Identification Protocol

Once you’ve determined that your caller is entitled to receive privacy-protected information, you must ask the following questions:

	All Callers

	Veteran’s Claim or Social Security Number 

	Veteran’s Full name

	Branch of Service

	In addition, the following questions must be asked and verified to process a change of address/direct deposit:



	Change of Address and/or

New Direct Deposit
	Change of Direct Deposit

	      Address of Record
	      Account Number of Record 

	· Current Check Amount (exact dollar amt.)

Note:  Not necessary to ask Current Check Amount if the caller hasn't received a first recurring payment.

	      Current Check Amount (exact dollar amt.)

Note:  Not necessary to ask Current Check Amount if the caller hasn't received a first recurring payment.


Note:  You must verify the above responses in Share.  Additional questions may be asked if you are not comfortable with the above responses; however, you may not substitute any of the above questions if the caller is unable to provide the correct response. 

For changes of address/direct deposit:  If you can’t comfortably identify the caller, apologize for not being able to change the address over the telephone and send VA Form 20-572, Request for Change of Address/Cancellation of Direct Deposit, and/or VA Form 24-0296, Direct Deposit Enrollment Form, with any written instructions needed to complete the forms.  Tell the caller to return them to the office of jurisdiction and provide the address.  
Hints:  If the caller is unsure, provide helpful hints about information he/she should have readily available.  Some examples of helpful hints include:

· Have you received a decision or letter from us recently that may contain the information that would help you answer the questions?
· Do you have access to a recent bank statement?
Reminders:  

· Powers of attorney (POA, VSO, CVSO) and VA assigned payees (Fiduciary, Guardian, Custodian) are considered first-party callers and must be asked the same questions.  

· Verify POAs in BIRLS/Corp Record and using the OGC Accreditation Website on the PCR Index.  

Identification Protocol

August 2009

Direct Services (216)

Page 1 of 1

