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1. Background

This document outlines the proposed business processes for meeting our customers needs as part of Phase 2 of the Customer Handling and Appointment Management Project (CHAMP). Phase 2 launches the Online Appointment Booking (OAB) system to the public incorporating the requirement to make an Advance Online Payment when booking.

2. Process Overview

The process maps are included in this document, the following is a high level overview:
Online Booking
· Customer can use OAB website to book their passport appointment, or they can continue to contact Teleperformance (TP) who will access the website on their behalf.

· Customer pays for their counter appointment and passport fee during the booking process 

HMPO Counter
· Customer arrives for their appointment and is checked-in at Counter Reception, the customer receives a queuing ticket which also displays the Advance Online Payment made.

· Counter Examiner checks QFlow and the customers ticket that the payment matches the service HMPO is providing.

· Counter Examiner uses a modified Counter Docket proforma to record the Advance Online Payment details and any additional information for the Sopra Steria Cashier (i.e. variances in fee resulting from a change in the service type).

· Once the appointment concludes the customer leaves the HMPO Counter. 

· Where applicable, the customer is advised of their collection time for the Premium service and is given a Collection Receipt. 

· The Application form and Docket (including ticket) are passed to Sopra Steria for processing.

· For any required additional payments the customer will be given the Docket to take to the Steria Cashier as per current procedures. 

{N.B. The majority of customers will not be required to attend the Sopra Steria Cashier booth.}

Sopra Steria (location TBA)
· Sopra Steria creates the AMS record for the application.

· Sopra Steria enters the Advance Online Payment as shown on the Counter Docket and QFlow ticket onto AMS using the Debit Card payment type; 

· The Sopra Steria Cashier can process any additional required payments in the counter Cashiering booth as per current procedures;

3. How will the customer book a counter appointment?

· The customer can book a counter appointment directly online at GOV.UK which launches the OAB website, or by telephoning TP. 

· The gov.uk website will provide guidance for urgent applications required within 3 weeks, and the regular Postal, Online Channel (OLC) or Post Office routes are also available for applications outside this timeframe.
· A bullet-pointed summary of the Terms & Conditions covering the main information the customer should be aware of before booking will be available.

Direct booking
· The customer will access GOV.UK and can book and pay for a Premium or Fast-track appointment. 

· The OAB system will be available 24-7 and will also allow customers to book same-day appointments.

· The applicant will be able to choose how many applications they need to submit (both adult and child, up to a maximum of 5 applications per slot)
· OAB provides the services the customers are eligible to use based on their application type and all applicants in a block booking must use the same service.
· Date of birth of all applicants is required to ensure the correct fee is collected and that the right application types and services are offered.
· The applicant will then be able to choose an appointment, all available national appointment slots are shown or can be geographically sorted on the postcode provided by the applicant.   
· If the appointment is for minors who will be 16 years old within three weeks of the appointment this group are being treated as exceptions and they will be advised to contact TP to book an appointment. 
TP booking
· Customer can call TP to book an appointment as per current procedures. The TP IVR facility will initially advise the customer to access GOV.UK to book an appointment directly, and will also reference the Terms & Conditions (T&Cs) relating to this service. 

· If customer chooses to proceed via the phone, the TP agent will use the OAB system to book a counter appointment and take payment from the customer.
· TP will collect all information on behalf of the applicant as per OAB
4. How does the customer pay for their appointment?

Payment is dependent upon service type as per current fees.
· The system supports the additional fees for the return of supporting documents via secure delivery for fast track applications. 

· All passports despatched via post will be delivered via courier, and the additional payment for secure delivery is for supporting documentation.
· There will be no difference in the fee charged for payment via debit or credit card. If card payment fails the appointment will not be booked.

Direct Booking
· When the applicant has chosen their appointment, they will be redirected to the ATOS payment engine page to pay the full amount for the service. All major credit and debit cards are accepted with the exception of Maestro and Amex.

· The customer will be directed to tick a box confirming they are fully aware of and agree to the policy relating to appointment amendments, cancellations and refunds prior to payment.

· The OAB website has a link to the full T&Cs.
· The applicant will be required to confirm the amount, the name of the cardholder, card type, card number, issue date (if required), expiry date and CSV number.
· When payment is complete the applicant will be directed to the Confirmation of Appointment screen which will display all the details. 
· The applicant will have the option of printing this page.
· If the card fails the applicant will have the option of presenting a different card. If payment is unsuccessful they will be informed that no appointment has been made.
TP Booking
· When a suitable appointment slot has been found, the applicant will be asked to provide payment details to the agent. 
· The agent will be required to read the high level policy summary covering amendments, cancellation and refunds prior to processing the payment.
· Agents will tick a box on screen confirming they have relayed the summary details of the policy and the customer fully understands and agrees to these T&Cs.
· All major credit and debit cards are accepted with the exception of Maestro and Amex. 
· The TP agent will take the card details over the phone as per the direct booking option 
· Confirmation of payment will be displayed on the Confirmation of Appointment e-mail which will be sent to the applicant. 
· If a customer is unable to pay by card, TP will instruct them to seek assistance from a family member or friend who can pay by card on their behalf. 
· If the customer cannot pay using credit/debit card, and they cannot find someone to assist them in paying using this method, then they cannot complete the appointment booking. 
HMPO finance will receive a daily transaction report detailing all card transactions via the OAB system. Finance will receive daily reports covering all ATOS transactions for counter applications. For counter and postal applications, a daily cash-down report is received from Sopra Steria, with the content taken from AMS. These reports are scanned by HMPO support staff and forwarded to the Durham Finance team who prepare daily journals for each location. 

5. How does the customer receive confirmation of their appointment?
Direct booking
· The OAB system will prompt the user for an e-mail address and provide the option for the customer to input a contact number. 

· The entry of an e-mail address is mandatory and cannot be left blank when a customer books an appointment online. 

· The contact number is not mandatory, but the system recommends it as we may need to contact the applicant in advance (e.g. if adverse weather conditions persist, or we experience a power failure in the office). 

· When the appointment is booked, an automated appointment confirmation e-mail will be sent to the applicant 

· The customer also receives an appointment reminder email 3 days in advance of the appointment. 
· The appointment confirmation email contains;: 

· the booking reference number;

· names of all applicants and  application type
· date, time and location of appointment(s); 
· fee paid and a link to the booking to facilitate any subsequent changes or cancellation. 

The privacy policy is available on GOV.UK should the customer wish to know what HMPO do with their personal details. 

TP booking
· If the applicant books their appointment by calling TP they will provide the agent with the same information as per making the booking directly.

· When the appointment is booked an automated e-mail will be sent to the applicant.
· If no e-mail address is provided, TP will take the customers address and send a hard-copy of the appointment to the applicant’s address.
· Although the letter may not arrive prior to the appointment (e.g. if appointment is scheduled to take place within 3 days of the booking), the confirmation letter will still be sent as it provides confirmation of receipt of payment.

· TP agents will also provide the appointment information verbally.
· TP can only send a confirmation letter to a UK address, therefore any applicant resident overseas will need to supply an email address or UK address for their appointment confirmation.
· The customer will need to be advised to take note of and retain their booking reference number in case an amendment or cancellation is required. 

6. How does the customer amend an appointment?

Direct Booking
· If the applicant wishes to make an amendment they will be able to access the link within the Confirmation of Appointment email sent at time of booking.

· Applicant names or appointment types cannot be amended.

· For a multiple application booking the OAB system will enable the customer to amend bookings individually. 
· The link in the email will take the customer directly to their appointment details which can be amended. 
· There is no limit on the number of times an appointment can be amended up to 48-hours before the appointment date. 
· The date of the appointment can be moved back for up to a maximum of 14-days beyond the original date. 
· The customer does not have access to search functions on the OAB system so they can only access their own appointment details through this link.
· When the amendment is confirmed, a new confirmation email will be generated.  
· The Booking Reference number will remain the same unless a block booking is split at the time of amendment.
· Cut-off time will be 23:59 to determine the 48hr period (i.e. if a customer books an appointment for 10 January, it can be amended at any point up to 23:59 on 7 January without penalty).
· The system will be available 24-7.

· Should the applicant wish to amend within the 48-hour cut-off they will not be able to, they will only be able to cancel the appointment with a loss of fees. 
· There will be a warning displayed to the customer to let them know the refund policy. 

TP Booking
· The applicant will be able to call TP to amend their booking.

· If the applicant is unable to locate their Confirmation of Appointment email they will have to call TP.

· The conditions and restrictions which apply to the customer amending their own appointment directly on OAB also apply to TP.

· TP agents can search for the booked appointment using the booking reference number or the applicant’s name. 
· The search results will display all booked appointments matching the data entered. 
· Selecting a specific record will display the appointment details which will allow TP agents to ask security questions confirming the customer’s identity.
· If the amendment is within the 48-hour TP will inform them that that this will result in the fees being retained and a new appointment will need to be booked.
· If the applicant requests a refund TP will lodge a complaint with the Customer Contact Centre (CCC) 
7. How does the customer cancel a booking?

Direct Booking
· If the applicant needs to cancel they will access the link displayed on the Confirmation email.

· The link will take them directly to their appointment details which can then be cancelled.

· The customer will be presented with a warning to let them know that the cancellation of their appointment will incur the full charges.
· If they still wish to proceed; the customer will have the ability to cancel their appointment.
· A Cancellation of Appointment email will be issued and include contact details for the TP should the applicant require further information, wish to apply for a refund or make a complaint.
TP Booking
· The applicant will be able to cancel their appointment by contacting TP using the contact details contained in the Confirmation email or letter.

· TP can conduct a search using the applicant’s details.

· TP will be able to cancel the appointment on the customer’s behalf but there will be no automatic right to a refund.

· TP staff will warn the customer that the cancellation of their appointment will incur the full charges. 

· A Cancellation of Appointment e-mail/letter will be issued and TP will lodge a complaint with CCC should the applicant require further information, wish to apply for a refund or make a complaint. 

Cancellation Exception (Compassionate Postal)
In exceptional circumstances a customer may need to cancel their appointment but wish to proceed with their passport application within the postal channel. This will not be an advertised service, TP need to manage this customer journey as no information will be available online for the customer advising of this exception, and the customer will forfeit the additional TAS element of the fee already paid. 

TP will instruct the customer to cancel their appointment (or cancel on their behalf during the call) and they will tell the customer to submit their application via post to HMPO. TP will advise that HMPO require proof of the appointment and they will need to include with their passport application one of the following:  
· the hard copy of the cancellation e-mail; or, 
· the hard copy of the original appointment; or, 
· a handwritten note explaining the circumstances, including the booking reference. 
This application will then be received by Sopra Steria via the postal channel and processed as standard postal – the application will be entered onto AMS with zero cost and will be given gratis status in the back office. On receipt in postal examination, the postal examiner will need to contact their local HMPO Counter Managers with the booking details to confirm that the cancelled appointment was valid.
8. How does the customer change their service-type?

· Once the appointment is booked the customer cannot change their requested service-type. 

· Upgrades and downgrades will only be possible at the counter with agreement of the counter manager.

· The Counter Examiner will determine the requirements during counter examination and advise as appropriate.

· HMPO Counter Examiners will use a modified Counter Docket proforma to instruct and advise the Sopra Steria Cashier on the service type and payments.   
· The amount paid on-line and service required is also printed on the ticket given to the customer by the Receptionist.  
· The Counter Examiner records the Advance Online Payment details onto the Docket and any necessary additional information, including any variances in fees resulting from a change in the service type.

Upgrades and Downgrades
· Cashier will enter the Advance Online Payment onto AMS as a Debit Card payment.

· Cashier will select the new service type.

· Cashier will take the additional required fee.
· Sopra Steria will scan the application onto AMS and pass to HMPO (with an unresolved overpayment, where applicable). 
· HMPO Back Office staff will process the application.

· HMPO Back Office staff will authorise any overpayments on AMS by issuing a Dummy Refund* where applicable.

{N.B. *as with appointment cancellations, there will be no automatic right to a refund so the customer will have to contact the CCC to formally request a refund}

9. How does the customer receive a refund?

· There will be no automatic entitlement to a refund for customers who decide to cancel their appointment or from unsuccessful applications for a British passport. 
· All claims for refunds will be managed as per BAU and will require the customer to contact the CCC to request a refund under our current policy guidelines.
· Referral to the CCC will be generated either via the TP agent, emailing using the link supplied on gov.uk or direct customer contact by e-mail or in writing.  
· HMPO will respond by e-mail/letter, dependent upon the customer’s preference, explaining whether the refund has been granted or not and advising the reasons why.
· If a refund payment is agreed, the CCC will generate a manual refund request for Finance staff as per current procedures.

· The customer will receive the refund by cheque.

· TP will follow current guidelines for customer complaints when contacted by a customer enquiring to submit a request for a refund.
10. How will the new online payment information be handled at HMPO Counters?

· HMPO Finance requested that we record the advance online payment on AMS to enable reconciliation of payments.

· Underpayments will be handled by the Steria Cashier who will process the additional required fee when creating the AMS record - overpayments will result in Dummy Refunds being processed in HMPO Counter back office. 

· The Advance Online Payment will appear on the QFlow ticket and on the Counter Examiner’s QFlow screen. 
· A maximum of 6 separate fee amounts will be displayed, one for each of the 5 possible applications for the appointment slot and a Total amount. 

· The Counter Examiner will use this fee information to update the Docket proforma – the application and Docket are passed to Steria for processing.

· If additional payment is required the examiner gives the Docket to the customer who will take it to the Cashier as per current procedures.

· The Cashier scans the counter barcode onto AMS, selects the service level, enters the virtual box number and selects the Debit Card payment type.
· The default fee will appear on the system which the cashier verifies with the detail provided by the examiner 
· The Advance Online Payment is recorded under the Debit Card payment type.

· Any required additional payments will be processed as per current procedures.

· The Cashier selects SUBMIT on AMS which starts the SLA-clock.

· If the customer is present, the AMS receipt is then printed and given to the customer.
· The AMS receipt records the application reference number, service level, payment made and collection time for premium service. 
11. What happens if the customer needs a further appointment?
· If during counter examination, the examiner identifies the need for another appointment they will advise the customer.

· A new appointment will need to be arranged within the counter environment - the applicant must not be directed to use the “yellow” TP phones at the public counters.
Issue can be resolved promptly:
· The customer can be placed on “hold” within QFlow. This is only to be used if the applicant does not need to leave the premises 

Issue can be resolved on the same day
· The customer can return to the office later that day with the missing information or documentation, the counter examiner can redirect the customer to the Receptionist who can make a new same-day appointment on QFlow.

Exceptions

· Customers who experience an emergency within the 48 hour cut off period- prior to the appointment time, can have their appointment rebooked. This will be looked at on a case by cases basis, and a decision will be made at the discretion of the SEO for that particular office.

Issue cannot be resolved until a later date

· A new appointment can be made using the OAB system by the Counter Receptionist, the Counter Examiner or the Counter Manager (each office can decide which role is best suited to fulfil this task – a local decision will be made dependant on physical layout of counter area and available resources).

· The new appointment re-uses the original booking reference and payment details. 
· The new appointment will need to take place within 14 working days for the fee to be carried forward. 
· The 14-day limit has been chosen as it is an acceptable timeframe for an applicant to apply for and receive a UK-issued birth or marriage certificate for example. 
12. What happens if the customer needs an urgent appointment?
· The ability for customers to book same-day appointments will assist customers who need an urgent appointment - however HMPO will retain the ability to see customers on the day who need an appointment on urgent/compassionate travel grounds*. 

· The counter manager will receive an email from TP with the customer’s details and will telephone the applicant to advise what needs to be brought to the office.

· If a customer arrives at the counter without contacting TP first, counter staff will manage customer expectations and provide guidance as per current policy and procedures.

· The receptionist can create a same-day appointment on QFlow. 

· The customer will be required to pay the full fee for the counter service at the Steria Cashier as per current procedures. 

· If eligible for a refund then the counter examiner can supply the applicant with a claim form which will be processed by local Customer Services as per current procedures. 

{N.B. *although same-day appointment booking will assist customers, there will be occasions where no appointments are available via OAB and the customer will need to contact TP as per current BAU to request an appointment under the Urgent/Compassionate policy}

13. How will HMPO deal with No-Shows?

· There will be no automatic right to a refund for non-attendance of counter appointments. If the customer wishes to request a refund for their missed appointment they will be required to contact the CCC.  This will be done via TP or by using the Webform or writing to the PO Box address as directed by gov.uk
14. What documentation will the customer need to bring with them?

Direct Booking

· The customer will be prompted to read the full guidance booklet which outlines the supporting documentation required to process the application. There is a PDF version available online as well as the guidance contained within the passport application pack.
· The Confirmation of Appointment email will remind the applicant to bring the correct supporting documents  and direct the applicant towards online guidance 

TP booking

· The TP agent will advise that an application form is completed prior to the appointment and that the guidance booklet contains details of the supporting documentation required.
· If the TP agent cannot deal with a supporting documentation query the call will be transferred to the CCC to ensure that the correct documentation is brought to the appointment. 
15. What happens to a customer if they are not eligible?
· A small number of customers may book and attend an appointment when they do not meet our eligibility criteria (e.g. TAS policy, entitlement issues). 

· In these circumstances the customer will be offered the standard postal service instead – the customer advice will include the retention of the full fee already paid (i.e. there will be no refund of the Fast Track or Premium fee).

· If the customer refuses the postal service offered they will be advised by the counter examiners and if they wish to escalate any complaints then they will be requested to contact CCC (through the Customer Services leaflet) or if they think they are entitled to a refund to complete a Refund Claim Form.  

· Counter Examiners will pass the application to the Sopra Steria back office using an adaptation of the current Docket proforma with instructions to add the customer’s application onto AMS as a Standard Counter application (including details of the Advance Online Payment). 
· Sopra Steria will record the Advance Online Payment onto AMS.
· HMPO Examiners will receive the application on AMS with an overpayment, but process the application as a Dummy Refund to balance the fees on AMS.
16. What Management Information is available?
· In addition to the reports currently available via OAB and Q-Flow, new reports will need to be available detailing amended appointments and cancelled appointments for Finance, the Customer Contact Centre and the Customer Management Team.
· TP managers require access to availability reports to track and predict call volumes and duration. 
· HMPO Counter managers, Customer Management Team and national operations require access to a report generated on Q-Flow showing same-day or locally booked appointments.

· Sopra Steria require reports to enable daily cash-down with the capability to differentiate between payments made in advance and those taken on the day.

17. CHAMP Process Maps
Detailed Counter Cashiering Process Map

[image: image1.emf]Detailed Counter  Cashiering v0.2.doc


HMPO to Sopra Steria end-to-end summary - process flow-charts for: 

· Premium 

· Fast Track

· Standard

· Premium-Underpayment
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