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Abstract

This study represents a specific component within a broader research endeavour. Specifically,
it focuses on the UK as a benchmark case within a comprehensive comparative analysis of
Portuguese consular services, which also encompasses Brazil and Ireland as comparative
reference points. The focus is on four key consular services: Passport Issuance Abroad (P1A),
Consular Presence Provision (CPP), Voting Abroad System (VAS), and Repatriation (REP).
This research aims to provide a comprehensive understanding of these services through an
analysis of the front and back-office. The former holding the primary focus, while the latter
functions as a complimentary reference point, due to data limitations. The ultimate outcome is

a set of recommendations guiding policymakers in optimizing Portuguese consular services.
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1. Introduction (Group Part)

As global interconnectivity expands, the importance of foreign affairs and the consular
services they encompass intensifies. Such services are pivotal for the citizens’ well-being and
for shaping a nation's international reputation. In response, many nations are examining ways
to modernize and optimize their consular systems. Therefore, this paper is a contribution to the
literature on consular affairs. More specifically, it tries to fill the existing void on a comparative
analysis of Portuguese consular services, by looking at Brazil, Ireland and the United Kingdom

as benchmark studies. The choice of those countries will be further justified later on.

Consular services refer to the broad range of assistance and support that a country provides for
its citizens abroad, via its Embassies and Consulates. This mainly encompasses the issuance of
passports and visa, legalization of documents, registration of birth, death, and marriage,
repatriation, provision of travel advice, and promotion and fostering of economic and political
relationships. This provides a link, for the citizen, between the host- and country of origin —
and is in essence an essential part in promoting the welfare and safety of citizens — and the

safeguarding of their rights abroad.

Due to time and space constraints, this study has scoped down its focus to the following
services: Passport Issuance Abroad (P1A), Consular Presence Provision (CPP), Voting System
Abroad (VSA) and Repatriation (REP). To gain a comprehensive understanding of the above
defined services, an analysis of the front- office, namely the services directly delivered to the
citizens, as well as the back-office, which entails resources and operational processes within
the Consulate, is required. This study adopts such a dual approach, since both components of

the consular network are heavily interconnected, with issues in the back-office, having an



immediate impact on the quality of the front-office and vice versa. Such an approach allows to
pinpoint opportunities for improving service quality aiming to produce guidelines for effective
policy implementation. It is however of utter significance to note, that the key focus of this
study will be on the front-office of the above outlined services. This is the case, since due to a
lack of resources and available data, there are limitations to the back-office analysis, mostly on
the side of the international benchmark analyses. Thus, the back-office perspective, mainly
focuses on the case of Portugal will serve as a complement to the study, whilst providing
relevant insights to back up the proposed recommendations. This should pave the way for the
ultimate outcome of the study, namely the outline of recommendations that should serve as
strategic guidance and point policymakers into the right direction, when it comes to optimizing

consular services in Portugal.

2. Conceptual Framework of Consular Affairs (Group Part)

Okano-Heijmans (2011, 21) defines consular diplomacy as “assistance to a state’s
own citizens in distress abroad and, when necessary, their family or other designated contacts
at home”. Consular services operate in a constantly changing environment, where the definition
of “assistance”, “citizen” and “distress” evolves. This is a dominant theme in the respective
body of literature, amplified by globalization. This evolving landscape was triggered with the
key migratory waves in the 60s and 70s, where consular trends transitioned from a historical
focus primarily on economic interests, meaning consular services were focused on fewer
countries with significant economic ties (Okano-Hejimans 2011). This also becomes evident

in the new and increasingly serious challenges faced by Consulates worldwide. When looking



at Portugal in this context, it is predicted, that even though it has “Programa Regressar?,

migratory trends will stay high (Moita et al. 2019).

A surge in demand, which became evident in the past decade, can be attributed to several
interconnected factors. Firstly, there is a notable increase in mobility, resulting in a rise of
travelers and expatriates, serving as an indicative metric of this transformation. Moreover, the
profile of "citizens in distress” is undergoing change, primarily due to a growing number of
individuals finding themselves in hazardous overseas environments. Factors such as
adventurous tourism, business operations in high-risk zones, as well as the global reach of
natural disasters and terrorism contribute to the complexity of consular cases (Wilks et al.
2006). These contemporary developments have fundamentally altered the nature of services
demanded of Consulates. Lastly, the rising expectations of citizens regarding consular services
have added to the growing demand. The media and innovative technology, play a significant
role in shaping these expectations, with consular functions receiving positive coverage when
successfully rescuing citizens but facing criticism when perceived as failing in their duty to
assist citizens abroad. Further, these new technologies and the media put information on such

services at the fingertips of citizens abroad (Tindall 2012; Moita et al. 2019).

When it comes to addressing the above outlined surge in demand and the perceived
responsibilities of the Consulates, literature discusses numerous strategies. Namely, expanding
consular services (number of consular posts, HR, finance etc.), managing expectations to

influence demand, and innovative service delivery.

A commonly agreed concept in the literature, entails that merely increasing supply is

insufficient to meet the overwhelming demand and increased expectations. Recognizing this,

1 The key aim of this programme is to incentivize the return of emigrants, as well as their descendants and other family members, by providing
better conditions to return to Portugal and take advantage of the opportunities that exist in the country today.



proactive strategies were adapted aiming at managing expectations to influence demand and
informing their citizens on what Consulates can do, additionally emphasizing the significance
of insurance. When it comes to innovating consular service delivery, there are three

predominant topics, namely communication, technology, and partnerships (Haynal et al. 2013).

Effective communication and technology are closely intertwined and hold a pivotal role in
consular research and development. There is an increasingly recognized inadequacy of
traditional methods, such as travel advisories alone, in effectively communicating risks to
travelers, necessitating a reevaluation of communication strategies (Briggs 2002). Although
consular websites are a common tool for communication, their quality varies widely in terms
of design, accessibility, accuracy, and overall effectiveness. Some Consulates have adopted
social media channels, and the use of mobile phones, both in response to specific cases and as
part of proactive efforts. These social media platforms, including those used within consular
services, serve not only for disseminating information but also for actively engaging,
organizing, and managing crises (Hanson 2012). Additionally, endeavors encompass
significant advertising campaigns, brochures and websites aimed at informing citizens on such
matters. Questions about the benefits, costs, and digital transformation of consular services
persist, including issues related to identity verification, fraud risk, privacy, and cybersecurity

(Haynal et al. 2013).

The third dimension of innovation pertains to partnerships that expand the scope of
responsibility beyond the state. These partnerships can be categorized into three dimensions.
Namely, upward partnerships (supranational institutions), outward partnerships (state-to-state
cooperation) and downward cooperation (private sector and NGOs) (Haynal et al. 2013).
Countries are exploring the outsourcing of consular functions to enhance resource efficiency

(Okano-Hejiman 2011). The challenges associated with privacy, liability, efficiency, and the



legitimacy of the state's role necessitate careful consideration as these partnerships continue to

develop (Haynal et al. 2013).

In conclusion, consular affairs are witnessing a range of innovations in communications,
technologies and partnerships, all aimed at addressing the needs and expectations in an ever-
changing consular landscape. These innovations hold significant implications for the future of
consular services and require in-depth analysis. Thus, the aim of this study is to fill the
pertaining gap in the literature on how such challenges can be addressed within the Portuguese

consular system.

2.1. Methodology

Research Design

The research design applied in this study is a comparative analysis. This comparative
analysis will mainly focus on four consular services, that were prioritized in correspondence
with the MNE. The first consular services under examination commence with the issuance of
passports to citizens residing abroad. This service has been accorded priority due to its
resonance with a salient issue in Portugal — namely, the inefficiencies in issuance of civil
documentation. Given limitations in both time and space, passports were selected as a
representative focal point. Furthermore, the study directs its focus to consular presences. This
choice is substantiated by the unique conceptual framework they embody within the Portuguese
consular structure. Another significant component of analysis is the voting system for citizens
abroad. This service was chosen due to its alignment with the fundamental human right to
engage in democratic processes, constituting a pivotal driver of democratic inclusivity and
representation. The final consular service under investigation in this study is repatriation. This

selection is underpinned by its recognition as a right in Portugal, further accentuated by its



increased prominence within the media, particularly in the context of the global pandemic

(Home Affairs, 2023).

This analysis is based on an examination of the consular services provided by the Portuguese
state. Furthermore, those services will be compared and contrasted with consular services
provided by Brazil, Ireland and the United Kingdom. Given the considerable variability in
consular service provisions across nations, this thesis has opted to concentrate on consular
services focused on the countries with the biggest diaspora of the benchmark cases, where
applicable. For Brazil, this pertains to the U.S with 502.000 people in 2019 (Bloomberg Linea
2023) constituting 0.23% of 216 million being the total population (Macrotrends 2023); for
Ireland, the UK inhabits 370.000 Irish citizens in 2021 (Statista 2023), which makes up 7.4%
of its 5 million citizens (Worldometer 2023); and for the UK, it is Australia with a diaspora the
size of 1.200.000 people in 2021 (Home Affairs 2023), a relative population of 1.8% out of its
67 million inhabitants (Worldometer 20203). Notably, it is imperative to acknowledge that
consular services within the UK exhibit a higher degree of universality, rendering this approach
less extensively employed in the context of the UK. In the case of Portugal, the focus was on
countries with a high ratio of consular presences to the size of the diaspora, as well as a country
on almost every continent to represent geographical diversity. The countries chosen are

Venezuela, France and South Africa.

Moreover, a dual analytical framework encompassing both the front-office and back-office
components was established. Due to constraints in time and publicly available information, a
direct comparative analysis of the latter is unfeasible. Nevertheless, it will serve as a valuable

complement to the recommendations, bearing significant importance.



Firstly, the efficiency of back-office operations exerts a direct influence on the provision of
Consular services. An optimized back-office ensures the prompt and accurate handling of
paperwork and administrative tasks, resulting in an enhanced delivery of services.
Additionally, through a comprehensive evaluation of the back-office, one can understand its
resource allocation. This insight is pivotal in comprehending resource utilization,
encompassing factors such as staffing levels, budget distribution, and investments in software
and technology. These optimizations collectively contribute to the improvement of consular
services. Lastly, bottlenecks in the back-office have the potential to hinder the provision of
consular services. By identifying these obstacles, it facilitates targeted enhancements,

diminishing delays and improving the overall experience for workers and citizens.

Choice of benchmark studies

The selection of benchmark studies was initially decided upon language considerations.
Specifically, the authors of the paper possess fluency in English and Portuguese. Moreover, a
set of criteria was defined, which was used as indicators to identify appropriate case studies, as

will be elaborated in the following.

The first country chosen was Brazil, which is firstly considered an interesting case, due to its
membership to the CPLP? community, which ensures and promotes the interconnectivity
between all member states. Brazil and Portugal both belong to the Lusophone community, have
strong historical links, great diplomatic relations and cooperation agreements, and have sizable
diasporas abroad — Portugal with two million people (UN 2023) and Brazil with 4.5 million

people (Instituto Didspora Brasileira 2022). Interestingly, the second host country of Brazilians

2 The Community of Portuguese Language Countries - an international organization and political association of Lusophone nations across
four continents, where Portuguese is an official language.
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abroad is Portugal, with 360.000 Brazilians, corresponding to 8% of the total Brazilian

population overseas (Instituto Diaspora Brasil 2022).

In this regard, Brazil constitutes an interesting comparison for this study in terms of contrasting
the procedures of a country that has a larger diaspora than Portugal, and so examining how they
meet the demand of their population abroad. Moreover, when looking at the profile of the
current Brazilian emigrant population, we find it heterogeneous and closely related to the social
and economic conditions experienced by Brazil today and to the characteristics of the
destination country. The issue of work and the search for better living conditions are the
predominant factors motivating emigration. However, in general, there is a higher level of
education among Brazilian emigrants, a departure from large cities and capitals and a less
explicit desire to return, and greater planning of the migration initiative when the destination
country is farther away, as in the case of Japan and Australia (International Organization for

Migration 2020).

Continuing with the case of Ireland, which was chosen due to an amalgamation of several
factors. The nation ranks high in the public services index (from 2007-2023), placing 160 out
of 177 nations included in the dataset (The Global Economy 2023). This indicates that the
country offers high quality public services for its citizens, which allows an interesting analysis
and comparison. The Department of Foreign Affairs and Trade (DFA) is responsible for its
citizens abroad, but unlike the Portuguese approach to consular services, even though focused
on citizen engagement, Ireland expects its citizens to protect themselves via insurance in case
of emergency, and to use the available commercial solutions at hand to solve the situation —

which differs from the Portuguese way of conducting consular assistance.



Both countries share membership in the EU and OECD, as well as a significant diaspora base
abroad, which according to The Irish Abroad Unit, concluded it to be 3.601.000 people (The
Department of Foreign Affairs 2023). For scale and comparison, the population of Ireland as
of 2023 is 5.057.000 (Macrotrends 2023), which shows the importance of Ireland’s consular
services for its citizens, considering the number of citizens residing abroad, of which
approximately 370.000, or 7.3%, live in the United Kingdom (Statista 2023). Considering both
the area and population, both Portugal and Ireland scored the same, being classified as medium
size states, according to (Brito 2015). Ireland is known for its emigration waves throughout
history, and the diaspora abroad is described as a skilled and mobile global workforce, with the
most international experience in work and education according to a study including 200.000
participants spanning 70 countries- with 2.000 being Irish, out of which 91% had prior

international work experience (Irish Jobs 2014).

Finally, this study suggests that the United Kingdom serve as an interesting benchmark for
the comparative aspect of this project, despite it being a particular case due to its departure
from the EU in 2020. The UK is also ranked quite high in the public services index, being on
place 149 out of 177, where place 177 has the best score (The Global Economy 2023).
Additionally, the country is comparable to Portugal, due to its membership with NATO and
the OECD as well as the UK's history as a colonial power. Although there is a significant
difference in population between Portugal (10.3 million) and the UK (67.3 million), the UK
has the 8th largest diaspora in the world, which makes it an interesting comparison (World
Bank 2011; Murray et al. 2012, 19). The number of UK-born emigrants residing abroad is hard
to quantify. However, it ranges from approximately 4.5 to 5.6 million, which is approximately

7.44% of the population (Finch et al. 2010).



Furthermore, the UK is a particularly interesting case for this study, due to structural
differences, since the Foreign, Commonwealth and Development Office (FCDO) is the key
departmental body addressing issues regarding British citizens living abroad. No other advisory

entity for diaspora questions was identified in the British consular network.

This in combination, with the fact that the UK adopts quite a passive approach, when it comes
to consular services for its citizens abroad, makes it a compelling comparative case. Ragazzi
(2014, 80) assigns this approach, to the fact, that the UK is an “expatriate state”. This refers to
a situation where British emigrants are usually considered highly skilled and financially
successful, as the key driving force behind British migration is “lifestyle-migration”. Thus, it
is commonly assumed that British citizens do not require constant engagement with their home
country, which limits the state’s responsibilities to predominantly disseminating information
and online support, complementary to a few Consulates addressing economic ventures
(Ragazzi 2014, 80). In this case, it is important to note that Britons abroad do not have a legal

right to consular assistance.

Data Collection

The comprehensive data collection process for this study employed a balanced
combination of secondary and primary data sources. This was done to validate the key findings
of this study. However, information obtained from secondary sources constitutes the main
source of information for this research. Secondary data was acquired from publicly available
sources such as official governmental websites, guidelines, and procedural frameworks related
to consular services. In addition, a wide range of literature was consulted, starting with but not

limited to reports/journal, academic papers and archival data. This facilitated a comprehensive
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exploration of the current workings of consular services, historical contexts of such, and trends

shaping consular services on a global scale.

The acquisition of primary data, essential for gaining first-hand insights, was accomplished
through email correspondence, in-person meeting, communication via phone calls as well as
information request forms on websites. A list of institutions and entities contacted is outlined
in Annex 1. When acquiring first-hand information, the authors encountered certain limitations.
Notably, a considerable portion of the potential participants (public workers) were on holiday
during the study period (June - September). This, in combination with the temporal constraints

inherent to the research process contributed to a reduced rate of response.

3. Passport Issuance Abroad (P1A): Front-Office

3.1. The British PIA System (Veronika Croy — 53495)

The UK is an interesting case since the issuance of passports is solely operated on a
national level by His Majesty’s Passport Office (HMPO), which is part of the Home Office.
Insights into this system are of particular interest to this study, since non-fee bearing consular
services are funded by a consular premium derived from passport issuance. Additionally, some

money derived from passport issuance flows into the Emergency Disaster Relief Fund (EDRF).

It is important to note that diplomatic missions such as British Embassies, High Commissions,
and Consulates explicitly state on their respective websites that they are unable to assist with
regular passport inquiries. The exception here is the issuance of ETDs. A British citizen abroad
can apply for, renew, replace, or update their passport in two ways with HMPO. The first option
is to apply online or via a paper form. In this case, the HMPO advises applicants to allow up

to ten weeks for processing from the time the full application is received on a national level.
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When applying from abroad, this framework can be prolonged since there are no formal service
level agreements, stating a minimum of 13 weeks. HMPO provides advice on how application
times may vary depending on the country and type of application. The alternative option
involves visiting the UK and using express services, which allows flexibility in terms of

processing times.

Required Documents

Documents required for passport issuance from abroad vary depending on the type of
application made (Annex 2). The most commonly required documents are two recent identical
photos (original or digital), the applicant’s old British passport (in the case of renewal), identity
documents, full birth or adoption certification and parents' documents (in the case of a first-
time application). Finally, a full-colour copy of any other uncancelled passport relating to the
applicant is required. If applicable, the e-mail address and personal details of a person who can
confirm the applicant’s identity, a so-called countersignatory are required in section ten of the
application (HMPO 2022a). Additionally, if a British citizen applies for their first British
passport from overseas or if there are any concerns regarding identity fraud, the applicant might
have to attend an identity interview at a dedicated Visa Application Centre (VAC). There are
exceptions considered on a case-by-case basis, where the HMPO might offer the possibility of
a telephone interview. This is however only possible for British citizens applying from

Australia, the U.S. or Canada (“Interviews: Overview of the... “2022).

It is stipulated that all documents must be original or certified copies, an exception being the
full-colour copy of any uncancelled foreign passport. The supporting documents must be sent
by post if the applicant chooses the online application or the application via paper form. The
supporting documents and the new passport will be returned by DHL Delivery Services or

Royal Mail on behalf of HMPO. The cost of returning the new passport and any other
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supporting documentation will be covered by a courier fee that the applicant must pay. When
a passport application is completed and printed, the passport will be sent in a separate delivery
against the supporting documents. There is a waiting time of approximately two weeks for

supporting documents to be sent back once an application has been completed (HMPO 2022a).

Apply online

When a British citizen abroad uses the online platform, which is recommended, the
platform will guide the applicant through the process step by step. The first step is to fill out
the online application form, carefully following the guidelines. The second step involves
making a payment of £94 (~€110), which requires a credit or debit card ("Passport fees-
accessible™ 2023). Furthermore, all required supporting documents, as outlined above, must be
submitted to the HMPO by post. If the documentation is incomplete, there is an opportunity to
resubmit the required documents within six weeks (“Withdrawing Passport Applications”
2022). Failure to comply with these requirements will result in the withdrawal of the
application, and no refund will be issued. The progress of the application can be tracked using
the online tool and the application reference, which will be sent to the applicant by e-mail

(“Track your passport application...” n.d).

Apply via Paper Form

If a British citizen residing abroad prefers to apply for a passport using a paper form
(Annex 3), they can obtain the necessary form from the passport adviceline, which can be
contacted online. It can also be downloaded online (HMPO 2022b). Besides the submission of
the completed paper form with the supporting documents, the application process is identical
to the online process. The only significant difference is the fact that this method of application

might entail a longer waiting time and cost an additional £10.50 (~€12.30), bringing the total
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cost to £104.5 (=€122.5) ("Passport fees- accessible” 2023). This fee can be paid with a debit
or credit card or a mandate authorization form but should not be paid by cash. If the application
was made through a paper form, it is possible to get in touch with the HMPO to track the
application using the ten-digit barcode from the paper form; however, it is advised to let at least

four weeks pass before contacting them (“Track your passport application...” n.d).

Apply when visiting the UK
I Online Premium Service

British citizens requiring a passport urgently can opt for the Online Premium Service,
which expedites the process. This service applies to renewing adult passports issued after 2001
and enables online application, payment, and appointment booking ("Get a passport urgently”
n.d). Appointments are available within two days of application, up to three weeks in advance.
During the appointment, the new passport is issued, typically taking around 30 minutes. The
cost is £193.50 (=€226.5) ("Get a passport urgently” n.d). Regular applications have higher
fees due to in-person processing. To use this service, applicants should bring their old passport
to the appointment or authorize someone else with their old passport, a signed letter of

permission, and their own ID ("Get a passport urgently" n.d).

1. 1-week Fast Track Service
The 1-week Fast Track Service can be used to renew an expired or expiring adult or
child passport, make changes to personal details, replace a lost or damaged passport, or apply
for a first child passport. To apply, a paper application form must be obtained from a Post
Office, as online applications are not available. The appointment can be scheduled online, this
can be done three weeks in advance. The payment can be made by credit or debit card, with

costs amounting to £155 (=€181.5), the increased fee is justified by the same reasons as in
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“Online Premium Service” (“Get a passport urgently” n.d). During the appointment, two
identical printed passport photos, the completed application form, and supporting documents
as specified on the paper form need to be brought along (“Get a passport urgently” n.d).
Following the appointment, the passport will be delivered within a week, it can only be

delivered to a UK address.

Passport application for minors in the United Kingdom

To apply for a child's first passport in the UK, a person with parental responsibility must
make the application and provide details of both parents. Evidence must be provided that the
child is eligible for British citizenship. The application can be made online or by post, although
the online application is cheaper and quicker. The person with parental responsibility must sign
the form, and if the child is 12-15 years old, both the child and the adult must sign. A counter
signatory who meets certain criteria must verify the child's identity and confirm the accuracy
of the application. The child's passport is valid for five years from birth (“Get a passport for...”

n.d). This is a measure taken to prevent child trafficking.

Emergency Travel Documents (ETD)

29.706 ETDs were issued in 2022 alone. As mentioned above, contrary to regular
passport issuance, the responsibility of handing out ETDs lies with the respective High
Commission, Embassy or Consulate (Anderson 2022), they could however also be sent by
DHL, if agreed upon. The issuance per se, is however conducted by the three Emergency Travel
Document Centres (ETDC), which are part of the FCDO. Those are located in Singapore,
Mexico and Madrid. In the case of ETDs, the British Identity Document Generation Equipment
(BRIDGE) system is used (Home Office 2022). Emergency Passports on the other hand are

manually produced and only issued when the FCDO issuing system is unavailable or when
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using it would be impossible due to a mass evacuation (Home Office 2022). Such documents
can be applied for online and will allow you to travel to a maximum of five countries and return

to the country you are residing in.

To be eligible to apply, the applicant should have a lost, stolen or damaged passport.
Additionally, an ETD can be applied for if the UK passport is full, recently expired or expires
soon and you do not have enough time to renew or replace it before your intended travel. It is
required that the applicant can provide evidence of travel plans (e.g booking confirmations),

proof of identity and a valid digital passport photo ("Travel urgently from..." n.d).

The cost of the issuance amounts to £100 (=€117), and this fee is non-refundable (“Travel

2

urgently from...” n.d). Payment options include online payment during the application
procedure or, alternatively, the possibility of making a payment over the phone. Depending on
the individual's circumstances, attending an appointment at the nearest High Commission,
Embassy or Consulate may be required after submitting the online application (“Travel
urgently from...” n.d). The processing time for an ETD typically spans two working days from
the submission of the application. Communication regarding updates or required appointments
will be facilitated via email. Once the application is approved, an email will be sent containing
instructions on how and when to collect the ETD (“Travel urgently from...” n.d). To optimize

the service, a broad range of courier services is being introduced to facilitate the delivery of

ETDs directly to individuals (Anderson 2022).
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4. \Voting Abroad System (VAS): Front-Office

4.1. The British VAS (Veronika Croy — 53495)

This section will elucidate the front-office of the British voting system, regulations and
procedures for overseas voters. Such regulations may vary for crown servants, British Council
employees and servants of the armed forces. It is important to consider that the British Electoral
Commission is the single operating body for elections and an independent authority. As noted
by Consterdine (2020), an examination undertaken by the Election Commission in 2016
illuminated several limitations hindering overseas voting. Such obstacles include inaccuracies
in eligibility requirement information, limited awareness of the necessity for annual renewal of
overseas voter registration, and a general lack of understanding regarding the registration and

voting processes.

Additionally, it is acknowledged that a comprehensive analysis of the back-office and front-
office of the British Electoral Commission would be required for an in-depth comparison
between the Portuguese and the British voting system®. Nevertheless, since British citizens are
not allowed to vote in diplomatic missions abroad, it is worth considering that the only
expenses associated with overseas voting are the costs of mailing overseas ballots. An
illustrative example for this is the Brexit referendum 2016. In this case the costs of the posting

of overseas voters’ ballots amounted to £63.000 (=€73.200)*.

3 However, due to limitations in time and space, this study suggests the back-office of the British Electoral Commission as a suggested
avenue for future research. This is the case, since examining the entire electoral process in the UK and its diverging aspects in Northern
Ireland, would go beyond the scope of this study.

4 The authors of this paper attempted to obtain further data on this by reaching out to various entities, but were not successful in doing so,
since there is no information on this.
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Eligibility Criteria to Register as an “Overseas Voter”

The Representation of the People Act of 1985 gave British citizens the opportunity to register
as "overseas voters". However, overseas voters can only vote in parliamentary elections or
referenda using the UK parliamentary franchise, but not in local elections. The electoral register
recorded a peak of 285.198 registrations from overseas electors in December 2017; these
numbers have since decreased to 233.000 in 2019 and 105.000 in 2021 since overseas voter
registrations tend to decline between elections (Johnston&Uberoi 2023a). This study
recognizes the fact, that turnout rates of British citizens registered abroad, would have been a
strong indicator/ metric for the comparative analysis. However, the study faced limitations in

accessing such data®.

Beyond the eligibility criteria of being a British citizen entitled to enter or stay in the UK and
fulfilling the age requirements (18 years old on election day), an overseas voter must have been
on a register to vote before their departure from the UK and the entry on the aforementioned
register was no longer than 15 years ago (“Voting if you move or live abroad” 2023). It is the
only exception if a person departed the UK before they were old enough to register. Since the
introduction of “individual electoral registration” (IER) in 2014, registration can be done
online. This requires providing the applicant’s name, national insurance (NI) number, and date
of birth (Johnston&Urberoi 2023a). If the overseas voter does not have an NI, the electoral
registration office (ERO) will request an attestation from the applicant. This attestation is a
signed statement confirming the applicant’s identity from an already registered overseas citizen
in the same country, who cannot be closely related nor the spouse of the applicant. To be
eligible to vote, the registration must be done by midnight, 12 working days before the poll

(Johnston&Urberoi 2023a). The registration must be renewed annually, the ERO will send a

5 The authors of this paper, attempted to reach out to the Statistics Team of The Electoral Commission, was however not successful in doing
so. Furthermore, local electoral councils were contacted, which did not possess this data.
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reminder, making the overseas voter aware of this timeframe. Different renewal cycles apply
for crown servants, British Council employees, and servants of the British armed forces

(“Register to vote -Crown servants...” n.d).

Voting

The vote from overseas can be casted by post, proxy, or in person at the nearest polling
station if the citizen is in the UK on election day. If the latter is the case, the applicant can
attend the polling station on the day of the election, they can vote in person as long as they
have not yet applied for a postal vote from overseas, and the proxy has not yet voted or applied

to vote by post on their behalf (“Proxy voting application forms” 2022).

l. Postal VVote

To be eligible for a postal vote, the individual must already be registered as an overseas
voter as explained above. The deadline to apply for a postal vote is 5 pm, 11 working days
before the scheduled poll. To apply, the applicant must download, print and complete the
application paper form from the official government website, ensuring that all sections are
filled out accurately (“Apply for a postal vote” 2023). It is important to provide the date of
birth and signature on the application form and the postal vote. Once the form is completed, it
should be returned to the local ERO (“Elections in your area” n.d.). The ballot paper will also
be posted upon the upcoming election or referendum. A free-post envelope is included in the
postal ballot pack; however, additional postage costs may apply if it is sent from overseas
(“Apply for a postal vote” 2022). If you are registered in Northern Ireland, you cannot vote by

post from abroad.
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1. Voting by proxy

Voting by proxy allows for casting a vote on behalf of someone who cannot vote in person
(“Proxy voting application forms” 2022). Both the applicant and the proxy must be registered
and eligible to vote. Similar to the application process for a postal vote, the proxy vote
application form should be downloaded, printed and completed in its entirety, including the
provision of the applicant's date of birth and signature. The deadline for applications, excluding
emergency proxy applications, is 5pm, six working day before polling day. A voter may only
appoint an emergency proxy for a specific cause, which must have come to their attention after
the regular proxy voting deadline. This can involve a medical emergency or work, and in most
circumstances, the application requires accompanying documentation (Johnston&Uberoi
2021). The completed form should be returned to the elections team at the respective council.
Once the form has been submitted, the assigned proxy must visit the designated polling station
to cast the vote (“Proxy voting application forms” 2022). The proxy will receive a proxy poll
card indicating when and where to vote on behalf of the applicant, where the proxy has to bring
a photo ID®. If the proxy cannot attend the polling station, they can apply to vote by post on
behalf of the applicant. The proxy should make this request by 5 pm, 11 working days before

the poll (Johnston&Uberoi 2021).

Elections Act 2022

The Elections Act 2022 includes several provisions to strengthen the integrity of the
electoral process of citizens abroad. In the coming months secondary legislation will be brought

forward so the bill can come into effect.

® The United Kingdom allows a broad range of accepted photo IDs, which can be found under the following link: https://www.gov.uk/how-
to-vote/photo-id-youll-need. If none of the outlined documents are available, the voter can apply for a Voter Authority Certificate.
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Firstly, the Elections Act 2022 will eliminate the previous restriction of a 15-year time limit on
overseas registration. This means that any British citizen living abroad who previously resided
in the UK and was not necessarily registered in the electoral register will now be entitled to
register as an overseas voter. It will be sufficient if they can provide former proof of residence
in the UK (Elections Act 2022). It is expected that once the bill is passed, 3.5 million more

overseas electoral registrations will be gained (Johnston&Uberoi 2021).

Additionally, it introduced that in the future, voters who do not possess a NI number can use
documentary evidence such as passports to verify their identity in the registration process.
Specific types of acceptable documentary evidence will be further specified in secondary
legislation. Furthermore, certified copies of such documentary evidence will be permitted to
alleviate the bureaucratic burden overseas voters face (Elections Act 2022). In cases where
overseas voters cannot provide an NI number or other documentary evidence, they will still
have the option to provide an attestation. This attestation can now also be provided by UK-
based registered electors instead of registered overseas electors only. Regarding the annual
renewal of the overseas registration, the bill will prolong the renewal period and introduce a
renewal framework of three years (Johnston&Uberoi 2021). This fixed three-year renewal
cycle aligns with the new requirements, which mandate that postal voters (both domestic and
overseas) renew their application for a postal or proxy vote every three years (Elections Act
2022). EROs will be allowed to electronically send reminders for the renewal, in combination
with the reminder about the absent vote arrangements six months before their registration
expires. The introduction of a new online system for absent voting arrangements is planned,

which will align with the IER introduced in 2014 (Johnston&Uberoi 2021).
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5. Repatriation (REP): Front-Office

5.1. The British REP System (Veronika Croy — 53495)

The UK adopts a passive approach, mainly focusing on extensive information
dissemination, ensuring that Britons take responsibility for themselves. The ongoing Travel
Aware campaign by the FCDO in collaboration with airports and travel companies focuses on
proactively promoting the FCDQO's Travel Advice and the significance of appropriate travel
insurance. FCDO’s Travel Advice can be found online and is specifically tailored to each
country so that British citizens going abroad can make well-informed decisions ensuring their
safety. To facilitate this even further, the official government website offers a service for
British citizens to subscribe to email alerts and follow their official social media channels to
receive timely updates on their intended destinations. The acceptance of this mechanism by
Britons abroad is exemplified by 44 million page views in pre-pandemic times in 2019 and 111

million page views during the pandemic in 2020 (Anderson 2022).

Furthermore, this large-scale campaign promotes the careful evaluation of insurance policies
purchased by British citizens when going abroad, ensuring that all anticipated activities are
adequately covered (“If you are affected by a crisis...” 2022). The Association of British
Insurers (ABI) offers a detailed FAQ service outlining various insurance types, including those
tailored for travel. This step aims at safeguarding individuals from potential financial liabilities
arising from unforeseen circumstances and associated costs, such as emergency medical costs
and emergency travel plans in times of crisis. Some insurance providers, promote additional
policy add-ons for extra protection in the event of a terrorist attack at the intended destination,

including coverage for trip cancellation in the event the incident takes place before the
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departure (“If you are affected by a crisis...” 2022). This is important since most policies only

offer minimal coverage for terrorist acts.

However, under exceptional circumstances, the FCDO might initiate a special response if many
Britons may have suffered harm, died, or are still at risk, including terrorist attacks, pandemics,
and natural disasters. Furthermore, civil or political instability and a scenario where numerous
Britons experience widespread hardship, such as airport closures, might instantiate such a
special response (“If you are affected by a crisis...” 2022). Such special responses can be
funded through the EDRF and may include the following: Establishing a dedicated hotline and
online forms for British citizens in need, sharing relevant data with organizations like the travel
industry, NGOs and local authorities to provide additional support, deploying extra FCDO staff
to assist on-site if necessary and safe and collaborating with airlines, airports, and travel
companies to emphasize their guidance and services. In exceptional cases where commercial
flights are unavailable, the FCDO might arrange or lobby for alternative transportation such as
charter flights, this measure is subject to appropriate fees (“If you are affected by a crisis...”
2022). If payment in advance is not feasible, short-term loans are provided as will be elaborated
in section “Emergency Loans”. In extreme circumstances, such as the escalation of war zones
(e.g Sudan, Afghanistan), military aircrafts or vessels may be dispatched to evacuate eligible

individuals (Anderson 2022).

Medical Repatriation.

In a situation, where specialized healthcare is required by a British citizen abroad, it is
expected that they have appropriate travel insurance in place to cover unforeseen medical
expenses (“Medical emergencies...” 2022). Consular services can be contacted for assistance;

however, their role is limited to facilitating communication with family or friends and
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providing a list of hospitals, lawyers and translators if required. In certain situations, consular
services may be able to offer informal translation services to aid communication with hospital
staff (“Medical emergencies...” 2022). Additionally, information and contact details for
organizations and NGOs that specialize in medical repatriation can be provided by consular
staff to explore potential alternatives for assistance’. It is important to note that diplomatic
missions explicitly state their inability to pay for medical bills or other related expenses. They
are unable to provide formal translations of medical documents or arrange and finance medical
repatriation. Under the Exceptional Assistance Measures (EAM)® medical repatriation could
be considered if a terrorist attack has occurred. This exception is made, as such circumstances
are usually explicitly excluded from insurance coverage, and a terrorist attack is considered an

attack on society (“Exceptional Assistance Measures” 2016).

FCDO Emergency Financial Assistance
l. Transferring Money via the FCDO

Individuals may have the option to arrange for funds to be deposited with the FCDO
through the involvement of their family or friends. This alternative is only considered when no
other means of commercial money transfer is accessible. However, it is important to note that
this process typically takes more time compared to other available options and bears costs.
Thus, if the FCDO approves the transfer of funds on behalf of the individual, a fee will be
applied, and the money must be picked up at the nearest Embassy, High Commission or

Consulate.

" Information on charities that assist in medical repatriation can be found under the following link:
https://www.gov.uk/government/publications/medical-repatriation-companies-in-the-uk--2/medical-repatriation-companies-in-the-uk

8 Exceptional Assistance Measures (EAM) provide additional practical support to British nationals affected by terrorist attacks overseas, and
their families: https://www.gov.uk/guidance/exceptional-assistance-measures-for-british-victims-of-terrorist-incidents-
abroad#:~:text=under%20EAM%20quidelines.-
What%20Exceptional%20Assistance%20Measures%20provide,help%20we%20aim%20to%20provide.
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1. Emergency Loans

In rare situations, where repatriation occurs and cannot be paid for immediately,
emergency loans to facilitate the process are provided by the FCDO. However, alternative
options must be exhausted before considering this last resort. The loan is discretionary and only
available to individuals who are destitute and lack assets or support from friends, family, and
charities. It covers basic expenses, such as the cheapest one-way ticket to the UK (“Your
finances when traveling abroad” 2022). Medical or legal bills are not covered, nor is medical
repatriation. Eligible individuals must sign an “undertaking to repay” agreement (Annex 4) and
surrender their passport to the FCDO, who will issue an ETD for a single journey. The cost of
the ETD will be added to the loan. The FCDO will send an invoice to the provided postal and/or
email address. Payments can be made using a credit or debit card, over the phone, electronic
bank transfer, personal cheques, and postal orders made payable to the FCDO (“Undertaking
to pay agreement” n.d). To discuss repayment plans in instalments, the FCDO’s Corporate
Services Centre can be contacted. In cases where the debt remains unpaid within six months
from the signatory's 18th birthday or the date specified in the document, a 10% surcharge will
be applied to the remaining balance. Failure to fully repay the debt within a five-year period
may lead to the initiation of legal actions aimed at recovering the outstanding amount.
Additionally, access to passport facilities will be withheld until the debt is settled. It should be
noted that the FCDO might share personal data with third parties such as credit reference
agencies, the government debt management service or the department for work and pensions

(“Undertaking to pay agreement” n.d).
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6. Back-Office of the Internal Workings of Portugal, Brazil, Ireland and the UK (Group

Part

The assessment of the back-office within the domain of consular affairs assumes
significant importance when analysing the overall efficiency and effectiveness of consular
services provided by the front office. By providing comprehensive examination on the back-
office operations, we can identify operational limitations, procedural inefficiencies and other
challenges that hinder the provision of consular services. Additionally, insights from the back-
office operations allows for optimization of workflow and ultimately overall customer
experience. Due to data availability constraints, this analysis lacks meaningful comparisons
with the benchmark countries, however deductions and inferences are still withdrawn that serve

as complimentary for the further recommendations

6.1. General Structural Analysis

Structure and Workforce

United Kingdom (Veronika Croy — 53495)

In September 2020, the UK government merged the Foreign & Commonwealth Office
and the Department for International Development to form the Foreign, Commonwealth and
Development Office (FCDO). This merger aimed at integrating aid budget, development
policy, and the global diplomatic network including diaspora related questions into one entity.
FCDO, functioning as a ministerial department, comprises 11 agencies and public bodies
responsible for overseeing various aspects of foreign affairs and development, with no
specialized advisory body for diaspora related issues. The FCDOQO’s diplomatic network
currently consists of 282 officially designated overseas posts. Within this network, exist 161
Embassies/High Commissions, 63 Consulates, Consulate-Generals, and Deputy High
Commissioners, 11 Permanent Missions, 12 posts situated in overseas territories, 4 resident

Commissioners, and 31 other representations (NAO 2023). The operations of these posts are
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governed by the Consular Relations Act 1968, which incorporates Article 5 of the Vienna

Convention on Consular Relations, listing thirteen functions of a Consulate.

As of the 31st of March 2023, the FCDO employed 17.033 employees comprising 7.601 (45%)
UK-Based staff (UKB) and 9.432 (55%) Country-Based staff, where 28% of the UKB staff
were based overseas (Annual Reports& Accounts 2023). This includes approximately 650
overseas consular staff, including in the ETD centres in Singapore, Madrid and Mexico. It is
observed, that overall personnel expenses increased between 2021-2022 and 2022-2023, from
£836 million (=€978.4 million) to £860 million (=€1.6 billion). The £860 million in 2022-2023
can be further disaggregated into three components: £4.2 million (=€4.9 million) allocated for
consultancy services, £49.1 million (=€57.5 million) designated for temporary staff, and the
predominant sum of £807 million (=€944.4 million) dedicated to permanent staff (Annual

Reports& Accounts 2023).

General Budget

United Kingdom (Veronika Croy — 53495)

In the financial year 2022-2023, the FCDO’s Resource Departmental Expenditure Limit
(DEL) amounted to £7.6 billion (=€8.9 billion). The Resource DEL budget is dedicated to
various programmes in different departments (Supplementary Estimate Memorandum FCDO
2023). Out of this budget £1.8 billion (~€2.1 billion) is allocated to cover administration and
network costs in the realm of frontline diplomacy, and overseas networks. The Capital DEL,
on the other hand, stands at £2.3 billion (=€2.7 billion), with is invested in capital assets, capital
grants, research and development and investments and assets that contribute to future growth

for either the UK or partner governments (Annual Reports& Accounts 2023). In this case,
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£519.8 million (=€608.5 million) are dedicated to the realm of operating costs, frontline

diplomacy, and overseas networks.

Software and Digitalization of Processes

United Kingdom (Veronika Croy — 53495)
- Digitalization of the FCDO — HERA and ECHO 11

The British government is implementing a shared service programme to enhance
interoperability among its departments. The project seeks to unify 17 central government
departments, which currently operate separate ERP, HR, and finance systems, under a single
cloud-based software as a Service (SaaS) platform, organized into five clusters (Government
Shared Service 2021). As part of this initiative, the FCDO introduced the Hera programme in
2022 within the so called “overseas cluster”. This programme mainly focuses on Enterprise
Resource Planning (ERP) consolidation and change by implementing a cloud-based Oracle
Fusion system (Barton 2022). This specifically aims towards integrating HR and finance
processes, with plans to incorporate a learning and development module as well as an
Enterprise Performance Management System (EPM) in the future to increase the capabilities
and facilitate greater accessibility for FCDO civil servants (FCDO Digital Transformation...”
2023). The aim at the heart of this programme is to reduce bureaucracy, optimize civil servants'
time for public service, and improve the overall user experience. However, the primary
emphasis presently lies on developing the reporting aspect of the system to enhance managerial
visibility and cost monitoring. A comprehensive summary of the current success of this

programme was given by Tim Jones, the chief executive for finance and corporate at the FCDO:

“... you can very clearly see who you have in your team and how much you are spending

whereas previously across two systems, we were reliant on finance and HR partners to
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produce that offline. We will be getting progressively better at this as we improve our

reporting function this year.”’- (Ambasna- Jones 2023)

Additionally, the FCDO is currently implementing the Echo Il programme, a significant
initiative aimed at procuring new service providers to replace the expiring Echo | contract. The
FCDO intends to establish a Network Services Integrator and a Dynamic Purchasing System
for internet connectivity provision with this project. The ECHO 2 initiative is a collaborative
effort with the British Council, and its core focus lies in providing novel network, telephony,
and video-conferencing services. The FCDO seeks to enhance global collaboration with its
staff by deploying an advanced communications network, ensuring more efficient and cost-

effective communication (Supplementary Estimate Memorandum FCDO 2023).

6.2. Passport Issuance Abroad

United Kingdom (Veronika Croy — 53495)

The HMPO received a sizable number of passport applications between January and
September 2022, amounting to 7.2 million, with over 478.000 of those being overseas
applications. Comparing this to the same period in 2019, there has been a 24.0% increase. From
January to September 2022, simple applications from within the UK took an average of one to
2.8 weeks to process, whereas international applications took between 1.6 to 3.9 weeks. On the
other hand, the average processing duration for more complex applications was between 1.9 to
6.4 weeks for those submitted within the UK, and for international applications, it was between
5.7 to 11.7 weeks. 95.0% of the applicants obtained their passports within the before specified

period, despite the peaking number of applications (National Audit Office 2022).
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Internal Management Process of Issuance of Passports

United Kingdom (Veronika Croy — 53495)

The HMPO serves as the central authority responsible for managing end-to-end
passport processing services and oversees all regular passport applications (see Figure 1). The
study faced limitations in acquiring precise insights into the back-office of the passport
issuance process. This is the case since according to the Freedom of Information Team (2018),
the absence of detailed disclosure regarding the guidance employed in the issuance process is
due to the potential risk of equipping fraudsters with information that could compromise the

safety of the passport issuance process.

Provided by Provided by FedEx (TNT)/
Thales Ltd. DHL/Royal Mail

Provided by
Sopra Steria Ltd.

Provided by
HMPO Cora Team

Provided by Teleparformance

Provided by HMPO Core Team

Figure 1 — The Internal British Passport Application Process

According to an investigation provided by the National Audit Office (2018), a significant
portion of the process is outsourced to third-party suppliers to optimize operational efficiency.
Firstly, upon submission, the application undergoes registration, and the necessary documents
are processed, scanned, and stored. Sopra Steria Ltd., a contracted company, carries out this
initial step. Subsequently, the HMPO core team reviews the submitted documents to verify the
application’s validity. Overseas applications are more expensive since the verification process

can require more time. At this stage, the application can either be rejected, accepted or put on
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hold since additional documents may be requested (National Audit Office 2018). If additional
documents are required, the applicant has six weeks to hand such documents in, otherwise, the
application will be withdrawn. Once an application is accepted, Thales Ltd., another contracted
company, is responsible for printing the passport. The final printed document is then delivered
by DHL or Royal Mail (National Audit Office 2018). Simultaneously, Teleperformance, a
contractor, handles initial customer queries throughout the process. To enhance customer
contact services, the HMPO has implemented a self-service call handling system, allowing
customers to receive progress updates on their applications and recruited an additional
customer contact service contractor, Serco. More complex queries or complaints are elevated
from the contractor and addressed internally by the HMPO core team (National Audit Office

2018).

Charging Fees and Revenue Sharing

United Kingdom (Veronika Croy — 53495)

The HMPO's budget is derived from the budget of the Home Office department, as
indicated in its Supplementary Estimates Memorandum 2022/2023. According to the
Supplementary Estimates Memorandum the Resource Departmental Expenditure Limit (DEL)
of the Home Office, including income, amounts to £17.1 billion (=€20 million). Resource DEL
encompasses the day-to-day operational costs of vital front-line services. On the other hand,
the Capital DEL budget amounts to £1.1 billion (=€1.3 billion) including income, which focuses
on investing in the Home Office's infrastructure, including equipment and IT systems, to
facilitate and enhance its core activities. Within the overall budget, £291 million (=€340 million)
of the Resource DEL budget and £243 million (=€284 million) of the Capital DEL budget are
allocated to support the operations of the following sub-department: UK Visas and

Immigration (UKVI), HMPO, Asylum Protection, Borders and Enforcement.

31



In the financial year 2021-22, passport fees generated by the HMPO contributed £470 million
(€550 million) to the Home Office's income (National Audit Office 2022). These fees
encompass various components, including a consular premium, which accounts for £15.5
(=€18) per passport issued, which constitutes 21% of the passport's total cost. It is important to
note that the consular premium is not retained by the Home Office but is remitted to HM
Treasury as Consolidated Fund Extra Receipts (CFERs). The consular premium, is further
invested into the FCDO and covers the costs of non-fee bearing consular services. One notable
aspect of the British consular services is its unique reliance solely on fee revenues, without any

dependence on tax-derived funding.

The FCDO adheres to a Treasury mandate that requires fees to be aligned with operational
costs to ensure fiscal balance. The power to charge fees for consular work is established by the
Consular Fees Act of 1980. The current version of the Act allows the FCDO to consider the
expenses incurred in relation to exercising other consular functions. These fees are reviewed
annually and are specified in the Consular Fees Order 2019 No. 182. The analysis of fees and
charges in 2021-2022 and 2022-2023 are outlined in Annex 5 (Annual Reports& Accounts
2023). It indicates that in 2022-2023, the fee bearing services (Legalisation Office, ETDs and
Notarial and Documentary Services) almost cancelled itself out, resulting in only a minimal

deficit of £801.000 (=~€937.500).

Additionally, a smaller amount of the revenue generated from the premium goes towards the
EDRF. The EDRF serves as a financial reservoir that the FCDO can access on a cost recovery
basis to respond to major crises (Annual Reports& Accounts 2023). In the financial year 2022-

2023, the total revenue generated by the consular premium amounted to £105 million (~€123.1

32



million), where no amount has been utilized from the EDRF. This amount consists of a baseline
of £30 million (=€36 million), provided by the FCDO, with an additional £75.2 million (~€88
million) generated by passport issuance. The total costs associated with consular and crisis
assistance and support amount to £121.6 million (=€142.3 million), resulting in an overall

deficit of £17.2 million (€20 million) (Annual Reports& Accounts 2023).

Software and Digital Processes

United Kingdom (Veronika Croy — 53495)

- The HMPO Transformation Programme (HMPOTP) - “Digital by Default”

The HMPOTP was launched in 2015 with the objective of transitioning from a
paper-based system to a digital infrastructure. This comprehensive transformation
encompassed various elements, such as adopting a "digital by default" approach, digitalizing
supporting documents, automizing application processing, upgrading outdated IT systems, and

enhancing the customer experience.

Key components of the digitalization process included the implementation of the Digital
Application Processing (DAP) system, which facilitates the digitalization and automatization
of the entire application workflow, and the Terminal Repository (TR), a cloud-based data
solution (Home Office 2023). The incorporation of risk-based approaches in DAP enabled the
automatization of low-risk applications, allowing more time for the thorough examination of
higher-risk cases and promoting operational streamlining. Furthermore, the programme
includes the deployment of the Scanning, Validation, and Storage (SVS) system, enabling the
digitalization of all paperwork associated with passport applications (Home Office 2023). In
terms of cost-effectiveness, the new outsourced contract for SVS offered a more efficient per-

unit solution compared to the previous Business Process Outsourcing (BPO) contract with
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Sopra Steria. These advancements were aligned with the standards set by the Government
Digital Service (GDS). The streamlining of processes resulted in the elimination of dual
handling costs associated with applications being processed partially in DAP and completed in

the legacy paper-based system (Home Office 2023)

Worker Satisfaction

United Kingdom (Veronika Croy — 53495)

According to the National Audit Office (2022) the HMPO employed around 3.446 full-
time equivalent staff across its seven offices within the UK in 2022-2023. To manage the
above-outlined surge in demand, the HMPO has developed plans to establish surge teams
capable of managing spikes in demand by flexibly reallocating staff between roles.
Furthermore, over 1.000 staff members have been trained in both systems, the digital and the
legacy paper-based one, to facilitate seamless transitions as required (National Audit Office
2022). Regarding worker satisfaction, there is limited official data available on strikes within
the HMPO. However, based on information found in the media and obtained from the Freedom
of Information team, it is estimated that there have been three strikes by HMPO staff since

2014 due to the immense workload they face.

7. Comparative Analysis and Recommendations (Group Part)

7.1 Passport Issuance Abroad (P1A): Comparative Analysis and Recommendations

The examination of Passport Issuance Systems, as summarized in Table 10, reveals both
distinctions and commonalities among them. The passport issuance process across various
countries is always conducted by governmental entities, usually connected to the Ministry of

Foreign Affairs or Internal Administrations. Notably, the UK stands out as an outlier, where
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the HMPO exclusively manages all passport issuance within national borders and not in

collaboration with Consulates.

Moreover, consular services in general are experiencing a trend towards modernization. When
looking at the benchmark countries, this modernization also becomes evident in the
digitalization of passport issuance systems in the front-office, as well as the back-office, where
Portugal is not yet as advanced. Portugal and Brazil are unique in still requiring physical
presence of the citizen at the Consulates, while the UK and Ireland have advanced digital
systems in place. However, both latter mentioned countries also offer alternative application

methods to address digital exclusion concerns.

Another salient difference lies in the issuance times, with significant disparities observed.
Portugal has a five-day official delivery time, contrasting with the UK's longer average
turnaround time of at least 13 weeks for regular passports applied for from abroad. Brazil, in
contrast, lacks specified estimated delivery times, and Ireland typically averages a delivery

time of 10-15 days.

Recommendation 1: Online Request for Passport Renewal

Contrasting the digitalization successes of the benchmark countries with the current
passport renewal process for overseas Portuguese citizens, which mandates at least two
physical visits to the Consulate, inefficiencies are revealed. When compared with the digital
passport application systems in Ireland and the UK, the potential benefits for Portugal become
evident. Both nations serve as case studies for the economic viability of digital platforms. As
outlined by the National Audit Office (2022) in the UK, digital applications are invariably
cheaper, as is reflected in the fees of such services. This cost-saving arises mainly from the

reduced need for counter staff, thus potentially reducing human resource expenses in the
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issuance of passports. Furthermore, it is evident that such digital transformations do not just
allow financial savings but also enhance user experience across both the front- and back-office.
The HMPO, for example, has only experienced three strikes since 2014, which is considered a
relatively low number, and can be considered a metrics for back-office worker satisfaction.
Meanwhile, the front-office effectiveness is reflected in the high acceptance rates: 80% of UK
applications were digital in 2022, while Ireland saw an impressive 94% in 2021, as reported by
the DFA. The efficiency of the Irish system becomes evident, as the online platform was
recognized as user-friendly, with clear understandable language, shown by its collection of
awards in 2019°. Additionally, 88% of the citizens dealing with the Passport Service through
the years found their expectations met or exceeded (The CX Company, 2020). This indicates a

well-run system that handles the workload sufficiently.

The examples of the UK and Ireland raise the possibility of applying a digital system for the
renewal of passports in Portugal, without compromising the security and reliability of the

Portuguese passport, which ranks fourth in the Henley Passport Index (2023).

One of the key issues identified in the Portuguese passport issuance system is the lack of human
resources, especially in times of surges in demand, as was enhanced in 2021 post-pandemic.
This results in long waiting times to schedule appointments, making the six-day official
turnaround timeframe redundant. Thus, this paper suggests that the introduction of a digital
renewal process would reduce the number of physical visits required, thus reducing the
workload for on-counter personnel, whilst still upholding Article 17, which states, “The

granting of an ordinary passport shall be requested in person by its holder...” (Diério da

° The awards won in 2019: “Innovation in UX Award”, “Grand Prix Award”, and 1° place in the digital category of the Plain English Award
hosted by National Adult Literacy Agency (NALA)
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Republica 2006). This is the case, since the passport must be picked up in person to verify

biometric data and the system is only eligible for renewals and not first time applications.

It is further important to consider, that this system is not entirely new to Portuguese citizens
since Citizen Card renewal in Portugal can also be done online. Thus, this recommendation is
based on the concept of the online renewal of the Citizen Card. In the proposed online passport
renewal, the citizens could access their own platform with his/her Citizen Card number and
Chave Mdvel Digital (Digital Authentication Key), which is assigned to all Portuguese citizens
with a valid Citizen Card. This platform would be integrated within the new eSGC and aligned
with SIPEP, where all personal data from the citizens is centralized in one platform. Thus, the
renewal of passports online would retrieve such information from that database. Moreover,
after accessing the platform, the citizen must update his/her personal data and send the
appropriate documentation. Lastly, to shorten the waiting times for an appointment in the
Consulate, the platform would specify the day and time the citizen must pick up their passport,

allowing for security checks to be made in person upon retrieval.

Last but certainly not least, the limitations of this recommendation should be highlighted.
Digital exclusion is a challenge, as not everyone has access to the internet or digital skills,
which can marginalize vulnerable groups such as the elderly. This could however be prevented,
by not completely eradicating the current system, and introducing some kind of transitional
phase, since this was effectively implemented in the UK. Identity fraud, was also identified as
a limitation to this system. However, as mentioned before, only allowing passport renewals
and not first-time passport issuance, in combination with the in- person retrieval of the passport,
the risk of this can be minimized. The renewal process is further considered secure, due to the

usage of the Digital Authentication Key.
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Recommendation 1.1: Introducing a “Throttle” in Addition to the Online Platform
Considering the aforementioned acceptance and success of the digital passport platform

in Ireland and the UK, one should anticipate that the introduction of a digital passport renewal

would induce spikes in demand. Thus, emphasis should be placed on ensuring functionality

and implementing pre-emptive measures if such surges occur.

In the UK, the system faced a challenge in 2021 when the Digital Application Platform (DAP)
system was overwhelmed, pushing applications back to the legacy paper-based approach. This
resulted in significant delays. A careful analysis reveals that, in response to this, the UK
initially set a limit of 5.000 applications per day. As the UK platform evolved, adapting to its
challenges, the limit was subsequently raised to accommodate 60.000 applications daily
(National Audit Office 2022). This approach is comparable to adding a safety valve to a high-
pressure system. The primary focus was progressively enhancing the system's capacity to

accommodate spikes in demand.

Thus, what the UK adopted, which might be analytically insightful for Portugal, is the
introduction of a “throttle” mechanism. Functioning as an additional storage for extra
applications before their integration into the main system, this “throttle” permitted a strategic
flow control. Furthermore, it facilitated the prioritization of applications based on critical
parameters, examples of such being: siblings relying on identical documentation or individuals
with an urgent need for passports etc. Drawing from this comparative analysis, if Portugal
intends to avoid the setbacks faced by the British system, considering such an actionable

measure should be considered.
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Recommendation 2: Increase the Official Waiting Times

To further mitigate potential surges in demand, it would be practicable to reconsider
Portugal's current 6-day timeframe, as mandated by Article 22 (Decree-Law no. 19/2018). This
is one further approach, which was taken by the UK, when demand spiked in 2021, waiting
times were increased from 3-6 weeks to up to 10 weeks nationally and a minimum of 13 weeks
internationally. To illustrate the success of this approach, in 2022 “simple” national
applications took an average of one to 2.8 weeks to process, whereas international applications
took between 1.6 to 3.9 weeks. On the other hand, the average processing duration for more
“complex” applications was between 1.9 to 6.4 weeks for those submitted within the UK, and
for international applications, it was between 5.7 to 11.7 weeks. Demonstrating, that 95% of

all applications were handled within the advised timeframes (National Audit Office 2022).

However, directly adopting the UK's timeframes might be impractical for Portugal, given their
current 6-day period, therefore a shorter timeframe would be suggested. This would not only
relieve human resources in times of high demand but also manage the customer’s expectation.
This would however require legal modifications and hence the involvement of legal experts is

necessary.

Such adjustment would require clear communication According to Haynal et. al (2013)
communication and information dissemination is key for effective consular service provision.
Thus, it should not just be the waiting times that should be effectively communicated, but in
general, there is a need for more transparency and enhanced information provision to citizens
on the procedure of acquiring a passport. This could include pamphlets and campaign etc,

which provide information including but not limited to waiting times. This could further be
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enhanced via social media campaigns, in times of particularly high demand, e.g before the

summer.

Recommendation 3: Passport Tracker and Web Chat

This recommendation is based on tracking services implemented by Ireland and UK. It
aims to tackle the problem of unnecessary points of contact with the Consulate in times of
disruption. An example for disruption being the strike of the INCM in 2023, which directly
affected the times of issuance. Additionally, aims to produce a more efficient consular service
and relieve the burden on human resources due to the high demand for passport issuance. Along
with the online renewal recommendation made above, the passport tracker can be a great tool
implemented as an added benefit. This tool would also be available on the same platform,
where one can access it with his/her Citizen Card and Chave Mdvel Digital (Digital
Authentication Key). After the initial processing of the application for the passport, the citizen
would be able to track the renewal progress via the online tool, making them more aware of

the different stages of the issuance.

Additionally, to further decrease unnecessary points of contact between citizens and consular
staff, it is recommended to invest, alongside the online renewal platform, in a Web Chat add-
on which would provide Al generated automated answers for frequently asked questions,
before making contact with an officer, as to provide efficient and convenient assistance to
citizens, without burdening the Consulates unnecessarily. A similar function was implemented
in 2020 by the Irish DFA, partnering with the autonomous contact centre company EdgeTier,

with the goal of providing efficient answers to enquiries related to the issuance of passports.
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The function would have to take into account Portugal’s legal framework that prohibits third-

parties from acquiring sensitive information about citizens and be implemented accordingly.

The difference between this function and an ordinary enquiry platform is the artificial

intelligence acting as a go-between, providing instantaneous answers to common questions,

informing the citizen on questions related to the Consulate and their processes. This function

could be developed as to provide assistance by disseminating information even outside working

hours, for an enhanced client experience.

Table 1 — Comparative Analysis of Passport Issuance Abroad

(consular/home)
€110.00

their data to be verified and

Portugal Brazil Ireland UK
Responsible | * SEF (Servigo de *  Federal Police Department [ *  Passport Service (Within the *  HMPO (His Majesty’s Passport
Entity Estrangeiros e fronteiras), in Brazil Citizen Services Division) of the Office) -> part of the Home
attached to the Ministry of Department of Foreign Office
Internal Affairs. Affairs and Trade (DFA) Cannot be issued by diplomatic
* Beissued by diplomatic *  Can be issued by missions
mission - diplomatic diplomatic missions «  Consular premium derived
passports from passport issuance fees
accounts for £15.5 (=€18) per
passport.
o Used to cover the costs
of non-fee bearing
consular services +
£0.69 per passport goes
into EDRF (FCDO)
Issuance *  Delivery timelines: e Not specified for passportsl ¢ Current Average Turnaround ¢ Regular application on national
Time o  Standard: 5th day. issued abroad. Rate: grounds
*  Express - Post: Online: 10-15 days (20 for first time o Used to be 3-6 weeks in
o EU:2nd day. applicants) 2019 and was extended to
o World: 4th day. Post: 8 weeks 10 weeks in 2021
Express - Home: Urgent: Same day delivery, up to fivel « Regular  application  from
EU: 3rd day. days (with a hastiness premium abroad:
World: 5th de}y. depending on the time) o Have no official guidelines
Urgent - Post: on issuing times but
EU: 1S.t day. authorities advise to allow|
World: 3rd day. for a minimum of 13 weeks
Urgent - Home: .
EU: 2nd day. ¢ 1-week Fast Trac_:k Service
World: 4th day. o Can be de!lvered within a|
week (requires an yaaaa and
the rest is for tomorrow|
appointment and a British|
address)
¢ Online Premium Service
o  Passport will be issued
during the appointment
(which usually lasts 30
minutes)
\Ways to +Physical presence is *Apply online, via the Integrated| e QOnline: * Online application £94 (~€110)
apply and needed for Consular System, o  Standard 10yr Passport * Paper form application £104.5
. appointment. Passport completing and submitting Adult: €75 ~€ 122.5)
respective fees vary: an application form. . Post: . ( ) . -
fees o Regular request *Require an appointment at e- o Standard 10yr Passport t':hftJECk services when visiting
(sent abroad): Consular, to go to the Adult: €89.50 (+ €15 if . _
€105.00 Consulate in person, to be residiﬁg ab.road) ° Premium Track Service
o Express request interviewed, in order for o Urgent renewal (in person): £193.50 (~€226.5)

. 1-Week-Track
Service £155 (=€181.5)
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o Urgent request
(consular/home):
€120.00.

collected, and the
fingerprints captured.

o  Same-day return : €95 (+

€150 fee)

o  Four day return: €95 (+€75

fee)

Required
Documents

Valid Citizen Card or
Identity Card (no
substitutions).
For minors under 18:
Minor's attendance
and representative's
ID.
For
interdicted/disabled
persons: Person's
attendance and
representative's ID.

Photograph, taken less than
six months ago.

Valid and original
Brazilian identification
document, such as: current
passport valid or expired
for less than two years; or
ID Card; or national
driving license; or a license
issued by a public body,
recognized as an identity
document valid throughout
the national territory.
Proof of brazilian
nationality and naturelness,
with city and state of buth
included, such as: Bazrlian
birth certificate; or
Brazilian marriage
certificate; or ID Card; or a
certificate of naturalization;
or a consular birth
certificate, for Brazilians
born abroad.

Electoral discharge
certificate (for citizens
between 18 and 70 years
old).

Original of the military
document for male
applicants, between 18 and
45 years old.

O O O O

Documents required for first time
applicants abroad:
Identity Verification Form
Birth certificate
Proof of name (e.g., bank
statement)
Evidence of address (e.g., letters
from the government)
Passport photograph
Birth certificates of parents
Current passport
Proof of entitlement for
citizenship

IWhen renewing the passport online,
only the mothers surname, matching
information from previous applications
and a photograph is required.

Most commonly required

documentation

O 2 recent identical photos

O Old Passport (in the case of
renewal),

o Full birth or adoption
certification and parents'
documents

o Full colour copy of any
other uncancelled passport
held by the applicant

O ldentity documents+ maybe
a countersignatory and/or
an identity interview

7.2. Consular Presences Provision (CPP): Comparative Analysis and Recommendations

Since 2017 Portugal has been seeing a decrease of consular presence missions on a

global scale. According to the STCDE, one of the main contributors to this, is the lack of human

resources. The union asserts that the burden on current consular workers is a reflection on

Consulate’s capacity to deploy task forces to attend these missions. Due to geographical

limitations and the vulnerability of the communities, it is evident that consular presence

missions are crucial to address the needs of Portuguese communities abroad. However,

resource allocation should be well managed to avoid bottlenecks in other areas.
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Recommendation 1: Create a Directed Task Force

The loss of personnel from Consulates to the consular presence missions is a key
limitation that affects the provision of consular services. For example, the Consulate of Caracas
in Venezuela is going to deploy 24 missions in the year 2023, meaning that the Consulate will
suffer a loss of personnel for at least 24 days (Portal das Comunidades Portuguesas 2023).
Moreover, this loss can influence a Consulate’s capacity, either by delaying other offered
services or by overloading workers that stays in the Consulate when these missions are being

partaken.

Due to this, this recommendation suggests the creation of a designated Task Force of Public
employees from the MNE or other Portuguese Ministries (such as the Internal Administration
Ministry or the Justice Ministry, i.e. Loja do Cidadao). Since, consular presences are a very
unique service to Portugal, this recommendation is based on the fact, that the benchmark
countries outsource services to third-party contractors, which increases capacity and reduces
the workload for consular personnel. This is however not possible in Portugal, since Portugal
has legally binding data protection regulations, that prohibit third parties to handle citizens’

data.

The implementation of a direct task force that is only deployed for the consular presence
missions allows for the supply of workers to be more stable in the Consulates. It simultaneously
allows for the mission’s dates to be adjusted according to the demand of the communities.
These task forces would then be a service complementary to the Consulate and would enable
the Consulate services to be provided more efficiently as the impact of the human resources
being deployed to the missions would cease to exist. Thus, workers can focus on the services

that need to be attended urgently and the Consulate can be managed in an effective way.
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7,3 Voting System Abroad (VSA): Comparative Analysis and Recommendations

The comparative analysis of voting systems for citizens residing abroad, visualized in
Table 11, reveals significant variations and some shared characteristics. Brazil stands out with
its mandatory in person voting for all citizens, showcasing the one extreme. In contrast, Ireland
predominantly restricts overseas citizen voting, except for limited exceptions related to public
workers. The UK and Portugal are similar in the sense, that they adopt a moderate position,
allowing expatriate citizens to participate in certain elections. The United Kingdom is however
different in the sense, that it does not allow voting in diplomatic missions. Instead, the UK
relies on the Electoral Commission for overseas voting, which typically involves postal or
proxy voting, exemplifying advanced systems. Additionally, the upcoming implementation of
the Elections Act 2022 in the UK, aims at enhancing electoral integrity for citizens abroad even
further. Thus, the UK’s relevance as the primary comparative case for informing subsequent

recommendations becomes evident.

Recommendation 1: Dual Voting System- Maintain Voting in Person and Implement

Optional Postal Vote in all elections

The current system in Portugal employs voting in person without postal vote in
Presidential and European elections. However, the system was mitigated for the Legislative
elections of 2022, where postal vote by default with the option of voting in person upon
registration was applied. This aimed to overcome barriers such as geographical limitations and
the restrictions of the COVID 19 pandemic. Indeed, voting by post would allow citizens to vote

comfortably from their home and that could trigger a lower rate of absenteeism.

However, this modality applied to the Legislative elections in 2022 resulted in a number of

problems. Firstly, many citizens complained about the lack of information dissemination,
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stating that they did not know about the requirement to register, if they wanted to vote in person.
This led to a significant number of overseas voters showing up at the Consulate to exercise
their right to vote, who were in the end not able to do so. Furthermore, others argued that they
never got their ballot via post, either because it was sent back to Portugal, or because it was
sent to the wrong address. To tackle this issue, it is recommended that Consulates maintain the
previous modality of voting in person by default for all elections, to avoid confusion among
voters and prevent fraud as will be elaborated later. The option to apply for a postal vote should

however also be provided for all three elections.

Adopting this recommendation will release the back-office from unnecessary complexity. By
allowing for the modalities of voting overseas to be universal, documents such as the Voter’s
ABC would remain the same for all elections. The standardization of this document ensures
consistency and facilitates its dissemination aiding the effective functioning of the voting
system. Furthermore, reducing complexity would foster increased levels of participation in
elections, since according to Publico (2022), overseas voters did not have access to the relevant
information prior to elections. The importance of simplifying such processes, is further
highlighted, when looking at the implementation of the Elections Act 2022 in the UK. This law
aims at enhancing electoral integrity for citizens abroad, by among other things simplifying the
process, predicting increased turnout rates for overseas voters. Even though this study
considers the financial burden of the implementation of such a dual modality system, it would
alleviate the internal workload of ministerial bodies and increase participation of Portuguese

citizens in democratic procedures.

When considering the actual act of voting by post, this paper expresses concerns about the
security hazards associated with the current system of postal votes, requiring a copy of the
Citizen Card in the envelope with the postal ballot. Instead, they suggest adopting a method

like the one employed in the UK. Under this approach, voters would only need to provide their
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date of birth and signature on the White Envelope which previously entailed the Citizen Card
copy. This would allow for voter verification while avoiding the potential security hazards
posed by having physical copies of identification cards sent via international post. Such a
measure would preserve the integrity of the voting process, protect personal data, and eliminate
unnecessary bureaucratic barriers associated with overseas voting, while upholding a

functional voter verification system.

However, it is also considered, that legally a Portuguese citizen abroad, is only allowed to vote
in person for Presidential elections. Thus, implementing the above-outlined recommendation
would require a revision of the Portuguese Constitution, and would therefore require a legal

team to fully comprehend the legal framework of it.

Recommendation 1.1: Precedency of In-Person Voting in case of Electoral Fraud and the

Digitalization of the Electoral Registration Notebook

To avoid the problem of people not receiving their ballots due to postal delays, and thus
not being able to vote, the following recommendations suggests in-person voting is allowed
even if the citizen requested a postal vote. This is contradictory to the British System since
here, once a citizen applied for a postal vote, he/she is not able to vote in person. This
component of the recommendation would however lead to possible fraudulent behaviour
through the duplication of votes via both means. To prevent this, it is further suggested that in-
person voting would take precedency over postal vote. For instance, if someone were to attempt
to submit two votes, one in-person and one postal vote, the in-person vote would be counted
and the postal vote would be discarded. This would simply be observed, as upon opening the
ballots and scratching the name on the Electoral Notebook, a standard procedure, if one has

already voted in person, their postal vote would be discarded and thus not counted.
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Furthermore, it is suggested that the above-mentioned Electoral Notebook should be
digitalized. This is not a new concept, since in the upcoming European elections in 2024, this
Digital electoral Registration Notebook will already be used. Thus, this approach should just
be implemented for all other elections as well, which is also highly supported by NGOs
representing Portuguese residents abroad, such as Também Somos Portugueses. This entails
establishing coordination between consular services and the National Election Commission
(CNE) (Também Somos Portugueses n.d.). Additionally, the establishment of a centralized
system like the Digital Notebook enables smoother coordination between consular services and
electoral authorities, streamlining processes. Furthermore, it addresses environmental concerns

as this implementation aligns with sustainable practices by reducing paper usage.

Recommendation 2: Enable Postal VVoting with Online Application

The second recommendation suggests to introduce an online application process for
postal voting. The recommendation is driven by several motivations, including cost reduction,
increased convenience, and the necessity to maintain up-to-date data of the voter. The latter
being important due to the high rate of absenteeism due to outdated addresses and not received
ballots that resulted from this. The number of wrongly registered addresses would be reduced,
since the application for a postal vote would allow the request for up-to-date information on

such matters.

This recommendation aims to implement the convenience of applying online for postal voting
using the Citizen Card and the Key Digital Authentication (Chave Movel Digital) via an online
tool linked to the Electoral Commision’s website. This enhances accessibility for citizens who
might face physical limitations, but also reduce the costs associated with managing physical

polling stations. The online request of the postal vote would be integrated in the eSGC and
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would require up-to-date information on the citizen, including their current address. The
integration of the Key Digital Authentication system further guarantees a secure and user-
friendly method for voters to apply for postal voting and presents a forward-thinking strategy
that balances accessibility, efficiency, and cost-effectiveness in the electoral process. This
approach would foster the creation of a detailed record, allowing statistics on turnout rates and

voter participation.

For exceptional cases, namely military personnel, students, and individuals on diplomatic
missions who face unique circumstances, such as no official proof of residency, a tailored
application system within the Electoral Commission's website will facilitate their applications.
To have access to this special application system, documentations to validate their exceptional
circumstances would be a pre-requisite, thus need to be uploaded prior to the final stage of

application.

Table 2 — Comparative Analysis ofl Voting Systems Abroad®

Portugal Brazil UK
E|Ig|bl|lty . Eligible to vote in . Eligible to vote in |e Eligible to vote in national parliamentary elections or
Presidential, Presidential referendums using the UK parliamentary franchise
Legislative and elections. . If they were registered to vote before, they left the
European Parliament e  Vote is mandatory. UK and if this was not longer than 15 years ago (will
elections. e  Brazilians are also change with Elections Bill 2022)

All members are
elected by popular
vote.

eligible to vote if
they have electoral
registration  valid,
are free of debts to
the Electoral Justice.
People over 16 can

vote, although it's
optional until
turning  18; and
people with
disabilities and
illiterate people.
Registration . E_v_ery Portuguese e  PBrazilians living | e Curre_}ntly_register every year, this will be changed to
citizen over 17 years abroad need to a registration cycle of every 3 years (once the
old who resides request electoral Elections Bill 2022 is in place in 2024)

abroad is
automatically and
officially registered in
the electoral roll

registration at the
Electoral Court or a
domicile transfer to
the country where
they reside.

In election years,
citizens need to
request electoral

10 Jreland does not have a voting system for citizens abroad, thus it is not included in the comparative table (Table 11).
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registration, that has
a deadline up to 151
days before the vote.
Citizens must
request electoral
registration at Titulo
Net portal.

Responsible . Nationfil I_Electore?l Superior  Electoral Electoral Commission-_ an independent entity that
B Commission, which Court solely operates on a national level

entity acts as an independent Voting in diplomatic missions is not possible voting is
body alongside the entirely handled on national grounds
Assembly of the
Republic

Voting . \/pting is pra}cticed Voting is practiced The act of_ voting from overseas can b_e done_by r_)ost,
directly and in person directly and  in proxy, or in person at the nearest polling station if the
by the voter. In the person by the voter. citizen is in the UK on election day
Portuguese Assembly
of the Republic
elections, Portuguese
citizens can either
vote in person or by
postal vote.

Postal Vote e The ballot after being - To apply for a postal vote, the individual must be
marked should be registered (deadline is 5 pm, 11 working days before
folded into four and the scheduled poll)
placed inside a green Download and fill out a paper application paper
envelope, which will form, sign it with their signature and date of birth
be sealed. The green (which will be used for identification), and send it
envelope should be back to the local ERO
enclosed with a white Ballot for the upcoming election will be sent to the
envelope that contains overseas address
the destination No postal votes available in Northern Ireland.
address. A copy of the
Citizen Card or
Identity Card must be
inside the white
envelope.

Voting by - - Casting of a vote on behalf of someone who is unable

to vote in person (deadline 5 p.m., 6 working days

PI’OXy before the poll)

Proxy vote application form is available online,
following, the completed form should be returned to
the respective council.

The assigned proxy must visit the designated polling
station to cast the vote.

If the proxy is unable to attend the polling station,
they can apply to vote by post on behalf of the
applicant (11 working days before poll)

Necessary . Citizens present their With the biometric For registration the applicant’s name, national

Documentatio
n

identification
document at the
voting table. If the
citizen does not carry
any document
containing an updated
photograph they can
still vote as long as
their identity is
unanimously
recognized

identification,  the
voter does not need
to carry any
document, since
when identifying the
figerprints on the
electronic ballot box,
its data is verified
from a  unified
database  of the
Electoral Justice.
However, this
biometric
identification
includes a prior
registration.

insurance (NI) number, and date of birth are require

o If NI cannot be provided an attestation of an
already registered voter, confirming the
applicant’s identity, will be requested

Signature and date of birth for postal vote (as well as

on ballot)

Own ID when you go to vote in person or on

someone else’s behalf (proxy)

o  Broad range of accepted photo IDs; if such
cannot be provided a Voter Authority
Certificate can be applied for
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Relevant e Dematerialized N -

information abroad, and the

Electoral Rolls

possibility of updating
electoral registration
through an electronic
platform to be
provided by
AE/SGMAL.

7.4 Repatriation (REP) System: Comparative Analysis and Recommendations

Based on the analysis conducted on repatriation measures, their associated processes,
and the qualifications they involve, it is evident that Ireland and the UK adopt a highly firm
approach in determining when a crisis leads to repatriation. Consequently, repatriation
measures are primarily resorted to in severe or unprecedented circumstances within these
countries. In contrast, Brazil and Portugal employ more flexible criteria, ensuring easier access

to repatriation for their citizens.

Portugal relies on a case-by-case evaluation of the condition of the citizen, emphasizing the
importance of individual circumstance. In the case of Brazil, repatriation is granted in situations
where a citizen faces immediate danger, experiences a humanitarian crisis, or encounters other
critical conditions. However, Brazil restricts repatriation to a single occurrence per citizen.
Furthermore, the payment process for repatriation differs among these countries, with Portugal
and the UK requiring individuals to sign a declaration of commitment to cover the costs, while
repatriation is provided free of charge in Brazil and upfront payment in Ireland. Notably,
Portugal maintains a commitment to treating its citizens abroad equally with those residing in
the country, making it challenging to withdraw improved repatriation measures by drawing
comparisons with the benchmarking countries. Regrading payment measures, offering free
repatriation places a significant financial burden on the state. Given these considerations, this
study opts for an alternative approach aimed at preventing the occurrence of repatriation

situations.
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Recommendation 1: Improve the Website “Conselho aos Viajantes” and Implement a
Color -Coded System

This recommendation aims to improve the quality and add important features to the
website “Conselho aos Viajantes” to reduce the number of repatriations. According to Haynal
et al. (2013), effective communication is a universal concern among consular services to
prevent risks and manage expectations about citizen’s travel destinations. Throughout the
COVID19 pandemic two instruments have proven to be of utmost significance: the traveler
advice (“Conselho aos Viajantes”) provided on the "Portal das Comunidades Portuguesas”,
updated daily through information relayed by consular posts, and the "Registo do Viajante"
application, which facilitated the registration of temporarily overseas Portuguese citizens and
enabled contact through email (over 3.000 emails were sent). By proactively addressing the
root causes of repatriation issues and their associated financial burdens, this approach not only

breaks the cycle of repatriation-related problems but also eases the workload on Consulates.

The current Portuguese approach is however not effectively working in informing travelers
about safety in different places. The "APP registo Viajante" was made to help with this, but its
low customer rating of 1.8/5 shows its limitations. People have trouble making accounts,
logging in, and understanding how to use it. The "Portal das Comunidades Portuguesas”
website also needs to be improved. It is not intuitive to navigate the platform and is missing
important updates, for example, there is no information available about Afghanistan after 2021.

Keeping information up-to-date, especially for countries like Afghanistan.

The FCDO launched a successful information dissemination campaign, called “Travel Aware”,
which empowered travellers with the knowledge they need to make well-informed decisions

and to be prepared for any potential challenges they may encounter when going on or planning
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a trip. This campaign showed positive results, which is evidenced by impressive metrics: 44
million page views in 2019 and 111 million during the pandemic in 2020 (Anderson 2022).

Thus, this could be used as a best practice for improving communication channels in Portugal.

Our strategy centers around increasing the utilization of the portal to prevent repatriation by
allowing citizens to make conscious decisions on travel arrangements, especially regarding
security concerns. One way of doing so, would be by mimicking the UK, and employing
strategic collaborations with transportation providers, for example airlines, and buses. Through
partnerships with transportation companies, travelers would receive a link to the portal when
they receive their booking confirmation or ticket. Additionally, the portal could integrate a
color-coded system (defined by the colors green/yellow/red) to indicate countries' safety levels
due to natural occurrences and other criteria set up by the Consulates. This visual scale would

offer travelers a quick and intuitive understanding of the security landscape.

Gaining insights from the UK, the provision of real-time information via emails and social
media platforms ensures proactive engagement and seamless access to pertinent updates, as
exemplified by their well-structured information dissemination during the COVID-19 crisis.
The website “Conselho aos viajantes” could draw upon this example and accrue a subscription
for these types of live alerts. Considering these practices, this study recommends that the
Portuguese Government updates and modifies the current structure of the “Conselho aos
Viajantes” website, allowing citizens to be more aware of preventive measures and giving them
some sense of self-responsibility. Furthermore, this could potentially alleviate the burden on

government resources and capabilities in e.g. cases such as medical repatriation.
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Table 3 — Comparative Analysis of Repatriation Systems

Portugal Brazil Ireland UK
Emergency e The "Social Support e There is no direct e The consulate may e Itis possible to deposit
Financial for Deprived Migrants emergency financial transfer money on money with the FCDO
. of the Portuguese assistance. What the behalf of your e Emergency loans
Assistance Communities" is a Brazilian ~ government friends and family o must be paid back
programme by the ensures is the repatriation — this will cost the within 6 months or
Portuguese of Brazilians abroad. person €35 with repayment plans
government that helps o  Usedifno
migrants facing other
difficulties. It provides commercial
a one-time financial options for
aid that cannot be money
transferred to others. transfer is
This programme available
assists migrants who
may not have
succeeded in their
migration journey. To
be eligible, individuals
must be living legally
in the host country.
What defines a| e Theway potential risk e Crisis circumstances are: o Exceptionally dire e The following might initiate a
crisis? situations are - Humanitarian crises situations where the special response
identified in Portugal resulting from natural health or security of o  asizable number of
is by examining the disasters, civil wars or armed the citizen is at risk Britons may have
local situation and conflicts; o  The citizen suffered harm, died,
considering the - Disappearance of Brazilian agrees in or are still at risk
presence of important nationals abroad,; advance to o civil or political
Portuguese - Cases of human trafficking; pay back all instability
communities in those - Any situation of violence and expenses o  asituation, where
areas, along with mistreatment against Brazilian (including a numerous Britons
strategic interests. nationals; fee) experience
There are no fixed - Identification of o  During the widespread hardship
criteria for this undocumented or disabled COVID
assessment, as each hospitalized patients; pandemic in
situation is carefully - Communication of death to 2020 this
evaluated individually. | relatives in Brazil; took place,
- Police occurrences; when no
- Arrests and detentions; commercial
- Brazilian nationals held at options were
airports due to migration available
issues;
- Serious accidents involving
Brazilian nationals.
Who can be o Repatriation takes e Brazilian citizens abroad, e Absolute last resort, e Last resort, when all other

repatriated?

place if it is proven that
there is lack of means
to bear the costs of the
return, and for medical
reasons, when it is
advised the immediate
return of the patient,

due to the
impossibility of local
treatment

that were never been
repatriated before, and
that prove, by all
available evidence, the
condition as Brazilians
and their situation of

helplessness and
economic hypo
sufficiency.

e The  repatriation is

granted for the first point
of entry into national
territory. Therefore, there
is no repayment plan.

other
means

where  no
commercial
are necessary.

e Due to Irelands
expectations of
travel and health
insurance, the case
of repatriation is
extremely rare (see
COVID pandemic
example of prior
row).

e The policy plan is
expected to cowver
costly expenses
such as medical
repatriation.

means are exhausted
Exceptional cases where
commercial flights  are
unavailable, alternative
transportation such as charter
flights may be arranged
(subject to fees)

In very extreme
circumstances, such as the
escalation of war zones (e.g
Sudan, Afghanistan), military
aircraft or vessels may be
dispatched for the evacuation
of eligible individuals

One final exception regarding
repatriation is the
“Exceptional Assistance
Measure” which enters into
force if all other alternatives
have been exhausted, after a
terror attack

53




Medical Yes No No No

Repatriation

7.5. General: Comparative Analysis and Recommendations

Recommendation 1: Strengthening Consular Preparation: Pre-Departure Training for

Diplomatic Staff

Based on the concerns expressed by the STCDE and with the aim of improving the
effectiveness of consular operations, it is highly recommended that the MNE implements a
specific training programme for consular officials. Such training modules can be seen as an
extension of the gaols of the 2020 Activity Plan, aiming to optimize the management of people,
by qualifying and equipping them with skillsets required to be fit for purpose in overseas
consular positions. Such training should be mandatory and carried out in Lisbon, prior to their
assignment abroad. The curriculum of such training session should be designed by former
diplomats and other public servants, who have a clear and comprehensive understanding of
what skillsets are required to minimize workload and increase efficiency in such services. It
should, however, be updated on an annual basis since investing in well-educated human capital
is key to maintaining an effective diplomatic network that is prepared to face the constantly

evolving challenges that consular missions face on the international stage.

8. Conclusion (Group part)

Through the in-depth comparative analysis of the prioritized consular services, namely
Passport Issuance Abroad, Consular Presence Provision, Voting Systems Abroad and
Repatriation, undertaken in this thesis, light was shed on essential aspects that could potentially

contribute to the optimization of consular services in Portugal. This was further amplified by
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gaining insights into such services from the benchmark countries of Brazil, Ireland and the UK.
Through the dual approach analysis of front- and back-office, this research aimed at accruing
comparative and complimentary comprehension of the different systems Importantly, the
benchmarking countries have proven to be strategically significant. These countries offer a
variety of practices that can be adapted to the Portuguese context. By examining these cases,

this study was able to extract some prospects for improvement that are feasible and applicable.

In the past few years, Portugal has undertaken efforts to revise its consular services, aiming to
mitigate administrative costs, alleviate the burden of bureaucracy and undertake digital
transition. These efforts are directed towards enhancing accessibility for Portuguese citizens
residing overseas and increase efficiency within the internal workings of the Consulates.
Indeed, the recommendations outlined in this thesis are the culmination of identified parallels
and disparities between Portugal and the selected benchmark countries. Overall, it can be
affirmed that this study and its resulting recommendations inherently possess the capacity for
practicability in their execution, with the ultimate goal of improving consular services in

Portugal by optimizing the distribution of resources.

This research project has illustrated shortcomings of a selection of Portuguese consular services
and aimed at providing guidance to policymakers on how to improve them in the light of
numerous challenges faced. Thus, the contribution of this analysis helps broaden the
understanding of consular affairs and can be used as an avenue to assist further research in this

area, considering time and data limitations of this study.
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9. Annex

Country | Passport Issuance for Citizens Consular Voting System for Citizens Repatriation and General
Abroad Presence Abroad Questions
Provision
Portugal ~ » Consulate of Caracas » Consulate of Caracas » Concelho nacional das Eleicoes » SAC
» Consulate of Paris » Consulate of Paris » STCDE » SAF
» Consulate of Johannesburg » Consulate of » Miguel Pinto Luis » DGACCP
Johannesburg
Brazil » Division of Brazilian Communities and - » Secretary of Brazilian Communities ¢ Secretary of Brazilian Communities and
Consular Assistance and Consular and Legal Affairs Consular and Legal Affairs
» Sinditamaraty » Division of Brazilian Communities » Brazilians Abroad Portal
» Brazilians Abroad Portal and Consular Assistance » Rio Branco Institute
* Rio Branco Institute » Brazilians Abroad Portal » Brazilian Embassy in Lisbon
» Brazilian Embassy in Lisbon » Superior Electoral Court » General Coordination of Consular
» General Coordination of Consular » Rio Branco Institute Administration
Administration » Brazilian Embassy in Lisbon » Alexandre de Gusméo Foundation
» Alexandre de Gusmao Foundation » General Coordination of Consular
r Administration
» Alexandre de Gusméo Foundation
Ireland » Irish Embassy of London - - » Irish Embassy of London
» Embassy of Ireland in Lisbon » Irish Consulate in Edinburgh
» Irish Consulate in Edinburgh » Embassy of Ireland in Lisbon
UK » Freedom of Information Team - » Freedom of Information Team » Freedom of Information Team

His Majesty’s Passport Office

National Audit Office

Home Office

Public and Commercial Services Union

The Electoral Commission
National Audit Office

Electoral Service Unit Manchester
Electoral Service Unit Camden
Public and Commercial Services
Union

Department for Business and trade
Australia

National Audit Office

Digital Transparency Unit FCDO
Foreign Common Wealth and
Development Office

Information Rights Team FCDO
FCDO Correspondence Team
Enquiries Team for Australia
Statistics Team FCDO

Annex 1 Table of contacts contacted for primary data acquisition®

‘ HM Passport
Office

Applying for a passport from outside the UK

Supporting Documents

Group 1: Your application wil be detayed I you 3o not include all your supporting documents. If we have 10 write 10 you for missing. or additional documents, you'll need
10 send them 10 us within 6 weeks. If you do not, we will withdraw your application and you wil not get a refund.

o | Cansources | Craromet —
ity
X X =T

——

) Currert Bsta pamaert
kg tark pages)
3) yncancete

¥ e you 9 sare £ 5 8

5) Full Mt er acogion cersfcate: Ths st show b0 B chif s and parerds’ e,

1 This table is however no indicator on the response rate. Furthermore, most of the contacts were reached out to repeatedly. Furthermore,
we have been in touch with members of the Portuguese MNE, since this project is a Thesis in Collaboration with the MNE.
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" vV Vv v v X v X

e
Chack bl D Check table E

Extension  Extension

Sew table A

Chock table O Chack table £

Table B

Bom before 1 January 1983 For both of your parents, please provide the following evidence:

= their passports at the time of the applcant's conceplion
= full birth certificates (showing both the child's and parents’ details)
= their marriage certificate.

Born on or after 1 For both of your parents, please provide evidence under gither 1 or 2. We need to see:
e 1. | = their passports at the time of the applicant's conception; and
« full birth certificates (showing both the child's and parents’ detais) or certi of or isation; and
-lwrnarrla certificate (this does not apply for those bom or ado, on or after 1 July 2006 or same-sex ions).
2 |- B showing i leave 1o remain at the time of the applicant’s conception (this can be curent or expired passports); and
-lh«'mlrmgecorllﬁcalo(lhsdound.lnpb;rormlmmorldnmodonaaw!.Iub,lzweatumswwopmns}

First British Passport I

= at least one document with photo identity; and
* two documents which show both your name and address and/or proof of residency

Non-British uncancelled passport
National identity card or equivalent (or colour photocopy)
Dmmg licence

Vrs- or residence permit (ofoolourpho(ocovy)

Tax record (for example, a letter from a tax authority)

Educational record (for example, a school report)

Employment record (for example, an official letter from your employer)
Letter sent 1o you from a central, regional or local government department
Medicalheaith card

Voter's card

Immigration documents.

EEEEEEEEEEE]

« Parents’identity cards

= Child’s school records

= Medicalhospital records (birth records)
= Mother’s antenatal records

or local produced d which includes a photograph as part of the document

As well as the above, if you are applying for a Child First British Passport the following documents are also accepted. One of the documents provided
should show a link to the parent applying and show that the child and parent are resident where they are applying from.

You must also provide a selection of family photographs of the child with the parents, named and dated over a period of time from birth to current day

All Other Applications For all other passport applications, you must provide from the list below:
= at least one document with photo identity; and
+ one document as evidence of name and address and/or residency within the last year

= Your British passport (if you are renewing)

= Non-British uncancelled passport

- National identity card or equivalent (or colour photocopy)

« Visa or residence permit (or colour photocopy)

= Tax record (for example, a letter from a tax authority)

« Educational record (for example, a school report)

= Employment record (for exampie, an official letter from your employer)

= Letter sent to you from a central, regional or local government department

Table C

Please provide the following:

The passport you entered the country from which you are applying, and if different any non-British passport held as well as evidence shown in the table below:

= both parents’ full birth certificates (showing both the child's and parents’ details) or your father’s
Bom before 1 January 1983 = parents’ marriage certificate; and
= both parents’ passports at the time of the applicant’s conception.

or and

Born on or after 1 January 1983 = parents’ marriage certificate (this does not apply for those born on or after 1 July 2006). and
both parents’ passports at the time of the applicant’s conception

« both parents’ full birth certificates (showing both the child's and parents’ details) or both parents’

= the child's full adoption certificate (showing both the child's and parents’ details); and

Bom atraad but adopled in the UK |, 4\i4ence of adoptive parent's diaim to British nationality by providing their UK birth or adoption,

or i and

before 1 January 1983

= if the adoption is a joint adoption, we need evidence of the adoptive father’s claim to British nationality.

Applicants who were adopted abroad under Article 17 of the Convention on Intercountry Adoption); and
who do not have a naturalisation or = one adopter's claim to British nationality by providing their birth or

. nnnaopuoncmmcm(anmmwp«uumw-mnmmmummmkmumm-umcdwmm

certificate; and

where they have the strongest personal connections.

Table D

registration certificate . evmmndanaﬂop‘ulmbludmummwux(nrbuhmnmmuudmwop«m) Habitual residence is their normal home, the place

If not already provided from the list at Table A, please provide 3 documents as evidence of your name in current use dated within the last year, and at least one of the following for each change of name that

has taken place:

Marriage cerificate

Civil partnership certificate

Gender recognition certificate

Enrolled deed poll

Change of name deed signed in both your old and new names

Centificate of naturalisation or registration

Statutory declaration or affidavit signed in your new name

Birth certificate (upon re-registration)

Certificate from the Court of the Lord Lyon of Scotland

Completed PD2 form for those about to marry or form a civil partnership (see www.gov.

If you are going back to your maiden or unmarried name, we also need all of the following:

= A signed statement saying thal you now use your maiden name for all purposes.
= Your birth certificate and either:

= Adecree absolule showing both names or

= A marriage cerificate showing both names

Tochange the name of a child on you evidence th. ¥ for the child has giy
you Mundnmmdmmmnm

change the chiki's name. I this cannot be supplied,
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We may need more information for the following:

Please provide:

For First Time Applicants:

If you are applying from a country that ks
bomn.

- the
= an explanation of why you are not applying in your country of birth

you used to travel to your country of residence, and

If your parents were bom on or after 1 January 1983

= evidence of your grandparents’ claim to British nationality by providing their birth

certificates and. in the case of grandfathers, the marriage certificate 1o your
grandmother. This does not apply if your parent’s British nationality s based on
or their i

For Lost or Stolen replacement

nwuamwn'm areplacement passport at the same time as.
eporting it lost or stolen.

For children:

Where there is a court order in place
relating 1o their care
= thatprovides or cemoves perental responeiblity and rights or
= thatlimits the movement of the child from the country of residence.

= an LS01 form with your apj

plication.
See the guidance at www.gov.uk/overseas-passports

= the court order.

The child is looked after by social services.

the subject of the application.

- ifyou are a

= confirm M\MM r any other pes

= aletter from the Director of Social Services (or equivalent) confirming that social

services has parental responsibility for the child and include any relevant court order(s)
to support this

Either:
* 8 statutory declaration expleining thet you are acting In the plsce of a perent. exlaining
why an: ]

anyone with parental responsioity exiets. You should Inciude severst

pleces o documentary mm which supports U

y that you have
been sppointed & x.-um.m.-y gu.n'.luln of the Shikd, Inchuding & copy of the will and
death certifical

HOIE parehial f@RORBRIMY Sk cotirt Grdans aie
in place affecting the chik. If court orders ars in place

For adults when applying for

A British National (overseas) passport.

- a colour photocopy of both sides of your Hong Kong p-mn.m identity card

A British Protected Person passport.

- a signed letter confirming you have not bacome a citizen of the
curren! i

of your birth at
any time since your t passport was issued, nor gained any other nationality since

16th August 1978

Or when

s your parents’ Crown or
Community Service.

‘You want to have your title shown in your passport.

from their .mploy« that supports those details,
- we can add a limited number of titles to your British p.lspt-ﬂ i i you aek.

our parent’ Service. providing

Visit www.go

You are changing the gender on your passport.

= you can get more guidance at

i your passport

you

1o provide all the documents we need, please also send in

that

your.

0S

GET IT RIGHT

USE BLACK BIRO
ONLY.

Please include your Rl
address, including state
jor province, and past

code where appicatio

boxes.

You should indlude the
International code in
the phone number

We will contact you on
your mobie phone

number i we have any
queries about delvery,

If there are any detads

Annex 2: British Passport Application and Documents Required

' 0s/01 /01—|

Mled Klngdom HM Passport
passport appllcatlon

Piease check the accompanying guidance to this form carefully.

Filin this form in CAPITAL LETTERS and black biro only. Please write only within the white boxes. Your application may be delayed
you make 3 mistake, i you do not enclose the necessary documents of fee, or If you send photos that do not meet our guidance.

We will electronically scan and store the information you provide. Your passport will have a digital image of your phato and signature.
We will check the detalls you provide using information held by public and private sector organisations in arder %o determine whether

10 ssue a passport. These details may be used by Her Majesty's Passport Office %0 test our systems and % ensure the effective
operation of passport services. We may also contact you to ask If you are satisfied with such services. We may pass information held
on your passport and on related passpart records to public and private sector organisations in the UK and outside the UK when you
USe your passport, obtain a service or when itis in the public interest 1o do so.

Further infarmation can be found on our privacy statement atl www.gov.ukhm-passpont-office.

Who is the passport for?

What type of passport are you applying for? Put a cross (X) in the relevant box.

If you want to pay for a 48-page passport, put a cross (X) in this box. (This s not avateble for chidren,)
If you have eyesight difficutties and need a Brallie sicker for your passport, put a cross (X) in this box.

el oo et VO[] +'
ng:hmm T Addt D Chig Damn 161
Replacement for a passport that i lost,damaged or soen ron[] oria [ Jnee 1
Extension of a passport to full validity wan[] onis [ Jinsec 1
Changes to your exising passport e renowel oo spes Ao e ll [ il

O
0

Cross (X) bax Mr, Mrs, Miss, Ms, or write your
o title

e , ""D““D w[]

TTITIIIIIIII]




rmnug Have you had or been included on any sort of passport before? 05/01/02 |
(You must fill in this section.)

GET IT RIGHT A Has the named i saction 2 had any sort of

{BeRh o ibormiss] or boo included n any pacspnt beors? Y23 ] G010 38 bekow. nel ]

BQRECE B lO51 Or Stoken B You must send us 3l uncancelled passports with Se application
m‘wm {2y how many in the box). ¥ the passports are lost or stolen, gota 3C. D
= ) i Passport number 2 Passport number 3 Passport numbes

B s | LTI LI ITITTT]
et eton|  Details of the lost and stolen passport 1]

sued at T year

surname ai e Bme f was &

Hokdes surname af e fime o was Essued

NN HEEEERRRERREREEEER
LITT] | [TTTTTTTITITITTTITITIT

secrion 4] Parents' details
I both parents named below wene born afler 3131 December 1982 OR were born outside the UK, we will also need the full name,

‘towm, cowniry, date of birth and date of marviage of your grandparents (or details of your parents claim to British nationality).
Write these delails in Section &, or on a separale piece of paper.

Mother's o Parent 1's ful name

bamte | (TP T I IT1]

E wmnpmdummam;urmsaimh

HEEEEEEEREEREREEEEE

+ Office use only

Documents produced

o] 0 =00 D] 0 TT]
«J 0 «J O] [

FT OREX Other documents uw|:l|5- Elock Application
|
l

L -
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GET IT RIGHT

rlenfomly Bk,
e do ol wiilis in
Hhis area

Certificate of registration or naturalisation

Had the parson named in seclion 2 been geanted & cariificats of regisiraion of naturalsation?
fifve The date of issue hare

m—ﬂnm. D EVMMNYYY
- Yes || and detaiks balow,

(0 [0 11
(o CITY

[T LT
Children aged 12-15

B the parsan aamed in Seclon 7 is aged 17 b3 15 they musl wgn snd dite this seclion

Childees's signature.

Applic ations will only be vald i you:
-:lpmnuuhpmu-u-—qm-
- Ko p within hise | marks

- Put dabe in dabie bax fo he right

r A

(B TH oo

Mors Informathon i vou reed mome space pleass sse the iMonnation sn section 8 in the guidance notes af mwe gov Uk

____ﬁ__
A HEHEH B
B EH
HiEIEE .
HiEIE .
A HEHE
1 E ]

[ 1]
[ 1]
[ 1]
[ 1]
[ 1]
1]
L 1]

2
2
-

— = — — — I — — —
— S | ] ] = =]

=

HEEEEENEREENEEEEEER

| Tl sOw0 w0 0 o0 0 0

@570 #Gﬁ—l

L

60



™ secnon @
[ GETIT RIGHT |

secnon 10
| GET IT RIGHT |

The person acting as
e countersignatory
st sign section 10

GET IT RIGHT

Declaration s must be filed in by the person named in saction 2. It under 16, their parent o guandian must fl ths b instead, 05/01/0‘j
1t is a criménal offence to make a false statement 10 get a passport, i you have made a false statement on this form, you
could be prosecuted and could go to prison. Our includes checking that fhe countersignatiare in section 10 ks genuine.

1 declare that | am 16 years or over (or will be within two weeks) and that:

1 |'will return a lost 108 UK office f it comes into my possession;
; :aim:m mzhd JWM.MMWMMM«mewMM
person named n soction 2 was a 3

4 | donot owe any money %o the UK for "mm

L DL T e

6 23 ar 05 1 know al e information | ve ghren In s Setore shgeing. plomse reed the guldamce bookiet
applicaton is cormect. Applications are only valid if you:

7 if the apglication & for a chid, | have parental respensitility """"'""“‘",‘.""‘“"'""‘l"‘*“'
and | have enciosad any court orders that relate to the chikl's = Kow witin Siese ™ marks

8 lLorte u:dmnaz’;o'l‘m ‘0' : I §
of
&m{%mnw»%u-w

9 |~\m-¢mh." @ notes and the caution above
and fully understand the consequences of nwy actions in
applying for a mssport L B

Name. If s on behalf of a chid lh.lnlnm-ndsuml l I l
%lllllllllllll [1 [T11]

Countersignatory 1 a cauntersigature is needed, they must 1l in this section after the rest of e form has been fifed in.

Caution It is a criminal offence fo make a false statement to help someone get a passport. Check the form properly before
you 1l in this section. I you have made any false statements on this form, o Hf you know that the persan applying
has made any fatse ststements on this form, you could be prosecuted and could go to prison.
hﬂmmum:.umunmquhmnnmu

person

IMPORTANT lhmhhn“nm“.:.mdh“l“hmlh-!

also be able to identify the child in order to certify the
il In the following in CAPITAL LETTERS and black biro, (cr0ss (0 box Me Mis, Miss, Ms, or write your te)

wl Jusl ool Juu[ Joewe] | | | [[TT]TTT1
HEEENEEENENEEEER

rm I i ) in schion 9 (nsert Their name)

i [T IIIII]

yrs
As far as | know, the infermation on this form is correct. | hold either a full current British, krish, other EU, US or
Commonwealth passport (delete as appropriate). | have read the caution and | understand it

pasition in the communi

—_—
— —
b —
—_—
e b o
—t +—
—_

By countersigning this application, you > black biro
agree to us checking passport records = Koop within these ™ marks
1o confirm your countersignature. - Put date in date box to the left | 4,

Annex 3: Paper Application form for British Passport from abroad
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Foreign &
Commonwealth
Office

UNDERTAKING TO REPAY

o
>
=

SURNAME

FIRST NAMES

CASEBOOK REFERENCE

DATE OF BIRTH

PLACE OF BIRTH

HOME ADDRESS

POST CODE

TELEPHONE NO (inc code)

MOBILE NO

EMAIL

REPATRIATED FROM

DATE OF REPATRIATION

UK PASSPORT NUMBER

PASSPORT PLACE OF ISSUE

PASSPORT DATE OF ISSUE
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POST ISSUING THE LOAN

LOAN AMOUNT (Local currency)

£ equivalent @ corporate rate | £

« |, the above named, acknowledge receipt of the emergency loan detailed above.

* lunderstand that this loan is from public funds and is granted on the understanding
that | have exhausted all methods of helping myself, including contacting friends and
families, my bank, travel insurer, and arranging a commercial money transfer,
without a resuit.

* | accept the debt in its entirety, including any parts of the loan that apply to the
assistance offered to others, and on whose behalf | am signing.

+ |undertake and promise to repay the Foreign and Commonwealth Office the above
sum in Sterling, no later than five years from the date of this agreement.

« |lunderstand that if this sum is not repaid within six months of the date of this
document, a 10% surcharge of the remaining balance will be added in lieu of
interest.

» | agree to contact the Foreign and Commonwealth Office’s Corporate Services
Centre upon my return to the UK to discuss my repayment of the loan (details
below).

» |understand and agree that passport facilities will not be available to me until my
debt is paid in full, and that failure to repay may result in legal proceedings to recover
monies owed.

+ | consent to the Department for Work and Pensions releasing to the Foreign and
Commonwealth Office such information as may be relevant in respect of any non-
payment of this debt, including details of my current address and any benefits or
allowances paid to me.

Only if passport is cancelled and retained by customer

* |understand and agree that if my passport has been cancelled as condition of the

loan | am liable for the cost of a new passport once my debt is paid in full. Neither

Her Majesty's Passport Office nor the Foreign and Commonwealth Office guarantee
that my cancelled passport will be accepted as a form of personal identification.

BIGNGD: ovvvsscisvnssrsmimsssvsissenssnviwsssnrisvoniviss DM vvsssrirarisvsissmasossisivamssappavsvasanns

PART 2

Diotaiy of ary pifer Britich natonals b be covered by the kan (chiliren o adulis who lack merdal capacity fo sgn a UTR)

RELATIONSHIP TO
BIOMATORY | FULL RAME | DATE OF BIRTH | PLACE OF BRTH | HATIONALITY




HOW TO REPAY YOUR LOAN

The Foreign and Commonwealth Office will send an invoice to the postal address andior
omail addross provided on this form detailing mathods of ropaymant

To make a payment, or discuss repaymeni plans, please coniact the FCO's Corporaie
Services centre on 01908 716697, at UTRCSCEco.gore. uk, or 8t

The Foreign and Commorsealth Office
Accounts Recoivable

Corporate Services Centre

PO Box 6108

Millon Keyres

MKI10 1PX

Please gquole your CASEBOOK referencs numbser in all cormespondence,
For your information, we accepl payment by the lollowing mathods:

1. By telephone paying with a credil or debil cand (we accepl most cands which are
linked o a British bank)

2. Electronkc bank transfer
3. Personal cheque made payable 1o "Foreign and Commomwaalth Office’
4, Postal Order made payable to Foreign and Commonwealth Offica’

Please note that:

A 10% surcharge will be added to the remaining balance if the debt
is mot repaid in full within six months of the signatory’s 18th
birthday, or the date of this document, whichever is the latter.

Failure to repay within five years may result in legal proceedings to
recover monies owed.

- Passport facilities will not be available to you until the debt is paid
in full.

You can find advice on managing debt on the on the Money Advice Service's website ot
‘Taking conirol of your daebl” (hilps:Asaney, moneyidvicese nice org uklen'ca legon e taking -
conirol-of-debl) and on the CRizens Advice Bureau's websile "Help with debi’

(Rmps S hansiar, GRS NS BN CR O, ko el -And -0 Th el pewath-cla B,

The Fowslan and Commarnmsallh O Rolls and ules Gala lor gupodss mohfied i e Riorrmalion
Commissions: uwnder ihe Dala Prolection Aol 1598 {which may be wewed i
B (rOe T BONCOTITEE Sy 00y Ul ). Suoh personal data may be disciosed i ofher LK Goverrmend
Deparsmerss ang pubic suthorties

Annex 4: Undertaking to repay agreement (Emergency Loan)

Analysis of Consular Fees and Charges where the full cost of providing
the service exceeds £1 million (rounded to the nearest £1000)

2022-23 | 2021-22

Surplus/ Surplus/

Income Full Cost (Deficit) Income Full Cost (Deficit)

£000 £000 £000 £000 £000 £000

Legalisation Office 22,269 3,835 18,434 22,380 3,648 18,732

Emergency Travel Documents 3,508 16,381 (12,873) 1,922 22,861 (20,939)

Notarial and Documentary Services 1,379 7,741 (6,362) 1,290 10,121 (8,831)

Total for fee bearing services 27,156 27,957 (801) 25,592 36,630 (11,038)
Consular Premium®? & EDRF®® 105,200 79,660

Consular and Crisis Assistance and Support 121,653  (16,453) 129,828 (50,168)

Total 132,356 149,610 (17,254) 105,252 166,458 (61,206)

Annex 5: Analysis of Fees and charges where the full cost of providing the service exceeds 1 million
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