06-Januaty-2000 Reference 998869801

Redirection service

0727 JLO719743_152P1_1504 462
The Oceupier

With us it's personal

if you're concerned aboul mall being

rexdlirected from your address, please
call us immediately on 884577407/
(Textphone 0845 600 0606).

Name: \ie'ii reiériii mii[ for:

Rediraction from:
Addross at top of this lelter

Redirection to:

Condidantial

| |

— ottt

We'll be Redirecting mail from this address...

Dear Occupler,

We've been asked to redirect mail from this address for the person listed Dates: we'll redirect mail from
opposite. We're sending you this letter to let you know that this Redirection has 30-January-2000 to 28-February-20¢
heen requested and will soon be in operation, The person listed should have

ived at the address. If you know that they didn't live al this address, orif you're

concered in any way about this redirection, please call our Customer Seyvice

Centre on the number shown bslow, Its important that you let us know

immediately if you have any doubts about this Redirection.

Yours faithfully,
Royal Mail Redirection Team

PS If you have any queries, please refer lo the information over the page, or calf us on
0845 7 740 740 (Texiphone 0845 600 0606) calls charged at local rales.




PREA PREAMO1 POSTAL REDIRECTION/KEEPSAFE 25/03/2009 13:

MAIN DETAILS ENQUIRY
REFERENCE NUMBER : 998869901 : press F10 to select

REQUESTED B TEL.
REDIRECTION - SOURCE OF FORM : WEB LANG ENGLISH

T DATE 30/01/2009 RECEIVED DATE 23/01/2009

a redirection/keepsafe

TYPE ORIGINAL

REQUESTED STAR
ACTUA§5START.DQTE_30/01/2009 ENTERED DATE 26/01/2009 PERMANENT
' END DATE 28/02/2009 STATUS CANCELLED SOCIAL
TCLAL SURNAMESE 1 CORRECT FEE PAID YES PREVIOUS (F11)
BUSINE4S NAMES/ABBRE / EXT OPTED IN RM.OPTED OUT  NEXT (F12}
MOVE DATE 01/01/2009 Not' an Entire Family Move
_FROM _ADDRESS _LO ADDRESS
§ LiNEE
praegss P2 for full addreas inf— Address Withhel

WILSTEAD SPDO/
6-Text

SEL . 1-Names 2-Pay 3-Docs 4-Chges
RETURN-Process F9-Top Menu Fi-Help F3-Prev Level F4-Menu Fll-Prev Fl2-Next

/\J -’)%'f < S-_‘rt’cu"\Le-a(



PREG ' PREGMO1 POSTAL REDIRECTION/KEEPSAFE ’ 25/03/2009 13
NOTEPAD TEXT ENQUIRY Lines 1 to 4 of 4

REFERENCE NUMBER 598869901 reouasTeD By MRS . NEGTNEEN

REDIRECTION - SOQURCE OF FORM : WEB

SPECIAL INSTR.

CPRP704 29/01/2009 11:46:20

cancelled....fraud, call from the— to state never requested.
CPRP704 10/03/2009 09:43:54

CIFAS leaflets isgsued to customer

SEL : : 1-Names 2-~Pay 3-Docs 4-Chges
RETURN-Process F9-Top Menu Fl-Help F3-Prev Level F4-Menu F7-Prev F8-Next



L

L

26-January-2008 Reference 999572901

Redirection service

2?27_&107[9743)52?!#1500 462
The Qoccupief

With us it's persone

If you're concernad about mallt
radiracted lrom your address, p
call us immetlialely on 084877
(Teiphone 0845 600 060G).

N + we'll redirect mail for;
il'I“IIll'ilil”l*‘ll“I']illi‘m"'im % i

Redirection from:
Address al top of this leller

Redirection to:
Conlidential

We'll be Redirecting mail from this address...

Dear Ocecupier,

We've been asked to redirect mail from this address for the person listed Dates: we'll redirect mall fron
opposite, We're sending you this letter fo lot you know that this Redirection has 30-January-2009 ta 28-Fabrua
been requested and will soon be in operation. The parson fisted should have

lived at the address. If you know that they didn't live at this address, or if you're

concemed in any way abott this redirection, please call our Customer Sevice

Centie on the number shown below. It's imporant that you let us know

imrediately if you have any doubts about this Redirection.

Yours faithfully,
Royal Mail Redirection Team

PS If you have any querles, ploase refer lo the information over the page, or call us on
0845 7 740 740 (Texiphone 0845 600 0606) calls charged at local rates.




PREA PREAMOL POSTAL REDIRECTION/KEEPSAFE 25/03/2009 12
MAIN DETAILS ENQUIRY
REFERENCE NUMBER : 999572901 : Press F10 to select a redirection/keepsafe

REQUESTED B TEL.

REDIRECTION - SOURCE OF FORM : WEB LANG ENGLISH
REQUESTED START DATE 30/01/2009 RECEIVED DATE 23/01/2009 TYPE ORIGINAL
ACTUAL START DATE 30/01/2009 ENTERED DATE 26/01/2009 PERMANEN1T
END DATE 28/02/2009 STATUS CANCELLED SOCIAL
TOTAL SURNAMES 1 CORRECT FEE PAID YES PREVIOUS (F11)
RUSINESS NAMES/ABBR / EXT OPTED IN RM.OPTED OUT NEXT (F12)
MOVE DATE 02/01/2009 Not an Entire Family Move

T0 ADDRESS

FROM ADDRESS

presg F2 for full address inf Address Withhe

SPDO/
SEL . 1-Names 2-Pay 3-Docs 4-Chges
RETURN-Process F9-Top Menu Fl-Help F3-Prev Leve

6-Text
1 F4-Menu Fll-Prev Fl2-Next



PREG PREGMOL POSTAL REDIRECTION/KEEPSAFE 25/03/2009
. - NOTEPAD TEXT ENQUIRY Lines 1 to 4 of

REFERENCE NUMBER 999572901 REQUESTED BY—
REDIRECTION -~ SOURCE OF FORM : WEB

SPECYIAL INSTR.

CPRDP704 29/01/2009 11:46:32

cancelled....fraud, call from th-to state never reguested.
CPRP704 10/03/2009 09:44:06

CTFAS leaflets issued to customexr

SEL : 1-Names 2-Pay 3-Docs 4-Chges
RETURN-Process F9-Top Menu Fl-Help F3-Prev Level F4-Menu ¥7-Prev F8-Next

- Ske el
sl

//

l\}f

-



|

—————ng

24-February-2009 Reference 271100160

Redirection service

9787 _JLO134238_152P 1 _1667 462

The Occupler

gttt gttt oy 1]

We'll be Redirecting mail from this address...

Dear Occupler,

We've besn asked to redirect mail from this address for the person listed
opposite. We're sending you this letter to let you know that this Redirection has
been regussted and will soon be in operation. The person listed should have
lived at the address. If you know that they didn't live at this address, or if you're
concerned in any way about this redirection, please call our Gustomer Service
Gentre on the number shown below. It's important that you let us kinow
immediatsly if you have any doubts about this Redirection.

Yaours faithfully,

Royal Mail Redirection Team

PS If you have any queries, please refer to the information over the page, orcall us on
0845 7 740 740 (Texiphone 0845 600 0606) calls charged at local rates.

With us it’s personal

I yau're concemed about mait!
redirected from your address,
call us immadialely on 08457
{Textphone 0845 600 0606).

Name: we'll tedi i fors

Redirection fromt:
Address at top of this laller

Radirection to:
Confidental

Dates: we'll redirect mail fror
2-March-2009 {o 2-Apiil-2009




PREA PREAMO1 POSTAL REDIRECTION/KEEPSAFE 25,/03/2009 °
MAIN DETAILS ENQUIRY
REFERENCE NUMBER : 271100160 ¢ Press F10 to select a redirection/keepsaft

REQUESTED B - TEL.
REDIRECTION URCE OF FORM : COUNTERS LANG ENGLISH
REQUESTED START DATE 28/02/2009 RECEIVED DATE 23/02/2009 TYPE ORIGINA:
ACTUAL START DATE 02/03/2009  ENTERED DATE 24/02/2009 PERMANE]
END DATE 02/04/2009 STATUS CANCELLED SOCIAL
TOTAL SURNAMES 1 CORRECT FEE PAID YES PREVIOUS (F11)
BUSINESS NAMES/ABBR / EXT OPTED IN RM.OPTED IN NEXT (F12)
MOVE DATE 23/02/2009 Not an Entire Family Move

FROM ADDRESS 7O ADDRESS

Ppress F2 for full address infJ R
ILSTEAD SPDO/lq
SEBI: : l-Names 2-Pay 3-bocs 4-Chges 6-Text

RETURN-Process F9-TFop Menu Fl-Help F3-Prev Level F4-Menu Fill-Prev F1l2-Next

Nﬂ" g?'{ﬂeu“faezck



PREG PREGMO1 POSTAL REDIRECTION/KEEPSAFE 25/03/2009 1.
NOTEPAD TEXT ENQUIRY Lines 1 to 7 of

REFERENCE NUMBER 271100160 REQUESTED B\q
REDIRECTION - SOURCE OF FORM : COUNTE

SPECIAL INSTR.

CPRP704 02/03/2009 08:42:54

cancelled...fraud, call from the{jjj o state never requested,
note this is the 3xd attempt!! :

CPRP704 02/03/2009 13:47:03

form filed fraud file

CPRP704 10/03/2009 09:43:36

copy of form and CIFAS leaflets isgsued to customer

SEL ; 1-Names 2-Pay 3-Docs 4-Chges
RETURN-Process F9-Top Menu Fl-Help F3-Prev Level F4-Menu F7-Prev F8-Next



[~ Redirecting mail to 271 OO(LG
. .a.private address. - - P ¢

Quickest way to set up your Redirection is on line at www.royalmail.corn/redirection
Please complete this form in black ball peint and write in capital letters in the white boxes only w!th us it

" You must g:ve us the comrect postal addresses ani postcodes, To check pasicodes are correct you can visit our website of mwmyafmml com or calf the Pos!codn
Enquiry Line, It is open weekdays 8am ¥ épm on 09063 0241 222 {calls ore charged at 50p a minute, and the maximum call churge is £5). For evenings and
weekends call 08457 111 222 (calis charged at locol rate). Prices correct at dale of publishing. You must provide buth the old and the new address helow.

Old address.- where mail is sent ‘novi. We will inform somes o manlsaticns that you are no longer at your uld address, L

Posiché

New address - where you want mail redirected to

‘..‘, ) .:..- ..‘ o .-A. - ] - ...A s .‘ .n ..‘. . ..-.'.' - ... - Pﬁst.é.nde_. [, .'..‘ -

Please mark this box with an ' If you will b2 returning to your old addrass (temporary move)

In case we need to contact you
Date you are moviag fromyour address  Old daytime tefephone number (nctuding area code)  _ _ New daytime tefephone number fincluding ares code}

nd art ac u‘gamenl tu your old address H you don't want us te include detax!s m‘yuur new address, please mark this box with an %
Royal Mulf gives no guarantee that your new eddress whil remalin confideatial, If we cannot deliver an fem to your new address for any reason,
it moy be returned to sena‘er, wlth the new address shnmng.

Title fds. Mrs, Ms etc} First nama

Simame I|.||

P Mark vith an
] under 16

e Madc with an
W' if under 16

Mark with an
% f under 16

" Vigdle foas

Signature o

CTite (M s M et rirstoame

I Ma;kwl'lhan :-. ST 4 . B - A 0 . A
. %' under 16 [ e e o o
Suppame, ., . . -

Data Protection Act 1998 - Royat Mail Group Ltd, if your whale heusehe!d Is . Redlrect all vanatmns of f:rst names
and Post Office Ltd have notifications with the tinctuded In this move, please (e.9. Susan, Sus) If you don’t mark this box
Information Commissioner In line with the put an ‘%" in the box only the listed names and titles will be rodirected

Data Protection Act 1998 {the Act}

We reserve the right to pass your applicotion details to other organisations to prevent fraud ondfor money Iaundermg

Please put any additional names and signalures on a hlenk sheet of paper end otioch il {o this upplication,

We reserve the right to refuse ta redirect maif and to end the arrangement at any time. By fow we hov2 to poss op your Rediireqtion delaik to the Department for Work and
Pensions and Lecal Authonlties, so they can updote their recortls, We will also irform ather ficensed postal operalors fo eneble them to defiver mail

We carmot process your application un!ess each person usf. r‘ng far the service has s:gned A porept or guardkm must sign for those under the qge of 16

This section Is only for use in speciat clrcumstances Please complete this section only if you are applying for the Redirection of mail for a persom:

n A, Who has died. \We need to see Ihe original death certificate or an office copy {vhich you can {am the }am the Personal

get from the Register of Births, Marriages and Deaths). We also need to see identification nest of kin Representative,

|q the name of the parson applying as shown in sections 5,and 6. &.9. executor

B. For whom you have power of attorney. We need o see copy of the power of attorney decument certified by & salicitor,
. together with {0 in the narne of the person applying as shown in sections 5 and 6,

#f you ave a solicitor acting as a personat representative, we need to see an original or office/certilied copy of the Grant of Pmbate ar Grant of Letters of

Adminickratinn If uait haiva nnutar nf afdavaar win nand b4 can s ceebifind caneg DA - S,



Pad 2

Name of persan or pesple you are requesting the Redirectlon for.
Title . first nama v e e e s e e . . . . L.
. c “ : We may pass the nome and address
’ of a person who has died to other
Middle Inithals  oraqpisations to prevent further

Surpama
_ maif being sent,

s e - SN S «afo wndp e s Pldbse note that it js.a crimingl *
T . st " " offeénde (0 bppily to redirect mail +
‘Surname B ' " piddle Inivats  without proper uthority. '
Your name and s‘lgnature. I confirm that | have full aut'ority to apply to redirect matl addressed Date.. . ... ...
to the person or people named in this sectlon, . .

Signatore .. . .. _

e L . Hrs_tnar_na_,

" Viddie bats

P e

~ 74 ““How long do you _
The Home Qlfice Identity Fraud Stearing Committee recommends that te reduce
mal from your old address to your new ane for at (east a year,

Start Date . Please redirect myfour mail for Erd Date (farteg‘ﬁﬁg moves_ogly)

Hoonney | EeD e 0L

the

.

Pleasa atlow otre extra day for postage to our natfonal processing centre (address on the envelops),

We take the securlly of yautr mail very seriously. Ideptification must be orfginal - not photocoples and show the oddress you are moving from. )
If everyone applying shares the same surname we only need to see identifi cation from the person sending the application, Keep a copy of the documents yo.

How to pay - we only accept payment by chenue payable to Reyal Mall Ltd, You must send a separate cheque In the name of each different surname,
Jdentification you need to show - you need to send identificalion for each person with a different surname chosen from the Hist below,
{You can only use [D from this fist for postal applications).

"« Two different utilty bifls from the last 6 months {NOT a mobile phone or a
store/charge card statement and bills printed from the Internet are not valid)

+ Bank/Building Soclety statement from « 2 cradit card state
from the last & months from the last 6 m

AL

° S P o L g 4 LR A K ""'.; TP s ] Mty ..";
6. hpplyiiy for your Redirection atia Post Dffice® brdnch 15 i fod st i gy ity
We will refuse your application unless you produce volid ID for each different sumame. .
How to pay - We only accept payment by cash, debit or credit card or ¢hegue with valid cheque guarantee card mads payable to Post Office Ltd.

[dentification yout nead to show - Two different forras of orlginal identification ~ niot photoroples for each different surname on the form, one from List A and
from List B, If you are providlag bills and statements as [0 they must be dated within the last six manths unless we say otherwise, IF everyone applying shares th

_ surnante, we only need 10 In the name of the person applying at the Post Office® branch.

List A {proof of name) ‘ List B {proof of address)
+ Payment by cheque + Original letter from a benefils agency  » Two different utility bills from the last o Credit card statement
o Cheque guarantee/credit/debit card (Penslons Service, Jobcentre Plus, 6 months {NOT a mobile phoneora , griginal mortgage stateme
« Bank/Bullding Society book Child Benefit Office) storefcharge card statementand bills o B g Sacle
« Passport « EU member state Identity card pn.nfed from the internat are.not valld) " ("o Unfon statement ¢
« Driving licence - photocard with D740 passhook (no older than
» Coundll tax payment book 3 rnonths)

rovide ona of [0, This could be a Birth Cevtificate, Hational Savings book of any of the itéms aboy

’ TP L i - BTN R LY K : wis Wi, - SR R B T ey A
7 . Workinig:out our payment 4 321 A0 S GAb L s R T R R Ll SR A YRR
Use the table below to find out the cost of the Redirection and then multiply this amoust by the number of different surnamas to get the totat cost.
Hote: A lot of the cost of the service Is for the Initial sel up - so (ke Tonger you take ft out for the belter valus it becomes. e.g. if you take out for 22 months Jt vdll cost you the equivalent of
£3,12 per month campared 10 just 1 month st £7.35.

UK address Abroad {Airmall)

Children under 16 with a different strname must p

Amount you are paying

i2months  £37.40 £14.75 )

& months £24.90 £4G.80 - Example: You are asking us to redirect mail te ap address in the £ 7 o ‘ 3._5‘*

3 months £16.15 £32.30 UK for 12 months for two people who have different surnomes, R NP

1 month €735 £14.85 The totaf ameunt you pay is £74.80 (12 months at £37.40 X 2

No refund Is possible once a Redirectlon has started, Prices correct until April 2009 - visit wivws royalmall.com for prices thereofter and full terms ond cont

Dccasionally we would like to send you information and relevant it £s a further service a1 no extra cast, we can provide your nest address to e
A ~ organisations that atready have your old address so they can update thelr contact L2

offers {rom Rayal Mail Group Ltd and other organisations, if
you don't want this, please mark ' in the box k ’ fists. I you do not want this service, please mark %' In the box

Royal Mai Ltd. registered in England and Wa'es. number 1138203 Registered offi ce 14]6 Streel, Landon. E1\'9HD. _

i - Post Dffice® branch/0ffice use brfy~ Pléas
g :7_ Surname List A List B
15 A Sl ST
3 PLTLT XU eot- 60ita~L6
3 . ve -~ P p’ﬁﬁ??"’"{\_
L7 : B .
% BB Death certificate seen {1 Po for of & Date stamp a\g\}:d ‘% Section 1 ‘Addresses’ comnplete [
.y - A g a
DR Staif sianature % 60 13 “L .3 Sertions 2 andfor 3 ‘Names' complete [
) Ly f.-



27 February

Senifor Administrator
Royal Mail
Redirection Centre
Freepost $T944
Stoke-On-Trent

ST1 5DB

Dear Sir or Madam,

References ~ 271100160, 998869901 and 999572901

Yesterday | received your letier of 24 February 2009 advising me of another
attempt to fraudulently redirect the mail of myself and my wife.

I rang today at 08:04hrs and was told that this time the fraudsters had gone
to a post office and presented evidence of identity, | asked what was on the
list of evidence that they must supply and your operative refused to tell me
which | think is unacceptable as this information must be in the public
domain, | was also advised that | should report the matter to the police. | do
not believe | was given this advice when | rang to report the first attempt on
29 January 2009 at approximately 09:50hrs.

[ am also concerned that the redirect has been set up in the name of my

wife and myself and assume that you have therefore been given proof of

identity for both of us. | will be making a request for the details provided
under the Freedom of Information Act,

My concern is that another attempt could coincide with me being on holiday
and since the redirect takes affect within 7 days my identity could be
hijacked before [ return., .

t assume that you will now put a marker against my address which witl
prevent any further redirection attempts unless | have specifically provided

conclusive evidence of my identity,

Yours fafthfully

Andrew Potter



date 10 March 2009

your ref
ourref 271100160, 998869901
and 999572901
Redirection C
Mr Andrew Potlat, FREEPOST ¢
STOKE-ON-T
ST1 5Dt

Dear Mr Potter

Thank you for your letters regarding the redirectlons of your mail.

The first two redirection applications were set up separately on the internet using a
credit/debit card. In this case the card Is used as identification.

The new address details given for both were as follows:

Please also find enclosed a copy of the third redirection application form we receivec
requesting the redirection of mail In your name, this time quoting a different new add
and applied for at a Post Office branch. The form shows you what identification was
used to set up the redirection, at which office and on what day the application was

made

| can confirm that ail the information we have regarding this redirection application b

now been shared with you,

We are committed to doing all we can {o prevent fraud and protect our customers 8¢
we have informed CIFAS, the UK's Fraud Prevention Service of the cancelled mail
redirections.

The enclosed leaflets entitled The CIFAS Leafletand Protective Registration provide

further detalls on how CIFAS works and how you can protect your identity from furth
misuse. You may also find the website www.identityfraud.org.uk a useful source of

information about identity fraud and impersonation.

e e et et d et Mt Danictared nfficar 148 O Streel. LONDON, ECIV



If you think you may have been a victi

m of identity crime then you should obtain a copy

of your credit file from one of the Credit Reference Agencies as detailed within the CIFA

Leaflet.

Yours sincerely

Redirection Centre Administrator

£Ene.



5 March 2009

!ree!om of !n!ormation Request

Sales and Customer Service
Dearne House

Cortonwood Drive
Brampton

BARNSLEY

§73 OUF

Dear Mr McGuire

Freedom of Information Act 2000
Mail Redirect References - 271100160, 998869901 and 999572901

Under the provisions of the above act and further to the enclosed letter |
wish to see the proof of identity that Royal Mail accepted to enable the

" above redirects to set up,

I would also (ke to know what payment mechanism the fraudsters used. If
they used a stolen credit card | shall be asking Royal Mail why no effort is
made to check the address on the card against the address for the redirect.

Yours sincerely

Andrew Potter



pate: 10 March 2009
Your Ref:
ourfet: CSUK 333

Freedom of Information Co~
Mr Andrew Potter Sales and Customer Sel
g Dearne House
Cortonwood Drive
Brampton
BARNSLEY
873 QUF

I refer to your recent letter dated 5 march requesting information relating to a
Redirection service, which has been set up fraudulently.

For your future reference, such information is only avallable when a Data Protection
Act request is made.

| have enclosed a list, which details the identification required when an application is
made at a Post Office® counter. If you would like specific details of the Redlrection
services set up without your consent you will need to complete the enclosed form

and return it in the prepaid envelope provide.
[ hope you find this information helpful.

Yours sincerely

Royal Mali of Information Co-ordinator



REQUEST FOR REDIRECTION ADDRESS INFORMATION.

one from List A and one

It order to confirm your identity, blease supply photocoples of two forms of identification,
from List B,

e Pension/Benefit Book (only acceptable if the Redirection ¢ Driving Licence - ' )
application is made at the post office named on the hook) (if a photocard licenee, if must be accompanied by
the counterpari driving licence (form D740} which is

issued with the card)

» Cheque Guarantee, debit or credit card

+ Bank/Building society book ¢ Council tax payi_iwnt book

s Two Recent utility bills ?(lln's connls as one ftem), Not

» Passport
a mobile phone bill

« National Savings Book o
+ Recent Bank/ Building Society statement

s Store Account Card (not loyalty card)
- + Credit Card Bill

¢ Cheque Book
+ Couneil rent book




REQUEST FOR REDIRECTION ADDRESS INFORMATION,

Please complete this form in full, using BLOCK CAPITALS. Please return this in the envelope provided, together with
photocopies of two forms of identification, one from each tist on the following page.

Title:

Surname!

Forename:

Your Address:

Pastcode:

Daytime Telephone Number

Redirection Reference Number
{if known)

Please Note: Address information will only be disclosed with the prior consent ofthe Police.
This is to ensure that disclosing this information will not interfere with any police investigation,

Please obiain a case reference number when you report this incident.

Police Case Reference Number

Police Contaet Telephone Nos: |
Station Address l
{ certify that the information stated above is correct,

Signature: Date: I




Pate:

Our Ref;

25 March 2009

1-994367733

Mr Andrew Potter

Dear Mr Potter

Thank you for your letter dated 19 March to Adam Crozier, who has asked that |
reply on his behalf. ’

At the outset, | was sorty to learn of the distress you and your wife have been
caused by this matter. | must stress that we do take fraud prevention very seriously.
Indeed, we do alt we reasonably can to ensure the safety of ali mail to minimise the
chances of any fraudulent activity against our products or services and by
extenslon, and even more importantly, our customers,

As you are aware, the Rediraection service is available to individuals who wish to
divert their mail from one address to another for a set period of time. If mote than
one named individual's mall is to be redirected, instructions are required for each
named individual, In order to set up a redirection, certain personal details are
required in order to verify identity. Security checks are built into the redirection
system and requlre any payment to be made using a credit or debit card registered
in the name of the redirectee in order for the request to be processed. On-line or
telephone applications which require the use of a credit or debit card are verified
using a payment processing system which checks whether the relevant account has
sufficient funds available and whether the card has been reported lost or stolen. We
also run checks on the address provided and the Card Verification Code. This
payment processing system is widely used within the financlal field.

i note your point about the fraudulent identification and the processing of the
application by Post Office Counters. If more than one named individual's mail Is to
be redirected, instructions are required for each named Individual. In order to set up
a redirection, certain personal details are required in order to verify identity,

A customer requesting a Redirection Service must provide two relevant forms of
identification, which are not easily attained by anyone other than the appropriate

party.



In addition, the creation of a redirection triggers the issue of a letter to the original
address to advise the occupier that a redirection has been applied for, and to check
that the applicant is entitled to redirect their mail from that address. The enveiope
Royal Mail uses for this purpose is specifically designed to he easily and readily
identified when it arrives at the address from which the Redirection Is due to start.
This further measure helps us to safeguard our customers’ mail,

Royal Mail denies that it is indifferent to the victims of fraud. At this time we have no
plans to change the current application process or the types of identification we
accept. It would not be for Post Office counters staff to question the validity of a
signature. However we will continue to, as with any of our services, reassess the
process we have in place. Furthermore, our work includes identifying patterns of
potential fraud and ensuring the police, who are the lead investigatory authority,
have all the relevant information they need in their work to tackle fraud crime.

| note your polint on retaining the proof of identity and waiting for a response to the
letter sent to the “old “ address, however given the number of Redirection
applications made on a dally basis this would not be operationally viable and we
must always balance the cost of the service against the securlty measures we take.
Whilst we always try to maintain the balance between robust security controls and
the customer experience when buying and using our products, at the forefront of
our strategles is ensuring that we are 'easy to do business with' so it Is important to
apply security measures that dre proportionate to the risks particularly when the Vast

majority of applicants are genuine.

In conclusion, | am very sorry for the distress you have experienced as a result of
this matter. Under the circumstances | can only apologise and assure you that
when, on occasion, problems do occur, they are dealt with in a prompt and
professional manner to save our customers any further Inconvenience.

Yours sincerely

!oya! Ma:li Headquarters

5" Floor, 148 Qld Street, LONDON, EC1Y 8HQ
Teal: 020 7250 2888 Fax: 020 7250 2030 Textphone: 08456 000 606

The Postal Review Fanel vill independently review your case should you remain unhappy followlng the outcome of
the full investigation by Royal Mail. They can be contacted by emailing postalreview@royalmail.com, or by wriling to
Freepost Postal Review Panel. Please quole the reference number at the top of this letler.



Mr Adam Crozier
Royal Mail Holdings plc

148 Old Street N L E R
London T T S f
EC1V 9HQ U ~Ca L

b L e

Dear Mr Crozier,

Fwrite this letter to you recognising that you will probably never read it
and are probably too consumed with other issues fo care.

The good news is that the way in which Royal Mail have contributed to
attempts 1o steal my identity is causing me and my friends much
amusement as [ will explain. Luckily | believe | have thwarted the
attacks as ! would not have found it so amusing had this not been the

case,

When | wrote my letter dated 27 February 2009 my wife and I had been
subjected to two attempts to have our mail redirected. | now
understand from your Redirection Centre that a third attempt has also

been made,

| would welcome your views on the following concetns following the
receipt of the attached letters from the Redirection Centre and your

Freedom of Information Coordinator:

¢ You will understand my concern that if | had been on holiday
when the altempts were made | could have returned to find the
fraud altempt had been successful and | have not received a
response to my request to put a marker against my address to
prevent any further redirect attempts. However | was phoned
today by another credit card company about a bogus
application which caused me fo think that another application
had been made. | phoned the Redirection Centre who informed
there had been an application on 28 February but this had been
rejected without informing me because of a marker against my
address. This is good news and it would have been useful for me

fo have known that,



By the way your automated answering service is tortuous,

o | would like to know why Royal Mail do not put better controls
info the system e.g. when ¢ request for redirect is made send out
a lefter 1o the address to be redirecied and only put the redirect
in place once you have received a response fo that letter, |
recognise that this would add a small delay info the process and
it is possible that some customers who have not acted promptly
will have moved out before requesting a redirect. Those
customers would have to make their own arrangements and
would be the cost they would pay for poor planning.

¢ | do not beligve that Stockport Road Post Office acted with Due
Diligence and Care. They have accepled d signature "Potter
Andrew" which is clearly incorrect and should have been
rejected. Please advise me whether i was acceptable for such
an obvious forgery to be accepted.

« | am doubtful that they had the requisite proof of identity for
both my wife and 1. it is possible that the fraudsters produced a
joint bank account however the Job Centre document could
only be in one name. Please confirm whether your procedures
have been followed,

+ Please confirm whether you fake copies of the documents
provided as proof of identily and if not, why?

¢ | got the information | requested with regaird to the application
at the Post Office from the Redireclion Centre while your
Freedom of Information Team required me 1o fill in another form
before providing information. it is with some irony | note that this
form had to be dccompahied by proof of identity,

I look forward to your response with some interest.

Yours sincerely

Andrew Potter



