits of trace

35.When using dialogue DCI003, consider broadening the limits of the trace to
make the trace as effective as possible, for example:

A B
[NEA] [NEA]
[E] [?]
[?] [?]
[M] [U]

[14/03/69] [9] [14/03/69] [9]



36.1f trace A is unsuccessful attempt a trace as in example B. These limits allow
for transposed first and second forenames and the possibility that the wrong sex

could be recorded on DCI.
Automatic tracing

37.1f a trace is unsuccessful under the identity details input, that is there are no
exact matches found, the system will automatically try alternatives. For example:

Details input
[BAL]

[S]

[A]

M]
[11/03/67] [9]
Details input
[BAL]

[S]

[?]

M]
[11/03/67] [9]

System also tries
[BAL]

[A]

[S]

[M]

[11/03/67] [9]
System also tries
[BAL]

[?]

[S]

[M]

[11/03/67] [9]

38.If the customer’s surname begins with O or Mc and no exact matches are
found, the system will try the following alternatives:

Details input
[MCD]

[J]

[T]

[F]

[25/02/74] [9]

[ONE]

[Al

[B]

[F]

[05/05/56] [9]

System also tries
[MACI]D

[J]

[T]

[F]
[25/02/74] [9]
and

[MC D

[J]

[T]

[F]
[25/02/74] [9]
[O'N]E

[A]

[B]

[F]
[05/05/56] [9]
and

[O N]J

[A]

[B]

[F]
[05/05/56] [9]



Automatic trace warning messages

39.Any DCI records matching the identity details input will be displayed. The
message, no exact matches relaxed traces will be displayed if DCI shows any
matching records found on one of the automatic relaxed trace routines.

40. Sometimes the automatic tracing routines will not assist, especially when
tracing using naming systems for common cases.

Wild card character ?

41.The wild card character is a very useful tracing tool. Use it to increase the
boundaries of the trace and the chances of tracing the National Insurance
Number (NINO)/Child Reference Number (CRN).

42.1f the following trace was unsuccessful,

[KEA]

[A]

[J]

M]

[12/01/46] [9]

consider broadening the boundaries of the trace further by using the wild card ?
for example,

[KEA]

[?]

[?]

[M]

[12/01/46] [9]

43.These boundaries allow for transposed first and second forenames and the
possibility that DCI may be holding the record under different initials.

44.By confirming the details held on record, for example customer’s address and
benefit history, it can be established which DCI record, if any, refers.

45.Some forenames and surnames can be transposed, for example
Muhammed Ali Ali Muhammed

Bibi Begum Kaur Bibi Kaur Begum

Sex - when to use unknown

46.In most cases the customer’s sex will be clear from the outset. Input:

e [M]JALE; or

e [FIEMALE.
47.1f the sex is not known, or the trace was unsuccessful, the sex can be input as
unknown. Input [UINKNOWN. This is useful as the record may be held on DCI
under the wrong sex.
Note: Under the Gender Recognition Act 2005, transsexual people who apply for
and are granted a Gender Recognition Certificate will be recognised in law as
being of the opposite gender to his or her birth gender.

Date of birth
48.1f the trace under the date of birth given is unsuccessful, try some
alternatives, particularly when the customer:

¢ should have a record on DCI; or



e has a common surname.

Dates of birth - Departmental dates

49. Some customers, usually Persons from Abroad, cannot provide documentary
evidence to substantiate the day or month in which they were born.
50. Their records could be held under the following departmental dates:
Date of birth given by customer Trace using these dates
[?2/?2/74] [9] [01/01/74] [9]
[31/12/74] [9]

Child Benefit records

51. Consider obtaining a copy of the Child Benefit (CHB) account if tracing for a
child is unsuccessful. If a CRN has been allocated it should be recorded on the
CHB record.

National Insurance Number/Child Reference Number traced
52.Confirm a trace by taking the following action:

Step Action

1 select and view the matching records to confirm the trace;
Note: The date of birth will match.
2 check the customer’s/child’s:
o full name;

e any former name;
e current and/or previous addresses; and
e benefit history
to confirm the correct NINO/CRN has been traced.

53.1t is essential to link the right person with the right record before the
NINO/CRN is used.

No trace using dialogue DCIO03 - Fast Trace

54.1f there is no trace using dialogue DCI003 - Fast Trace, consider a General
Trace using DCI004.

General Trace - Dialogue DCI004

When to use dialogue DCI004

55.Use dialogue DCI004 for a General Trace if:

¢ the customer’s date of birth is not known;

e the customer’s full name information is known; and

¢ a Fast Trace using dialogue DCIO03 has been unsuccessful.
Note: It is not practical to use dialogue DCI004 if the customer’'s name is a
common one, for example John Jones.



How to use dialogue DCI004

Surname

56.To use dialogue DCI004 the customer’s surname must be known. Input a
maximum of ten characters. The system will automatically expand the trace, for

example:
Details input System tries
[Smith-Bast] Smith-Bastock etc

First forenamel/initial

57.This field is optional. Input a maximum of ten characters.
58.If this field is left blank the system traces for surname only cases.

Second forename/initial

59.1f no second forename is input, a search is made for records with or without a
second forename.

Sex

60. One of the following options must be input:

e [M]ALE;

e [FIEMALE; or

o [UINKNOWN.
Note: Under the Gender Recognition Act 2004, transsexual people who apply for
and are granted a Gender Recognition Certificate will be recognised in law as
being of the opposite gender to his or her birth gender.

Trace children

61. This facility restricts the trace to children or adults;
¢ [N] trace is open to customer’s aged 16 and over;
¢ [Y] trace is restricted to customers aged 20 and under.
62. Overtype with [Y] to restrict the trace to customers aged 20 and under.

Relaxed tracing facility

63.1f the customer has two forenames inputting the first forename only can make
a relaxed trace. This is useful if the surname is uncommon, for example:
Details from correspondence received

Name: Alexander Bramble

Address: Bangor

Date of birth and National Insurance Number (NINO) not known

64.1n the above example, because the surname is not common, a trace of
records for all customers/children called Alexander Bramble is practical.
65. In this example, DCI holds a number of records that match including the
customer’s record which is:

Name: Alexander Stephen Bramble

Address: Bangor

Date of birth; 12/12/55

NINO: YZ 00 00 00 D

66.To make the trace shown in the example above, input:



[BRAMBLE]
[ALEXANDER]
[]
[M]
[N]
67.DCI will display all the records that exactly match the details input.
68. When all the matching records have been displayed, DCI then:
¢ relaxes the trace; and
¢ displays records that match but also holds second forenames.
69.Because these additional traces are presented in alphabetical order it should
be easy to see if the customers DCI record is displayed.
70.Confirm the trace by viewing the DCI record and checking the current location
of any benefit claims.

National Insurance Number/Child Reference Number traced
71.Confirm a trace by taking the following action:

Step Action

1 select and view the matching records to confirm the trace;
2 check the customer’s/child’s:
e full name;

e any former name;
e current and/or previous addresses; and
e benefit history
to confirm the correct NINO/CRN has been traced.

No trace using dialogue DCIO04 - General Trace

72.1f there is no trace using dialogue DCI004, consider using alternatives to the
original information, for example:
¢ use different spellings of names as in the:
o alternative/diminutive list of male names;
o alternative/diminutive list of female nhames
e reverse the forenames;
e omit the second forename.
73.Consider also Ethnic minority haming systems for common cases and Ethnic
names and alternative spellings.
Note: There are no wild cards for dialogue DCI004.

Specialist Trace - Dialogue DCI005

General
74.Follow the best practices before/when using dialogue DCIO05.




When to use dialogue DCI005

75.Dialogue DCIQ05 is only available to the Specialist Trace Officer at the
Central Control Unit.
76.Use dialogue DCIOO05 for a Specialist Trace if:

e the customer’s surname is known; and

e a Fast Trace using dialogue DCI003 is unsuccessful; and

¢ a General Trace using dialogue DCI004 is unsuccessful.
Note: Dialogue DCIOO05 is expensive in terms of processing.
77.To make a successful Specialist Trace, adequate information on the customer
must be held to confirm a matching record.

How to use dialogue DCI005

Wild cards

78.1f a Fast Trace or General Trace is unsuccessful, make use of the following
wild cards to supplement information:

e ? unknown or doubtful character;

e > additional characters in field but cannot be used in date of birth field;

e + unclear if additional characters in field and if used in date of birth field,

will search for records after the date input

e -if used in date of birth field, will search for records before the date input.

79.Make full use of the wild cards to create a very relaxed trace.

Surname

80.To use the dialogue effectively, the customer’s surname must be known. For
example:

Details input System tries
[JOHNSTON+] [JOHNSTON]
[JOHNSTONE]
[THOM>] [THOMPSON]
[THOMSON]
[MCCL?RE] [MCCLARE]
[MCCLURE]

First forenamel/initial

81. The forename(s)/initial(s) should be known but are not essential to use the
dialogue.

82.Input up to 10 characters. Use the wild card to replace doubtful characters or
derived and alternative names and spellings.

83.Use the wild card [+] as the last character in the field. The system will trace
for names that match what has been input and any longer names, for example:

Details input System tries

[ROB+] [ROB]
[ROBIN]
[ROBBIE]
[ROBERT]

[+] any forename, initial or record



without a forename
84.Use the [>] wild card as the last character in the field. Use this when you are
sure that there are more characters, for example:
Details input System tries
[JO>] [JOY]
[JOAN]
[JOSEPHINE]
[JOANNE]
[JOYCE]
[>] any forename
85.The [?] wild card can be used in the forenames/initials fields. In most cases
the other wild cards will be more appropriate for the trace.

Second forenamel/initial

86. As for the first forename/initial. Do not complete the Second Forename field if
the first forename is not input.

Sex

87.Input one of the following options:

e [MJALE;

e [FIEMALE; or

e [UINKNOWN.
Note: This field must be completed. Under the Gender Recognition Act 2005,
transsexual people who apply for and are granted a Gender Recognition
Certificate will be recognised in law as being of the opposite gender to his or her
birth gender.

Date of birth

88.The dialogue has a date of birth field but precise dates should not be used.
Note: If the customer’s date of birth is known, a Fast Trace using dialogue
DCI003 should be made.

89.If an approximate date of birth is known, use wild cards for a trace to be made
around that date.

90. Use the [?] wild card to trace for records within a month, in a year, for
example:

Details input System tries

[??/10/53] records with a date of birth between
1 and 31 October 1953

[??/??/53] all records with a date of birth in
1953

91.Use the [+] wild card to trace for records with a date of birth later than a given

year, for example:

Details input System tries

[++/++/53] all records with a date of birth from
and including 01/01/53

92.Use the [-] wild card to trace for records with a date of birth before a given

year, for example:



Details input System tries
[-/-153] All records with a date of birth on or
before 31/12/53

Town/county

93. Input the first four characters of the customer’s town/county to reduce the
number of possible matches, for example:

Details input System tries
[BLAC]KPOOL [BLAC]KHEATH
[BLAC]JKBURN

94. Departmental Central Index (DCI) will only return records where the
information input is held on the second, third or fourth lines of the address.
Note: This field will only work if the town/county input is included in the DCI
address of the record being traced.

Possible National Insurance Number/Child Reference Number

95.This field enables a possible National Insurance Number (NINO)/Child
Reference Number (CRN) to be input. The customer may have transposed two
or more digits. This will reduce the number of matching DCI records returned, for
example:
Details input System tries
[AA123456D] matching records where the
NINO/CRN includes any two pairs of
digits from the possible NINO/CRN
input, for example:
[AA128856D]
[AA793456D]

Long searches
96. Using this dialogue will inevitably involve long searches. DCI will display the
following warning each time it has searched through 100 records:

e W1160 Long search press F12 to continue.
97.Try to obtain more information before continuing with the search. If this is not
possible, continue with the search.

Possible traces
98.When using the Specialist Trace dialogue, records will display which may or
may not refer to the customer.
99. Some DCI records:
¢ will be easy to discount by checking current addresses and benefit
claims/interest; or
¢ may need further examination to establish whether or not the record refers.

More than one National Insurance Number appears to refer to the customer

100. Ifitis discovered that two or more DCI records held under different NINOs
appear to refer to the same customer:



Step Action

1 Complete form DCI501;

2 Send the completed form to DCI Frontline Services.

101. DCI Frontline Services will investigate and advise the correct NINO to use
for the customer.
102. All paperwork should be retained awaiting the outcome of the decision.

NIRS 2 maintained/not maintained cases

103. If a NINO is traced during a Specialist Trace, the verification level of the
NINO and whether the account is National Insurance Recording System 2
(NIRS2) maintained should be checked on DCI. If DCI does not show a NINO
verification level 1 or as being NIRS maintained, further action may need to be
taken.

Action to be taken on each verification level and NIRS2 status

Proof Evidence | MF 47 CA5400 Cert of CA5410
of of must be must be age must be
identity | Identity | completed | completed | exemption | completed
needed | interview noted on
needed CA5400

Level 1
NIRS v
maintained

Level 1
Not NIRS N N \
maintained

Level 1
Not NIRS
maintained
Over state \
pension age
Benefit
application

Level 1
Not NIRS
maintained

Over state \ \ v \ \

pension age

Employment
application

Level 2

Qualified \
NINO




Level 3
NIRS

maintained N \ \
Under state
pension age

Level 3
Not NIRS \ \ \
maintained

Level 3
Not NIRS
maintained
Over state \ \ \
pension age
Benefit
application

Level 3
Not NIRS
maintained

Over state \ \ \ \ \

pension age

Employment
application

Level 1 - NIRS maintained

104. If the NINO verification is:
e level 1; and
¢ NIRS2 maintained

no upgrade action is required.

Level 1 - not NIRS2 maintained

105. If the NINO verification is:

e level 1; and

¢ not NIRS2 maintained
the customer will be required to attend an Evidence of Identity/Right to Work
(EOI/RTW) interview and form CA5400 must be completed

Level 1 - not NIRS maintained, benefit case over state pension age

106. If the customer is:

e over state pension age; and

¢ the NINO is for benefit purposes
they will be required to attend an EOI interview and form MF47 statement must
be completed .
107. Form CA5400 is not needed in this type of case as there is no requirement
for the NINO to be NIRS2 maintained. This is because the customer is not liable
to pay National Insurance Contributions (NICs).




Level 1 - not NIRS maintained, employment case over state pension age

108. If the customer is:
e over state pension age; and
¢ the NINO is required for employment purposes
they will be required to attend an EOI interview, and forms CA5400 and CA4150
must be completed.
109. The Interviewing Officer must take the following action:

Step | Action

1 annotate form CA5400 ‘Certificate of Age Exemption case’ in red ink
across the top of the front page;
2 ensure form CA4150 is completed and despatched to NI

Reaqistrations with all form CA5400 documentation.

110. This action is required because although the customer is not liable to pay
NICs, there is still an employer’s liability to pay NICs. The account will be
registered on NIRS2 to allow the employer’s details to be recorded on the
customer’s NINO account.
111. There is no requirement for a customer to apply for a NINO if they are:

e over state pension age; and

¢ self-employed.
Note: State pension age is currently 65 for a man and 60 for a woman.

Level 2 - Qualified National Insurance Number

112. If the NINO verification level is level 2 Qualified NINO, contact the office
that allocated the NINO to determine why action has not been taken to upgrade
that account.

113. If action is outstanding, arrangements should be made for this to be
finalised.

114. Where no action is outstanding but the account cannot be upgraded, the
appropriate office should be contacted to arrange for payment of benefit to be
withdrawn.

Level 3 - NIRS2 maintained

115. If the NINO verification is:

e level 3; and

¢ NIRS2 maintained
action should be taken to upgrade the NINO to level 1. The customer will be
required to attend an EOI/RTW interview and form ME47 statement must be
completed..
116. Completion of form CA5400 is not needed as the account is already held
on NIRS2.
117. Form DCI3 must be:

Step | Action

1 completed by the CCU Process Team officer;




2 countersigned by another CCU Process Team officer;

3 authorised by the Authorising Officer.

118. The EOIl interview and form MF47 statement must be completed before a
NINO upgrade can be authorised and carried out using dialogue DCI007
119. Where the NINO is upgraded to level 1, form DCI3, MF47 statement and
subsequent report RDCI34108 should be retained:

¢ locally;

e securely; and

¢ Indefinitely.
Note: As the form CA5400 may not have been retained, this is the only record
that will be available for these cases.

Level 3 - not NIRS2 maintained
120. If the NINO verification level is:
e level 3; and
e not NIRS2 maintained
the customer will be required to attend an EOI interview and form CA5400 must
be completed. To control the upgrade, form DCI3 must be:

Step | Action

1 completed by the CCU Process Team officer;
2 countersigned by another CCU Process Team officer;
3 authorised by the Authorising Officer.

Level 3 - not NIRS maintained, benefit case over state pension age
121. Where the customer is:

e over state pension age; and

¢ the NINO is required for benefit purposes
the customer will need to attend an EOI/RTW interview. In these cases form
CA5400 is not required as there is no need for the NINO to be NIRS2
maintained, as the customer is not liable to pay NICs.
122. Form MF47 statement must still be completed and retained in the office
with form DCI3. The NINO can then be upgraded to level 1_using dialogue
DCI007.

Level 3 - not NIRS maintained, employment case over state pension age-

123. Where the customer is:
e over state pension age; and
¢ the NINO is required for employment purposes
the customer will need to attend an EOI/RTW interview. Form CA5400 and form
CA4150 must be completed.
124. The Interviewing Officer must take the following action:

Step Action

1 annotate form CA5400 ‘Certificate of Age Exemption case’ in red
ink across the top of the front page;




|2 | ensure form CA4150 is completed. |

125. This action is required because although the customer is not liable to pay
NICs, there is still an employer’s liability to pay NICs. The account will be
registered on NIRS2 to allow the employer’s details to be recorded on the
customer’s NINO account.
126. There is no requirement for a customer to apply for a NINO if they are:

e over state pension age; and

¢ self-employed.
Note: State pension age is currently 65 for a man and 60 for a woman.

Best practices

127. Use the following best practices before/when using dialogue DCI005:

e attempt a further trace in dialogue DCI003 and DCIQ04. It may be that the
person who tried previously made a mistake when inputting information;

¢ use specific details initially as this will narrow down the trace. If this fails,
broaden the search by using the wildcard facilities in dialogue DCI005;

e use wildcards effectively;

e consider as many different configurations of the personal details as you
can. Consider how wildcards can assist with these configurations;

e swap forenames around,;

e only leave the Second Forename field blank if you wish to search for
records with only a first forename;

e try previous surnames if the trace is unsuccessful, for example a maiden
name when tracing for a married woman,;

¢ take care to avoid confusing a forename for a surname/family name, or a
title for a name;

e change the gender - it may be recorded incorrectly on DCI. Alternatively,
input [U] in the Sex field;

e if tracing for a child is unsuccessful, obtain a copy of the Child Benefit
(CHB) account. If a Child Reference Number (CRN) has been allocated,
record it on the CHB record;

e during a Long Search, check every screen even if some are blank. Do not
be tempted to give up or return to the Enter Details screen too soon;

¢ do not be deterred if the address held on DCI is not the one quoted by the
customer. DCI may hold out of date information. Check the address again
with the customer. Ask the customer for their previous three or four
addresses but do not divulge the address we hold; and

e always assume that a NINO exists for the customer until all attempts to
trace it have been exhausted without success.




Pre interview corroborative checks

Customer is seeking employment
128. A person seeking employment may apply for a National Insurance
Number (NINO), if they can show they have aright to work in the UK and are
looking for work, for example they are:

¢ registered with a Jobcentre;

¢ registered with an agency;

¢ checking local papers for employment; or

¢ able to produce acknowledgement letters for job applications
129. Ask the customer to provide details of this.

Customer already working or due to start work

If the customer is already working or due to start work, check that they
have aright to work in the UK and enter all information regarding the
employer on Part A item 2 of form DCI1(E).

Employer checks

130. Any information provided on form DCI1(E) should be corroborated, for
example by checking the existence of any:

e employment agencies;

e employers; and

¢ evidence of self-employment.
131. Any queries can then be noted for discussion between the Interviewing
Officer and the customer.
132. This activity should be conducted at the interviewing site wherever
possible, using local knowledge.
133. If the check cannot be cleared locally, refer the case to the CCU to enable
appropriate corroborative tools to be used.

Check performed at the interviewing site

134. Where it is decided to perform the pre interview check at the interviewing
site, it is essential to:

Step Action

1 check whether the employer exists using:
¢ local knowledge; and
e telephone directories

2 complete the relevant section of form DCI1(E) following conclusion
of the pre interview employment check;

3 ensure forms DCI1(E), and any additional information is retained by
the interviewing site pending the Evidence of ldentity interview

4 if the pre interview check cannot be satisfied contact the CCU to

utilise appropriate corroborative tools.




135. Withheld

136. Despite any doubt cast as to the existence/reputability of the employer,
the customer will still be required to attend the Evidence of Identity interview.
137. The information will dictate the level of risk posed by the application, which
will help determine the approach to take at the interview.

Note: The NINO Customer Adviser will decide the appropriate length of interview
and type of questions to be asked.

138. Further enquiries may be required after the interview has taken place.

139. Following completion of the pre interview check, the Specialist Trace
Officer must:

Step Action

1 complete the relevant section of form DCI1(E);
2 refer forms DCI1(E) and any additional information to the

interviewing site.

140. The interviewing site will retain the documents pending the Evidence of
Identity interview.

The Internet

Useful Websites for corroboration of information

http://www.eyp.co.uk/ Yellow Pages - contains search facility for
what, who and where. Includes details of
employers’ addresses and contact details

http://www.thomweb.co.uk/ Thomson directory - similar to
http://www.eyp.co.uk/
http://www.multimap.com/ Identifies the position on a map from

entering the postcode. The map identifies
the street name and surrounding area.
Useful for confirmation of
customer/employer’s address/location
http://www.nationalrail.co.uk/ listings of train timetables and routes.
Useful for verification of customer’s journey
within the country
http://www.insolvency.gov.uk/ lists companies in liquidation, receivership
or administration. Could be used to ensure
details of these companies are not being
incorrectly used
http://www.companies- lists all limited companies and their details,
house.qgov.uk/ although only the details of the Registered
Office which is usually different from their
operational business outlets
http://www.traveldocs.com/ an American site designed to sell visas, etc



http://www.eyp.co.uk/
http://www.thomweb.co.uk/
http://www.eyp.co.uk/
http://www.multimap.com/
http://www.nationalrail.co.uk/
http://www.insolvency.gov.uk/
http://www.companies-house.gov.uk/
http://www.companies-house.gov.uk/
http://www.traveldocs.com/

http://www.companiesonline.com/

www.britishairways.com

http://www.virgin.com/

http://www.nationalgeographic.com/

http://www.theaa.co.uk/

Note: This list is not exhaustive.

141.

143.

144.

145.

146.

147.

148.

149.

150.

151.

152.

to American citizens. However it does
contain very useful information about most
countries in the world

very similar to the Companies House site
but for American companies

allows journeys between destinations to be
validated

allows all Virgin train journeys and flights to
be validated

allows details of specific countries to be
validated, including the national flag, a map
of the country, its main towns, surrounding
countries and more general information
allows details of hotels and bed and
breakfast establishments to be validated

The fact that details can be validated on the Internet is not sufficient to
prove identity in isolation, only to help confirm part of the customer’s life history.
142. The search facility available within Internet software will allow a search for
any named employer etc, although these should always be treated with caution
as a web site can be created quickly and easily.
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Withheld

Withheld

Withheld

Withheld

Withheld

Withheld

Withheld

Withheld
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http://www.theaa.co.uk/
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Ethnic minority naming systems for common cases

159. The following list of nationalities’/religions’ naming systems is not
exhaustive, but are the cases you are most likely to come across:

Chinese;

Eritrean and Ethiopian;
Filipino;

Ghanaian;

Greek and Greek Cypriot;
Hindu;

Guijerati Hindu;
[ranian;

Muslim;

Nigerian;

Polish;

Portuguese;

Sikh;

Spanish;

Turkish;

Turkish Cypriot;
Viethamese.

Chinese

Sequence of names

160. Traditionally, the sequence of names for people of Chinese origin is
surname, followed by personal name.

161.
which would appear as a separate word in English.

162. Women may change their name following marriage, but this is not
universal. They may:

The personal name may be made up of one or two characters, each of

keep their surname;
adopt their husband’s surname; or



¢ use their joint surname, along with their husband.

163. For example:

Wife’'s name Married name

Lou Shook Ching Lou Shook Ching or
Kwong Shook Ching or
Kwong Lou Shook Ching

Husband’s name Married name

Kwong Kim Meng Kwong Kim Meng or
Kwong Lou Kim Meng

Children from the marriage

164. Children from the marriage may take their:
o father’s name; or
e parents’ combined name.
165. If a couple had a son, Kwok Yuen, he would be known as either:
e Kwong Kwok Yuen; or
e Kwong Lou Kwok Yuen.
166. If a couple had a daughter, Sow Leng, she would be known as either:
e Kwong Sow Leng; or
e Kwong Lou Sow Leng.

Adoption to the United Kingdom system

167. Some Chinese in the United Kingdom (UK) have adapted their names to
the UK system and put their surnames last, for example, Kim Meng Kwong.
Similarly wives may refer to themselves by their maiden name.

Examples of possible name combinations and variations

168. The following are examples of possible combinations and variations of
s