
Objective
Every year around 350,000 UK citizens living outside of the UK apply for new or replacement 
passports. The information and application forms they need are available for download on the 
Foreign and Commonwealth Office (FCO) website. However, when they need help to complete 
those forms, have questions about the process, or simply want an update on how their application 
is progressing, they call HGS. From our Selkirk contact centre, we provide a 24-hour helpline that 
makes sure travel hungry citizens in more than 162 countries get the passports they need—when 
they need them.

Our Solution
A rationalization of the FCO’s passport work, initiated in 2008, saved the British taxpayer around 
£10 million pounds in two years by streamlining passport administration. But the FCO is never 
prepared to cut costs at the applicant’s expense. HGS has provided significant support, according 
to Caroline Cross, Senior Policy Advisor to the Policy Implementation and Assurance Team at the 
Identity & Passport Service, “While we’re engaged in redefining those processes we rely upon 
HGS to deliver exceptional service and, at the same time, to gather intelligence that will help us to 
understand the impact of our processes on the applicant and whether the changes we’re bringing 
about are truly making things better for them, perhaps not in terms of speed of service, but in 
terms of clarity and consistency.”

Building Knowledge – Supporting Change
HGS grasped quickly that its primary challenge would be to provide timely, accurate information 
to every applicant and to reduce the number of enquiries that needed to be referred to the 
RPPCs for clarification. “Callers expect–and rightly so—that we will have the answers to their 
questions, however bizarre or esoteric, at our finger tips,” explains Richard Glanville, HGS’s 
Business Excellence Director for the UK. “However, that’s harder to achieve than it sounds, given 
the number of local variations, the complex nature of the enquiries and the high degree of change. 
We realised quickly that we needed to build a knowledge base that would be a constantly updated 
repository for all the information we’d need to answer callers’ questions. And we knew we’d 
need to build strong, close relationships with the RPPC’s as well as the FCO’s Overseas Passport 
Management Unit (OPMU)—to keep that knowledge base up to date.”

According to Caroline, this has been one of the great successes of the programme, since the 
existence of the knowledge base has, in itself, helped to foster the drive towards consistency.

Within our team, we have appointed individuals who are responsible for liaising regularly with 
designated representatives within the RPPCs to update information and share knowledge base 
changes.

The process of centralisation was completed, migrating responsibility for processing and 
completing all passport applications from consulates around the globe, first to a series of eight 
RPPCs (now completed) and then, eventually, to one operation in the UK and HGS continues to 
support it by updating all information to applicants and managing their expectations.
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Acting on Intelligence
For the FCO, streamlining the operation goes hand in glove with improving the applicant 
experience. “By building consistency and centralising processes we’re able to audit the service 
more effectively, identify problems earlier and overcome them at speed,” says Caroline. “HGS’s help 
in this regard is invaluable.” All of this information—both data driven and anecdotal—is fed back to 
the OPMU team, where it is used to inform the business improvement process.

The cost of the contact centre service is met, not by HGS’s client, but by callers themselves. At 
present around 25% of applicants do, in fact, call the helpline for advice or information, paying to 
do so either through premium telephone lines or by credit and debit cards. “That means it’s all the 
more critical that the service we provide is fast, efficient and accurate,” says Richard.

Delivering More for Less in an Innovative Contracting Model
From the outset, HGS’s service has given the OPMU team a high degree of confidence. The FCO 
worked closely with HGS to build and deliver a three-week agent training course prior to the 
service going live but, even so, expected teething problems in the early days. In fact there were 
very few. From day one complaints from callers about any aspect of HGS’s service were very rare, 
and complaints generally—which typically relate to the passport application process or the need 
to pay or the service—are gradually declining. Customer satisfaction scores have been gradually 
improving and currently stand at 79%.

Outcomes
• Vital support for up to 350,000 passport applicants every year

• Underpinned by a comprehensive knowledge base that drives process consistency and 
transparency

• An innovative, trust based contract model based on a ‘user pays’ business model

• Operational efficiency driving a 50% cost reduction for the end user and rising service levels

• An uncompromising focus on improving the applicant experience

• Extremely low level of complaints about help line service quality which should reduce to zero

• 24 hour, five days a week operation handling an average 11,000 calls per month

• Contributing to a programme of change that has streamlined passport administration and 
helped save the British tax payer up to £10 million
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About HGS
HGS is a leader in optimizing the customer experience and helping our clients to become more competitive. 
HGS provides a full suite of business process management (BPM) services from traditional voice contact center 
services and transformational DigiCX services that are unifying customer engagement to platform-based, back-
office services and digital marketing solutions. By applying analytics, automation, and interaction expertise to 
deliver innovation and thought leadership, HGS increases revenue, improves operating efficiency, and helps 
retain valuable customers. HGS expertise spans the telecommunications and media, healthcare, insurance, 
banking, consumer electronics and technology, retail, and consumer packaged goods industries, as well as the 
public sector. HGS operates on a global landscape with 40,000 employees in 66 worldwide locations delivering 
localized solutions. For the year ended 31st March 2016, HGS had revenues of US$ 507 million. HGS, part of 
the multi-billion dollar Hinduja Group, has more than four decades of experience working with some of the 
world’s most recognized brands. © 2016 HGS

Contact us at:
1-888-747-7911

marketing@teamhgs.com

@TeamHGS

www.teamhgs.com


