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About TISA

Supporting the financial journey through life

The Investing and Saving Alliance (TISA) is committed to improving the financial wellbeing of all UK
consumers by working collectively with the financial services industry to deliver solutions and champion
innovation, for the benefit of people, our industry, and the nation.

We do this by working with our member firms to deliver practical solutions and devise innovative,
evidence-based strategic proposals for government, policy makers and regulators that address major
consumer issues.

We care about the entire financial life of consumers: from their first savings account opened to ensuring
people can age and retire with dignity. TISA believes that savings and investments play a significant role in
the lives of people and small businesses. Consumers benefit when they put aside money for their future.
Saving and investing can provide a buffer for emergencies; help people achieve big and small goals
throughout their lifetime; and give people quality of life in later years.

TISA is a not-for-profit membership organisation and a trusted partner of key industry stakeholders in
helping shape the future of the UK financial services and the environment in which we operate. We have
over 260 member firms involved in the supply and distribution of savings and investment products and
associated services.

Our work, your influence

Our policy work reflects TISA’s broad scope of interests and aims on meeting the needs of UK consumers,
members and our industry. From improving financial education, inclusion and accessibility, right through to
savings, investments and retirement planning, the work we do with our members to influence policy is crucial in
enhancing the industry we operate in and driving positive change.

As part of our commitment to delivering focused and impactful consumer outcomes, TISA’s policy working
groups have been structured into three distinct workstreams:

1. Consumer Protection - Protecting the best interests of UK consumers in their financial journeys.
Consumer Access - Considering issues that could directly impact access to financial products.

3. Effective Products - Examining key considerations and legislation relating to products across the
investing and saving landscape.

All groups focus on both strategic and technical elements of policy/regulation. We provide a channel for firms to
have their say on the policy we develop and present, contribute to our technical and regulatory interpretation

work and, importantly, gain insights from other TISA members, policy makers, government and regulators.

Find out more about TISA here: www.tisa.uk.com/about-tisa
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Introduction

Given TISA’s role as a financial services focused not-for-profit membership organisation that is committed to
improving the financial wellbeing of all UK consumers, our consultation response concentrates on our key
areas of interest and focus. In particular, we have considered the implications and opportunities for financial
services organisations and their customers.

We have highlighted, within our response, questions that were not relevant from our perspective.
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Summary of Recommendations

Questions on Part 1: Our Ambition

1.0.Q1. What do you think the main benefits will be, if any, for the government’s new national digital ID
system?

The new digital ID system will, from the outset, provide a strong foundational verification service. It has the
potential to evolve further, and deliver greater benefits for individuals, the government and the broader
financial services industry.

For example, within financial services, it will aid further streamlining and consistency across account opening
processes, in particular, for the 10% of individuals who do not hold an in-date form of photographic
identification®. These individuals, many of whom will have struggled to open basic financial services products
or may have even been debanked, will face reduced barriers (both perceived and actual). From a Know Your
Customer (KYC) refresh perspective, the potential efficiency benefits are even more significant. Financial
Conduct Authority reporting data has estimated there are around 427m open accounts for UK customers in
existence?.

Given the planned in-built security features, the digital ID will also help to mitigate financial crime risks by
reducing the reliance on paper-based forms of identity documentation. This aligns well with the UK
government’s ambition to disrupt crime and strengthen economic resilience as part of its Fraud Strategy?.

Further simplification and alignment of account onboarding processes also dovetail well with the Financial
Conduct Authority’s rules on Consumer Duty which require firms to enable customers to achieve their
financial objectives, deliver good outcomes and ensure individuals in vulnerable circumstances are fully
supported.

In addition, given the government’s Leeds Reform ambition to encourage greater investment by individuals,
itis essential that onboarding processes are as straightforward and automated as possible and do not present
a barrier to investment. The financial services industry has already invested significant sums to automate and
build scale into onboarding processes, but the introduction of a digital ID can allow further streamlining and
automation to take place, delivering efficiency benefits for firms and reduced onboarding complexities for
customers, thereby reducing the risk of abandonment. Greater digitisation of product solutions will become
possible. With reduced onboarding barriers, it will also make it easier for customers to switch between
products, helping to ensure they continue to meet individual needs and deliver value-for-money.

More broadly, it has the potential to act as an enabler for further innovation within the financial services
industry. For example, the value of dormant assets is significant, with one estimate in excess of £50bn*. The
digital ID system has, over the longer term, the potential to significantly aid the repatriation of dormant
balances. For example, subject to greater sharing of data, it could complement the

1 UK Government Cabinet Office, 2021 https://www.gov.uk/government/publications/voter-identification-
photographic-id-ownership-in-great-britain

2 Financial Conduct Authority, 2018 https://www.fca.org.uk/publications/research/financial-crime-analysis-firms-data
3 UK Government Fraud Strategy 2026-2029 (Disrupting Crime, Supporting Economic Resilience and Delivering Justice),
March 2026 https://assets.publishing.service.gov.uk/media/69ae77ddc78869bf8eb8a509/fraud-strategy-web.pdf

4 Gretel https://www.gretel.co.uk/news-for-you/it%E2%80%99s-time-to-claim-what%E2%80%99s-yours
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Pensions Dashboard and other Open Finance initiatives, such as the FCA’s PRISM Open Finance initiative®, by
aiding the building of connections across financial institutions, helping to enhance consumer protection and
resilience through the increased reunification of dormant cash and other asset balances.

These types of strategic developments will require effective collaboration and co-ordination between the
government, regulators and industry participants. Data protection and consent considerations will need to
be at the heart of thinking around any planned developments.

From a government perspective, the immediate focus should be on delivering a secure and trusted digital ID
system that enables innovation across both the public and private sectors.

1.0.Q2. What do you think the main drawbacks will be, if any, for the government’s new national digital
ID system?

Although there are, as noted above, significant immediate benefits, we believe the government should
consider more deeply, the systemic risks (e.g. data protection risks, cyber risks) that are likely to evolve
following the introduction of a digital ID system.

We acknowledge these risks, and the actions to be taken in response, are recognised within the Consultation
Paper but, given (a) the scale of this project, and (b) growing fraud threats (as recognised in the government’s
Fraud Strategy) we believe a further review of these risks, including any emerging new risks, is warranted to
ensure the actions to be taken remain sufficiently comprehensive. Ultimately, ongoing public confidence will
be essential for there to be widespread take-up of digital identities.

Although the immediate focus is on improving access to public services, the government should not lose sight
of broader strategic opportunities, both within the public sector and the private sector. We would therefore
encourage the government to ensure that the initial design decisions do not act as a hinderance to further
innovative thinking and decision-making over the longer-term. We believe it is better to produce a workable,
scalable framework at the outset that does not require ongoing amendments and further legislative change.

If the public are aware of the broader benefits that the digital ID system can bring, both in the short-term
and over the longer-term, this will help to increase take-up rates. Ultimately, broad take-up is essential to
fully achieve economies of scale.

1.0.Q3. One of the government’s aims for the new national digital ID system is to make it easier for people
to prove who they are. To what extent do you agree or disagree that the proposed system could help
achieve this aim, and why?

Somewhat agree.

From a financial services perspective, it will not necessarily provide a full identity verification solution from a
KYC perspective.

We recognise that is not the purpose of the digital ID and that Digital Verification Services (DVS) providers
will continue to play a central role in providing more holistic commercial solutions for financial services
participants.

5 Financial Conduct Authority https://events.fcainnovation.co.uk/PRISM Taskforce
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However, care will need to be taken to manage public perception. It would not be unreasonable for a member
of the public to assume that their government digital ID is sufficient to fully verify their identity from a KYC
due diligence perspective (financial services firms will have additional requirements such as proof of address).
Accordingly, careful planning of communications and messaging will be essential to ensure this does not
dilute the perceived value of obtaining a digital identity.

1.0. Q.4 The government proposes to use the digital ID system to enable more modern, efficient and
personalised public services. Which public services would you want the government to prioritise making
faster or more efficient using the system?

We do not have any specific comments on public service priorities but would note that broad usage across
the public sector will support faster and more successful take-up in the private sector and vice versa. By
quickly achieving scale, this will act as an efficiency benefits catalyst.

Questions about Chapter 2.1: Creating the digital ID

These questions are for experts speaking in their own capacity and for organisations:

2.1.Q1. The national digital ID will be issued as a credential (or digital document) for storage on a
compatible device, similar to how people already store payment cards and tickets on their smartphones.
Are there technical issuance standards, beyond those already used by the GOV.UK Wallet, that we should
be building the national digital ID to?

Yes. We recognise the importance of maintaining full confidence in the digital ID system.

Given the prevalence of phone thefts in the UK, with around 200 snatch thefts every day®, we would
encourage the government, in conjunction with technology companies and phone providers, to consider
what further protections can be put in place to mitigate the risk of phone theft leading to identity fraud.
Phone thefts are often driven by a desire to access data on the phone rather than just the physical phone. If
such thefts lead to successful fraud attempts this could detrimentally impact overall digital ID confidence
levels.

This question is for everyone:

2.1.Q2. Do you have any concerns about the impact of the national digital ID that are specific to your part
of the UK? If so, please select which country and why?

No comment as not directly relevant to financial services.

6 House of Commons Library, 2025: https://commonslibrary.parliament.uk/research-briefings/cdp-2025-
0150/
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Questions about Chapter 2.2: Storing, Managing and Using the digital ID

These questions are for everyone:

Someone might wish to delete their own digital ID from their device. They will be able to do this at any
time, and the process will be designed to be simple and quick.

2.2.Q1. Are there any ethical factors government should consider that relate to an individual deleting their
digital ID?

Yes.

From a financial services perspective, if firms are to place reliance on a digital ID to verify an individual’s
identity, assurance would need to be provided that, should an individual choose to delete their digital ID this
does not invalidate the onboarding process. It is recognised that as part of any subsequent KYC refresh
exercise, it may be necessary to obtain alternative verification of identity documentation if an individual has
chosen to delete their own digital ID. It would be helpful if firms were notified of the deletion of a digital ID
to allow them to make a reverification assessment at that point.

Similarly, we would encourage the government to consider the end-to-end implications of a death (another
way in which a digital ID may be deleted/cancelled). We would expect a death notification would lead to the
automatic re-categorisation of an individual’s digital ID. To help prevent fraud and help facilitate the
repatriation of any financial services account balances held, we would look for an agreed mechanism to be
in place to ensure financial services providers (and potentially other private sector organisations) that have
relied on the digital ID to verify an individual’s identity are made aware of the death in a timely manner.

We are assuming that, in time, information on digital identity deletions would be made available to Credit
Bureau, DVS and other providers in much the same way that General Register Office (GRO) data is made
available to notify of bereavements etc. to provide a more holistic view of a person’s identity.

When considering how best to operationalise deletion-related processes, the government will need to ensure
data protection considerations are fully evaluated.

Under strictly controlled circumstances, the government may also have the power to revoke (i.e. cancel)
someone’s digital ID — for instance, if someone’s digital ID has been identified as stolen or used
fraudulently. This will be governed by robust processes.

2.2.Q2. Are there any ethical factors government should consider that relate to revoking (i.e. cancelling)
an individual’s digital ID?

Yes.

In addition to clearly documenting the circumstances where revocation will be possible, consideration will
need to be given to developing robust processes to ensure financial services providers (and other private
sector organisations) that have relied on a digital ID to verify an individual’s identity are made aware that it
has been revoked. This will alert them to the potential for further fraud activity and any additional suspicious
activity reporting requirements, and also the potential to consider the ongoing customer relationship,
including the need to collect additional verification of identity documentation.
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In addition, linking back to overall confidence levels, it will be essential for the government to provide
complete clarity on the liability position of financial institutions that have accepted a digital ID that turns out
to be stolen or used fraudulently, whether by the holder or a third party.

2.2.Q3. Do you think people should be able to choose to store their national digital ID directly in holder
services (sometimes known as ‘digital wallets’) other than the GOV.UK Wallet, that are certified to meet
government standards?

Yes.

Flexibility will provide individuals with choice and will allow them to store their digital ID in a certified wallet
they are already using that meets their needs, particularly in the private sector where there are additional
data verification requirements, beyond the proposed data points within the government ID system.

It would also give individuals freedom of choice. For example, some individuals may not want the government
to be made aware of certain types of purchases made (e.g. alcohol or pornography). Given potential public
sensitivity around national IDs, providing choice may lead to less resistance and greater take-up.

If permitted, the government will need to ensure that, by holding a digital ID within an alternative certified
wallet, this does not limit in any way an individual’s ability to verify their ID, either for a public service or
within the private sector. Staff within organisations that seek to place reliance on digital IDs will need to be
fully aware of this alternative option. It will be essential for it to be fully interoperable to minimise the risk of
rejection as this would significantly impact confidence (as well as leading to frustration).

If alternative certified wallets are permitted, consideration will need to be given to any additional fraud risks
that arise as a result of this added flexibility.

These questions are for experts speaking in their own capacity or for organisations:

2.2.Q4. To support secure use, there needs to be a robust way to check the national digital ID presented
from the GOV.UK Wallet. This will help confirm it has not been faked, tampered with or revoked. The
private sector has already developed free and paid-for checking services. In addition, we are considering
creating a ‘government checker’ service. To what extent do you agree or disagree with the proposed
government checker service being made available for use in the private and third sectors, at low or no
cost?

We strongly agree with this proposal as, not only will it reduce barriers for smaller organisations, including
charities, it will help to encourage broader take-up of digital IDs amongst the public.

We have noted that this is only intended as a baseline checker service, leaving space for organisations such
as DVS providers to provide more holistic services using derived credentials in commercial settings.
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2.2.Q5. We are considering several limitations to the government checker service, by design. For instance,
it could only be able to check government-issued credentials, like the national digital ID. This is intended
to leave room for third-party checking services. Are there any specific limitations you think we should set
for the government checker?

We agree with the proposed approach outlined within the Consultation Paper (i.e. only able to check
government-issued credentials in low volume face-to-face use cases).

We would also encourage the government to consider whether it would be possible for individuals to see
which organisations have reviewed their digital ID wallet. This would provide a degree of additional
assurance and may also help to identify potential fraud attempts.

Questions about Chapter 3.1: Information contained in the digital ID

This question is for everyone:

3.1.Q1. The national digital ID will include a person’s full name, date of birth, nationality, and a biometric
facial image (photo). What further information, if any, should the digital ID also include?

We believe the planned four data points provide sufficient information to confirm an individual’s identity for
the planned initial uses outlined in the consultation paper.

There would be value in including former names, and whilst recognising that this may be impractical in some
cases, the majority would have none or only show a maiden name and possibly a prior married name, which
would help with anti-impersonation / fraud prevention checks.

However, linking back to our response to 1.0.Q1, if the digital ID is to be an enabler for further strategic
opportunities, we believe residential address information should be incorporated as an additional data point
from the outset (see response to 3.1.Q2).

This question is for organisations:

3.1.Q2. The government is not planning to initially include address information on the national digital ID,
but we may review this position in the future. If your organisation were to rely on this information, what
would help you trust an address on the digital ID?

From a financial services perspective, if residential address information were available, this could be used to
support identity verification as part of a KYC onboarding or refresh process and avoid the need to obtain this
independently. Assurance would be required on the evidence process and checks in place to verify the
accuracy of an individual’s residential address information.

If there was scope to do so, providing the ability to independently store the residential address from a
correspondence address would also add value, noting the former is an explicit requirement under Money
Laundering legislation, whereas the latter is commonly used by people residing in higher risk countries or
with heightened account take-over concerns, for example, company directors.

We would also encourage the government to consider whether the date of the last update to an individual’s
address could be made available to DVS providers. This would allow financial services firms to assess, from a
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risk perspective, whether any additional due diligence was necessary to fully verify whether an address
remains accurate and up-to-date.

There would need to be clear address change processes in place. For example, what steps (if any) would be
taken to ensure a DVS provider and/or financial services firm placing reliance on the address contained in the
digital ID is made aware of any address update, either on a ‘push’ or ‘pull’ basis. Not only would this ensure
ongoing alignment of address information and reduce the risk of incorrectly addressed mail being
intercepted, but it would also reduce the likelihood of a financial services firm losing contact with an
individual and being unable to repatriate any balance due to them.

Money Laundering Regulations will also need to be reviewed as updates may be required to ensure the
regulations remain aligned. The extent to which financial services firms would be able to place reliance on a
digital ID to verify an individual’s identity needs to be clear.

This question is for everyone:

3.1.Q3. Businesses and organisations accepting the national digital ID need to trust that the information
on it is up to date and accurate. We are exploring whether people with a digital ID should be legally
required to inform the government within an appropriate timeframe of certain changes (such as a name
change) or errors to their personal information, so that their digital ID can be updated.

To what extent do you agree or disagree with a legal requirement to inform the government of changes or
errors within an appropriate timeframe?

Strongly agree.

There needs to be confidence around data accuracy. Accordingly, we consider it essential there is a legal
requirement on individuals to inform the government of changes to their information (including address
information) within a reasonable period of time.

This would mirror obligations in place today for UK driving licences and for financial services accounts
(requirement to keep details up-to-date are normally contained within account terms and conditions).

We would also encourage the government to consider whether there is an opportunity to support individuals
around the communication of a change. For example, when registering a marriage or civil partnership, there
is an opportunity to proactively ask individuals if any name change is planned and, if so, this could potentially
lead to an automatic update to an individual’s name within their digital ID records.

How this could work practically would need more detailed consideration, but should be designed around the
existing ‘tell us once’ principle, including when updating a passport or driving licence.

For the majority of persons, their name/address details will not change for many years, so there would need
to be a strong nudge to the individual to re-validate their information, with a ‘last validated’ date used to
give confidence it remains correct. Just stating it is a mandatory requirement, for example, similar to driving
licence updates, is not going to have the desired effect.
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Questions about Chapter 3.2: Transforming public services

We have not answered the questions within this section as they are not directly relevant to financial services.

Questions about Chapter 3.3: Utility in the wider economy

This question is for everyone:

3.3.Q1. The national digital ID would be useable across the private and public sectors, alongside other
options like physical documents and other appropriate digital identities from third parties.

To what extent do you agree or disagree that the private sector and third parties should be able to use the
digital ID alongside other options?

Strongly agree.

By allowing both the private and public sectors to make use of digital IDs, this helps to streamline services,
increase efficiency and reduce duplication. Consistency of process, both between firms and across sectors
will help to increase confidence and perceived value by those individuals making use of their digital IDs.

Within both sector settings, individuals will have the choice when to use their digital ID, putting the individual
in control. By providing and promoting a range of options for consumers this will aid financial incision. In
addition, by allowing digital IDs to be used across both sectors, this provides scope for expansion and
innovation over time.

The government should give consideration to how it can incentivise the private sector to adopt digital IDs for
their customers, both for new account openings as a default choice, but also for existing customers that they
have already verified - this will drive economies of scale and utilisation. An example could be inserting an
additional metric into the annual FCA REP-CRIM annual return (SUP 16 Annex 42B) on the number/ % of
clients verified via this method.

Questions about Chapter 3.4: Tackling illegal working

We have not answered the questions within this section as they are not directly relevant to financial services.

Questions about Chapter 4.1: Eligibility for the digital ID

These questions are for everyone:

4.1.Q1. All British and Irish citizens, and foreign nationals with permission to be in the UK, who are above
an agreed minimum age will be eligible for the national digital ID. Are there any other groups that should
be included?

We have not answered this question as it is not directly related to financial services.

4.1.Q2. Which of the following ages do you think is most suitable to access the digital ID system from?

(a) — 16 years old. We believe this to be an appropriate age from a financial services perspective.
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Questions about Chapter 4.2: Unlocking access across society

We have not answered the questions within this section as they are not directly relevant to financial services.

Questions about Chapter 4.3: Commitment to supporting inclusion

We have not answered the questions within this section as they are not directly relevant to financial services.

Questions about Chapter 4.4: Accessibility

This question is for everyone:

4.4.Q1.The government intends to engage with a range of people and organisations outside of
government to help ensure the design and delivery of the national digital ID system is accessible. Can you
suggest any specific organisations or types of organisations which the government should engage with?

The financial services industry has significant experience in ensuring that products and services are fully
accessible.

This has been driven, in part, by the Financial Conduct Authority’s Consumer Duty requirements that came
into force in 2023. This requires firms to deliver good outcomes for retail customers, ensuring there is an
appropriate support framework in place and a specific requirement to identify customers with vulnerable
characteristics, understand their needs and act to meet those needs.

TISA, as a not-for-profit membership body with a focus on the financial wellbeing of consumers, has worked
with our members to develop a best practice guide covering all aspect of compliance with the Consumer Duty
requirements.

Accordingly, we believe we are well placed to support the government to help ensure accessibility
considerations are at the heart of the national ID system.

Other organisations, such as SelectlD (selectid.co.uk), that have experience providing identity and
orchestration services, are also well-placed to help ensure accessibility issues are fully considered. By
engaging with organisations that provide a variety of services, this will help to ensure the full range of
potential accessibility challenges are considered.

Questions about Chapter 4.5: Alternative access routes

We have not answered the questions within this section as they are not directly relevant to financial services.

Questions about Chapter 5.1: Data protection and privacy

We have not answered 5.1.Q1 as this is a question for members of the public.
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This question is for experts responding in their own capacity and for organisations:

5.1.Q2. Principles of data minimisation and empowering users to ensure they have greater control over
how much data they share when using their national digital ID at point of use will be central to the design
and implementation of the digital ID system. How should the government ensure transparency around
how national digital ID data is used?

Clear plain-English explanations of what data will be collected, how it will be protected, how it will be used
and what options individuals will have to restrict the information shared will be essential if members of the
public are to have confidence in the system. The explanations given should emphasise the user is in control
over the sharing of their data, and make clear the benefits of doing so.

To be successful, this will require a mix of direct advertising, social media activity (in conjunction with content
creators) and broader public relation promotional activities.

Questions about Chapter 5.2: Securing the national digital ID system

This question is for everyone:

5.2.Q1. Are there any additional security safeguards to those named above that should be considered in
relation to the national digital ID system?

We have noted that the digital ID system build will be based on the existing trusted and secure models and
in line with published principles. Given the potential for the digital ID system to evolve as technology develops
we would highlight that the current compute eco-system and infrastructure in the UK is not considered
sufficient (UK Compute 10-point roadmap’), which, from a national digital ID system perspective, could raise
concerns about the UK’s dependence on overseas infrastructure. Until UK-based supercomputing centres are
in place, the UK is susceptible to additional costs, political challenges and data-jurisdictional conflicts which
could affect the ability to run critical systems, including those linked to digital ID systems.

Accordingly, we would encourage the government to ensure it has fully considered, as part of the digital ID
system planning phase, the systemic risks that are likely to evolve following the introduction of the digital ID
system to ensure they are effectively mitigated.

Questions about Chapter 5.3: Fraud as a national challenge

These questions are for everyone:

To make sure everyone can access and use the national digital ID, the application process will need to offer
alternative routes and additional support for those who need them.

5.3.Q1. We want to ensure these alternative access routes are secure. What do you think are the most
important factors we need to consider in order to achieve this?

Whilst inclusion remains a priority, strong identity verification processes are essential for those using an
alternative access route. Alternative documentation options need to be clearly defined. The options should
cover situations where a third party is also involved (e.g. carer or individual acting under a power of attorney).

7 https://www.gov.uk/government/publications/uk-compute-roadmap/uk-compute-roadmap
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Ongoing training for staff involved in supporting individuals will be a key element. This should not only cover
the security aspects, but also the ‘people’ aspects given the increased likelihood that individuals facing
accessibility challenges will have vulnerable characteristics. We would encourage the government, as part of
the digital ID development work, to review what Project Nemo’s educational activities have achieved to
accelerate disability inclusion (www.projectnemo.co.uk).

Ongoing oversight will be important. This should include any learnings gained from real life cases, including
those involving fraud attempts.

Firms will expect the same level of rigour in the issuance of a national digital ID regardless of the way in which
it was accessed - if there are going to be different thresholds applied to reflect those that cannot meet usual
requirements, consideration should be given to notifying the firms relying on those digital IDs of that fact -
e.g. to provide additional support to vulnerable customers.

5.3.Q2. What do you think are the most important factors to consider when ensuring alternative access
routes to the national digital ID are not misused by fraudulent actors?

See response to 5.3.Q1.

Questions about Chapter 5.4: Ensuring strong oversight and governance

These questions are for experts responding in their own capacity and organisations:

5.4.Q1. What additional oversight mechanisms, if any, should be put in place for the national digital ID
system?

We have noted the plans for an effective complaints and redress system, including the potential for
compensation payments to individuals.

Alongside that, there needs to be a clear responsibilities and liabilities framework covering all stakeholder
groups within the end-to-end chains. This would include DVS providers, wallet providers and relying parties.
We would expect the framework to make clear the position should a fraud occur. This will be essential for
relying parties, in particular those in the private sector where the financial consequences of a fraud could be
significant. An effective framework will also aid the timely resolution of complaints that arise.

By having such a framework, this will also allow relying parties to assess the extent to which they wish to
place reliance on a digital ID and, to provide protection and support compliance, what other supplementary
supporting documentation or evidence may be required in certain circumstances.

More broadly, when developing the oversight framework, we would encourage the government to include
key private sector organisations in discussions on any issues or learnings identified from oversight
undertaken. In addition, we would also look for the oversight framework to be forward-looking, examining
potential further enhancements and opportunities (in both the public sector and private sector) that may
emerge, ensuring the oversight framework evolves accordingly.

Consideration should also be given to whether relying parties can/should be able to raise concerns directly
to the digital ID issuer where they become aware of an issue - e.g. if the individual alerts them to an
attempted or actual fraud/theft, or as part of the reporting mechanism where there are suspicions that need
reporting to the FIU.
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5.4.02. What measures can you suggest, if any, that could be put in place to make sure people can resolve
issues with their national digital ID?

There needs to be a clear, visible complaint and escalation route for individuals to be able to resolve their
complaints in a timely manner. As noted in our response to 5.4.Q1, the creation of a responsibilities and
liabilities framework, will help to ensure roles and responsibilities are clear when different types of
complaints arise.

Timeliness will be even more critical in certain situations (e.g. where it results in a delay to benefit payments)
as it may be appropriate to look to prioritise these types of complaints where the impact is greater.

As with other complaint resolution mechanisms, service standards will need to be made clear to ensure
expectations are managed and confidence is maintained. Individuals will look for a single contact point as
this will help to give confidence that their complaint is being addressed.

As noted previously, learnings from complaints should be constantly monitored and evaluated, looking to
see where there are key themes that need to be addressed.

It would be prudent to work closely with existing DVS providers to understand the challenges they are seeing
in respect of the digital identities, in order to scale up at a national level.

Questions 5.4.Q3 and 5.4.Q4 are for members of the public.

Questions about Part 6: Wider Summary of Impacts

These questions are for everyone:

6.1.Q1. Do you think there are any other benefits for businesses from introducing the national digital ID
system that have not been considered?

No. We believe all benefits have been considered.

6.1.Q2. Do you think there are any other costs to businesses from introducing the national digital ID system
that have not been considered?

For the vast majority of low risk individuals, their identity is only verified once at the opening of their financial
service product, and rarely thereafter (for example, in the event of a material trigger event). Figures vary by
firm, but are currently likely to be somewhere in the region of 75% electronically verified and 25% manually
verified, with a significant cost variation between the two parts. At this time it is not clear what costs
businesses will face to rely on a national digital ID, both at account opening and ongoing - e.g. for notification
of a change or revocation. Until this is known, it is unclear what the impact of this would be in terms of
increased costs to leverage the digital ID, and potentially higher click charges for electronic checks which
would (to some extent) be replaced and therefore reduce in scale/volume.
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6.1.Q3. Do you think there are any other benefits for households from introducing the national digital ID
system that have not been considered?

No. We believe all benefits have been considered.

6.1.Q4. Do you think there are any other costs to households from introducing the national digital ID
system that have not been considered?

No. We believe all costs have been considered.

6.1.Q5. Do you believe there are any other wider impacts from introducing the national digital ID system
that have not been considered in this consultation?

No.
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