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Information Access Team 
Shared Services Directorate 

 2 Marsham Street, London  SW1P 4DF 
Switchboard 020 7035 4848   

E-mail: FOIRequests@homeoffice.gsi.gov.uk Website: www.homeoffice.gov.uk 
 
Mr Robert Simpson 
request-73668-03f80095@whatdotheyknow.com

2 September 2011 
 
Dear Mr Simpson 

Freedom of Information request (our ref. 18864): internal review 
 
Thank you for your e-mail of 5 July 2011, in which you asked for an internal 
review of our response to your Freedom of Information (FoI) request relating 
the current operations manual used by the Identity and Passport Service (IPS) 
in processing passport applications. 
 
I have now completed the review. I have examined all the relevant papers, 
including the information that was withheld from you, and have consulted the 
policy unit which provided the original response. I have considered whether 
the correct procedures were followed and assessed the reasons why 
information was withheld from you.  I confirm that I was not involved in the 
initial handling of your request. 
 
My findings are set out in the attached report.  My main conclusion is that it 
was not appropriate to withhold the indexes relating to IPS operational 
guidance. The requested information is enclosed at Annex A of the attached 
report.  
 
Information requested in relation to the titles of supplementary material is not 
provided as it would exceed the cost limit to do so. A detailed explanation of 
the cost limit is included in the attached report. 
 
This completes the internal review process by the Home Office.  If you remain 
dissatisfied with the response to your FoI request, you have the right of 
complaint to the Information Commissioner at the following address: 

 
The Information Commissioner 
Wycliffe House 
Water Lane 
Wilmslow 
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Cheshire SK9 5AF 
 

Yours sincerely 
 
L. Fisher 
Information Access Team 
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Internal review of response to request under the Freedom of 
Information (FoI) Act 2000 by Mr Robert Simpson (reference 
18864)  

Responding Unit: Identity and Passport Service (IPS) 
 
Chronology 
 
Original FoI request:  2 June 2011  
 
Acknowledgement:   7 June 2011    
 
Original FoI deadline:  1 July 2011     
 
IPS response:   1 July 2011    
 
Request for internal review: 5 July 2011 
 
Subject of request and IPS response 
 

1. Mr Simpson’s FoI request of 2 June 2011 asked for information relating 
to the current operations manual used by the Identity and Passport 
Service (IPS) in processing passport applications. 

 
2. Mr Simpson’s original FoI request is set out in full below. 

 
“I would like to request the complete index of the current operations 
manual used by IPS in the course of processing passport applications. 
 
If it reduces your response effort, I am happy to instead have a copy of 
the complete operations manual, including index. 
 
I would also like to know the names of any supplementary material 
(whether electronic or on paper) which is not part of the operations 
manual but which is used for communicate policy or procedural 
changes to IPS staff. 
 
I would prefer, where possible, to have this as a PDF file.” 

 
The response by IPS  

 
3. IPS did not provide the index of its operational policy guide, citing 

section 21(1) (information reasonably accessible by other means). 
Although a full index is not on its website, IPS considers that such 
information could be assembled using the publicly available information 
relating to the policy guide which is published on its website. 

 
4. IPS provided website links to the passport applications policy guide in 

its original response. It also provided website links to related 
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information on UK nationality law on the UK legislation website and the 
UK Border Agency website. 

 
5. IPS withheld its procedure guide in full. The procedure guide relates to 

the operation of the IPS computer system and security checks and is 
not available on its website. This document was considered exempt by 
virtue of section 31 of the Act, specifically section 31(1)(a) (prevention 
and detection of crime) and section 31(1)(e) (operation of immigration 
controls). Arguably, this is not relevant given that the main focus of Mr 
Simpson’s request was for the indexes and names of supplementary 
material in relation to the operational guidance. 

 
6. The final part of Mr Simpson’s request was regarding the ‘names’ of 

any supplementary material issued. IPS confirmed that such material is 
issued through its policy and procedure releases and circulars. 

 
7.  The full IPS response is at Annex B. 

 
Mr Simpson’s request for an internal review 

 
8. Mr Simpson’s internal review request is set out in full at Annex B. He 

argues that IPS did not provide satisfactory reasons as to why the 
indexes were withheld. 

 
9. Mr Simpson modifies his original request at the internal review stage, 

by stating that his request encompassed section titles (which could be 
interpreted as a contents page). Since Mr Simpson states that this was 
what he asked for in the original request, I have not interpreted this as 
expanding the original request. 

 
10.  Mr Simpson’s original request asked for ‘the complete index of the 

current operations manual’. An index can be defined as: “An 
alphabetised list of names, places, and subjects treated in a printed 
work, giving the page or pages on which each item is mentioned.” The 
focus of this internal review will therefore be on the indexes only using 
the above definition.  

 
11. To summarise, the information under consideration for this report are 

the indexes (as per the above definition) for the IPS Policy guide and 
IPS procedure guide and the titles of any supplementary material for 
the policy and procedure guides. It does not include consideration of 
the procedure and policy guides in full, as the main focus of Mr 
Simpson’s original request and internal review request is regarding the 
indexes of such. His internal review request also confirms the focus of 
the request is on the indexes as he states: “I am not asking for the 
content, although you should feel free to provide that.” 

Procedural issues 
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12. IPS did not comply with section 1(1)(a) of the Act as it did not clearly 
confirm whether it held the indexes for the policy and procedure 
guides. I can confirm that IPS does hold an index for each of the 
guides referred to in its original response. 

 
13. IPS responded within twenty working days, complying with section 

10(1) of the Act. 
 

14. IPS complied with section 17(1) by stating its reasons for refusing to 
release some of the information and the exemption that applied. 

 
15. Mr Simpson was informed of his right to request an independent 

internal review of the handling of his request, as required by section 
17(7) of the Act. IPS’ response also informed him of his right to 
complain to the Information Commissioner, as specified in section 
17(7) of the Act. 

 
Consideration of the response 
 

16. IPS does not hold a separate index of operational information nor does 
it hold one complete operational manual. It does however hold two 
operations manuals which are used in the processing of passport 
applications. These are the IPS policy guide and the IPS procedure 
guide.  

 
17. IPS withheld the indexes of the policy and procedure guides under 

section 21(1) (information reasonably accessible by other means), 
section 31(1)(a) (prevention and detection of crime) and section 
31(1)(e) (operation of immigration controls).  

 
18. I have viewed the withheld information and consider that no 

exemptions apply. It was not appropriate to cite section 21(1) 
(information accessible by other means) as the indexes are not 
available on the IPS website. IPS has not been able to show how 
disclosure of the indexes would or would be likely to prejudice either 
the prevention and detection of crime or the operation of the 
immigration controls. The indexes are therefore deemed suitable for 
release.

19. In the second part of his request Mr Simpson asks for the titles of 
supplementary material for conveying policy or procedural changes to 
staff. In its original response IPS confirmed that such information is 
communicated via the following two methods: policy/procedure 
releases and circulars. I am satisfied that IPS holds no further 
information for this question. 
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Conclusions 
 
20. IPS responded within twenty working days, complying with section 

10(1) of the Act. 
 
21. IPS did not comply with section 1(1)(a) of the Act as it does not clearly 

state whether it holds indexes for the policy guide and procedure guide. 
 
22. Section 21(1) (information accessible by other means), section 31(1)(a) 

(prevention and detection of crime) and section 31(1)(e) (operation of 
immigration controls) are not engaged for the indexes. No other 
exemptions apply to the material. The information is therefore suitable 
for release and is enclosed at Annex A. 

 
Information Access Team, Home Office 
September 2011 
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Annex A – Information for disclosure 
 
Procedure Guide Index List

A
AbI Applications in a Block 

AbI Appointment Reminder - Examination Team 
Leader

AbI Appointment Reminder - Examiner

AbI Appointment Reminder Process - Examination 
Team Leader

AbI Appointment Reminder Process - Examiner

AbI Appointment Reminder Process 28 to 41 Days

AbI Appointment Reminder Process 42 to 55 Days

AbI Appointment Reminder Process 56 Days or 
More

AbI Block Applications including FT Adults and FT 
Child Applications

AbI Block Applications Including Nat/Reg 
Certificates

AbI Block Applications with Documents Retained

AbI Browse

AbI Browse - Opening and Closing Folded Tab 
Headings

AbI Browse Screen

AbI related HEO Authorisations 

Changing Service Type

Overriding the System Decision to Send to 
Interview

Selecting Retention of Documents

Additional Payment 
(Examination query)

Address Label Printing

Amending details used in 
a PIP Check (PIP team 
exam support clerk)

Amending Payments and 
Services

Amendments - Examining

Applicant Details 
Confirming - (counter back 
office) 

Applicant Initiated AbI 
Delay - Withdrawl

Applicant Initiated AbI 
Delays

Applicant Initiated AbI 
Delays - Unable to Attend

Applicant Initiated AbI 
Delays - Urgent 
Government Business 
Travel

Applicant Initiated AbI 
Recalls

Applicant Unable to Sign

Applicants arriving after 
their appointment time -

Applicants arriving before 
their appointment time

Applicant's Declaration -
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AbI Reports (Examination Team Leader)

AbI Summary Reports - Printing Section 1

AbI Summary Reports - Printing Section 3 and 
Surrogate Forms

Accepting Credit/Debit Card Payments

Accepting Full Examiner Matches

Accessing and Exiting from AbI Browse

Action taken when a payment mandate is received 
from MMT

Actioning a Re-issue - Application No longer 'live' 
on PASS

Actioning a Re-issue - Application still 'live' on 
PASS

Actioning a Re-issue - Telephone Notification 
Received

Actioning the Return of an Incorrectly Issued 
Passport

Actioning Status Letters

Adding a case note

Confirming

Applicant's Details 
Confirming

Applicant's Requirements 
Confirming

Application Details -
Displaying (counter back 
office)

Application Receipt

Application Searching

Applications referred for a 
PIP check within the PIP 
Team

Applications referred to 
the PIP team for a PIP 
check from a Standard 
Examination Team

Applications Returned or 
Recalled from the 
Interview Process that are 
Part of a Block

Applications Sent for 
Interview and Require 
Local Print (exam support 
clerk)

Appointment Based 
Counter Examination

Appointments - Dealing 
With Applicants Without 
an Appointment

Appointments New (QMS)

Assigning a PASS User to 
a Team - Regional 
Systems Manager

Associating/Disassociating 
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Applications

Associating/Disassociating 
Passports

Top 

B
Block Applications (Quality Checks)

Booking Same Day Appointments (AQMS)

Box and Bring-up Reports

Bring-up request - Manual Stock Letter

Bring-up request - Pass 
letter

Bring-ups - Requesting

Bring-ups - Retrieving 
Application

Top 

C
Calling a Counter Customer to a Service Counter

Case Notes - Maintaining

Causes of a Full Examiner LS Match

Causes of a Full Examiner OmniBase Match?

Change of Name - Examining Passport 
Amendments

Change of Nationality - Examining Passport 
Amendments

Change of Photograph - Examining Passport 
Amendments

Checking a Countersignature - Children under 12 
(renewal application)

Checking a Countersignature (counter application)

Checking a Countersignature (extension 
application)

Checking a Countersignature (replacement 
application)

Checking a countersignature - SEO4 Form

Confirming Applicants 
Details with Supporting 
Documentation 
(amendment applications)

Confirming Applicant's 
Details with Supporting 
Documentation (counter 
application)

Confirming Applicants 
Details with Supporting 
Documentation (extension 
applications)

Confirming Applicants 
Details with Supporting 
Documentation (renewal 
applications)

Confirming Applicants 
Details with Supporting 
Documentation 
(replacement application)

Confirming Applicants 
Requirements 
(amendment applications)

Confirming Applicants 
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Checking a Countersignature (Section 10) For all 
Children under 12 (amendment application)

Checking Additional Information (counter 
application)

Checking an Applications Progress (CEC)

Checking Applications in a Box (exam support 
clerk)

Checking Box Contents

Checking Photographs (counter applications)

Checking Signatures for 12-15 year olds

Checking signatures for 12-15 year olds 
(amendment applications)

Checking Signatures for 12-15 year olds (counter 
applications)

Checking signatures for 12-15 year olds 
(extension applications)

Checking signatures for 12-15 year olds (first time 
applications)

Checking signatures for 12-15 year olds (renewal 
applications)

Checking Signatures for 12-15 year olds 
(replacement applications)

Checking the Application Bring-ups Report

Checking-in customers - With an Appointment 
(AQMS)

Checking-in customers - With an Appointment 
(QMS) -

Closing Down (AQMS)

Closing Down (QMS)

Collections Area - Passports Not Received

Completing Customer Payment Authorisation 

Requirements (counter 
application)

Confirming Applicants 
Requirements (extension 
applications)

Confirming Applicants 
requirements (first time 
application)

Confirming Applicants 
Requirements (renewal 
application)

Confirming Applicants 
Requirements 
(replacement application)

Confirming National 
Status if 
Naturalised/Registered

Confirming National 
Status if 
Naturalised/Registered 
(amendment applications)

Confirming National 
Status if 
Naturalised/Registered 
(counter application)

Confirming National 
Status if 
Naturalised/Registered 
(FTA application)

Confirming Parents 
Details (Child 
Amendments)

Confirming Parents 
Details (Child Renewals)

Confirming Parents 
Details (extension 
application)

Confirming Parents 
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(CPA) Form (counter application)

Completing Issuing Instructions (counter 
application)

Completing PIP Checks

Completing Quality Checks

Completing Security Checks (Quality Checks)

Completion of the Interview Process - AbI Block 
applications

Concessionary Passports - Overview

Conducting a Quality Check - EQC

Confirming Applicant's Declaration (amendment 
applications)

Confirming Applicant's Declaration (counter 
application)

Confirming Applicant's Declaration (extension 
applications)

Confirming Applicant's Declaration (renewal 
application)

Confirming Applicants Declaration (replacement 
application)

Confirming Applicant's Declaration (Section 09) 
(first time applications)

Details (replacement 
application)

Confirming Parents 
Details Section is 
completed (FTA 
application)

Confirming Previous 
Passport Details 
(amendment application)

Confirming Previous 
Passport Details (counter 
application)

Confirming Previous 
Passport Details 
(extension application)

Confirming Previous 
Passport Details (first time 
application)

Confirming Previous 
Passport Details (renewal 
application)

Consolidating Boxes - File 
Holding

Counter Applications -
Examining

Counter Applications -
Overview

Counter Back Office 
Examination

Counter Examination -
Confirming (counter back 
office)

Counter Examination -
Security Checks (Quality 
Checks)

Counter PIP Referrals
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Countersignatures -
Checking

Countersignature -
Checking

Countersignature -
Confirming - (counter back 
office)

Creating an Enquiry 
(CEC)

Credit/Debit Card 
Payments - Application 
held in Another Region 
(CEC)

Credit/Debit Card 
Payments - Application 
within Region (CEC)

Credit/Debit Card 
Payments - Query Re the 
Amount Charged

Customers requiring a 
new appointment (AQMS)

Customer Requiring a 
New Appointment (QMS)

Top 

D
Data Capture Errors

Data Capture Errors - Applicant's Details Section

Data Capture Errors - Counter Examiner's User ID

Data Capture Errors - Countersignature Section

Data Capture Errors - Previous Passport Details

Data Capture Errors - Service Credits

Data Capture Errors - Type of Service Required

Dealing With Packages 
DX Have Been Unable to 
Deliver

Dealing With Post Office 
Returns

Dealing With TAS 
Upgrades

Deceased Holders -
Reported to Local 
Authority
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Date of Birth - Year only

Dealing with AbI Reports - Examination Team 
Leader

Dealing With Customers (AQMS)

Dealing with Customers (QMS)

Deleting E-mails (CEC)

Destruction of Passports

Displaying Application 
Details (CEC)

Displaying the result of 
existing PIP check (PIP 
exam support clerk)

Distributing Applications

Document Codes

Documents - Retaining

Dummy Refund form

Top 

E
Electronic Work Allocation

E-mail - Enquiries

E-mail Query from Another Office (CEC)

Employees - Maintaining

EQA Examination Support Clerk

EQC - Details of Errors in Case Notes

EQC - First Examiner Errors

EQC - PASS Role and Location

EQC - Receipt Of Cases For Quality Checking

EQC - Remit Breaches

EQC Team Examination Support Clerk -
Administrative Duties

EQC Team Examination Support Clerk -
Distribution of Work

EQC Team Examination Support Clerk - PASS 

Examination - Associating 
an Application to an LS 
Record

Examination Decision -
Recording (counter back 
office)

Examination Details -
Confirming (counter back 
office)

Examination -
Disassociating an 
Application from an LS 
Record

Examination of LS & R 
forms

Examination - Overview

Examination 
Postal/Partner FTA 
Applications – Standard 
Examination Teams
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Role and Location

EQC Team Work - EQC Team Examination 
Support Clerk

Error Handling - Passport

Error in AbI Recall Process (Examination Team 
Leader)

Error in AbI Recall Process (PIP HEO)

Error Messages

Errors - Common

Establishing National Status - Birth in the United 
Kingdom after 31.12.82 (counter application)

Establishing National Status - Birth in the United 
Kingdom after 31.12.82 (first time applications)

Establishing National Status - birth outside the 
United Kingdom (FTA application)

Establishing National Status - Born outside the 
United Kingdom (counter application)

Establishing PASS User Teams - Prior Action -
Regional Systems Managers

Establishing PASS User Teams - Regional 
Systems Managers

Establishing Passport Service Level (counter 
application)

Examination Support 
Clerk 

Examine Electronic R 
Submissions

Examine Orphan LS 
Forms from Steria - I

Examiner has set the 
Retained Documents Flag 
(Quality Checks)

Examiner Quality 
Consultant

Examiner Returns to 
Steria2

Examining an LS Form 
(replacement application)

Examining Applications for 
Replacement Passports

Examining Counter 
Applications

Examining First Time 
Applications

Examining LS Forms 
Passed for Issue, with 
Issues

Examining Passport 
Amendments

Examining Passport 
Extensions

Examining Renewal 
Applications

Examining Replacement 
Applications

Examining Unresolved 
Applications
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Exceptional AbI Recall -
Examiner Error

Exceptional AbI Recall -
Missing Interview Profile

Exceptional AbI Recalls -
Errors in Recall Process

Extension Applications -
Examining

External E-mail Query 
(CEC)

Top 

F
Fast Track Collections - Exceptional 
Circumstances (counter application)

Fast Track Service - Action to be taken (counter 
application)

Fast Track Service is not sufficient (counter 
application)

Faulty Passports

Faulty passports signed in to ROPE - not printed 

Faulty passports signed in to ROPE - printed 

File Holding

Filing and Storing Passports

First Time Applications born prior to 2/9/1929

First Time Applications -
Examining

Follow Up Outstanding R 
Forms

Forced Addresses (PIP 
exam support clerk)

Forenames -
None/Numerous

Full Examiner 
Countersignatory 
Postcode Matches

Full Examiner LS Match -
Lost/Stolen Passport 
Present

Full Examiner LS Match -
Passport Not Present

Full Examiner Postcode
and Countersignatory 
Postcode Matches 

Full Examiner Postcode 
Matches

Top 
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G
General Administration - Overview

General Administration Section - Re-issue form

Generating a Box Report

Generating Box and Bring-up Reports

Generating the Bring-ups Report

GPO Returns - Liverpool File Holding Action

GPO Returns Log

GPO Returns - Noting The 
Contents Of Compromised 
Packages

Gratis Application -
Submitting

Gratis - Recording an 
Application as

Top 

H

Health and Safety Guidelines

'History' Report (Business Objects)

How LSR Information is Received

How to Action Cases where the Holder is Unable 
to Sign because they have a Disability

How to Action Cases where the Holder is Unable 
to Sign due to Illiteracy

How to Requisition a File

How to send a letter

How to update Main Index 
- Passport Notes

How to Update Main Index 
- Passport Status

How to view a withdrawn 
application

How to View an 
Application Image

Top 

I
If a Customer insists that a Fast Track Service is 
not sufficient

If an applicant requires the Premium Service level 
(AQMS), but it is after the same day cut off time

If an out of date application has been completed 
(AQMS)

If an out-of-date application has been completed 
(QMS)

Interview Profile 
Generation Issues AL200 
with AL100

Interview Profile 
Generation Issues AL200 
without AL100

Interview Profile 
Generation Issues AL301 
with AL100

Interview Profile 
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If casual callers arrive at the office

If premium service applicants arrive after the same 
date cut off time (QMS)

Including Observations 

Incorrect Details - AbI Recall

Instigating a Local Alert (CEC)

Instigating a CEC Search Enquiry

Instructions for Printing a BCS passport after 
failing at QA 

Interview Profile Generation Issues

Interview Profile Generation Issues AL100 (without 
AL500)

Generation Issues AL302

Interview Profile 
Generation Issues AL303

Interview Profile 
Generation Issues AL401 
with AL100

Interview Profile 
Generation Issues AL500 
with or without AL100

'Interview Profile 
Generation Issues' Report

Interview Profile 
Generation Issues Report 
Actions

Introduction

Issuing Children's 
Passports - Parent/Person 
with Parental 
Responsibility

Issuing Passports to the 
Applicant - Over 16 years

Issuing Passports to a 
Third Party

Top 

J

Top 

K

Top 

L



490

Letter Templates and Paragraphs

Letters - Sending

Locating Requests for TAS Upgrade - Application 
with IPS (CEC)

Locating Requests for TAS Upgrades - Application 
in Steria area (CEC)

Locating Requests for TAS Upgrades (CEC)

Locating Requests for TAS Upgrades Overview 
(CEC)

Location of the 'Quality Checking Criteria' and 
'Examining Remit Documents'

Logging on

Logging on AQMS

Logging on (Business Objects)

Logging on (QMS)

Logging Out of Business Objects

Logging Returned Faulty Passports - General 
Section

Logging Returned Passport Errors - General 
Section

Lost in the Post - Passports

Lost Passports

Lost/Stolen Notifications - Processing

Replacement Applications - Examining

Lost, Stolen and Recovered

Associating/Disassociating Applications

Associating/Disassociating Passports

Electronic R Submissions - Examining

LSR section - Electronic R 
Submission - No Passport 
Found on Main Index

LSR section - Electronic R 
Submission - Passport 
Holder Deceased

LSR section - Electronic R 
Submission - Passport Not 
Included with R 
Notifications

LSR section - Electronic R 
Submission - Passport 
Tampered With

LSR section - Examining 
an LS Record (Orphan 
Form)

LSR section - Examining 
an R Record

LSR section - Examining 
the LS Form (passed for 
issue)

LSR section - Further 
Information Required 
(Orphan form)

LSR section - Further 
Information Required 
(passed for issue)

LSR section - How to 
Create an R Record

LSR section - LS Form 
Already Exists (Orphan 
form)

LSR section - LS Form 
Already Exists (passed for 
issue)

LSR section - LS Record 
Unacceptable (Orphan 
form)
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Electronic Work Allocation

Following Up Outstanding R Forms

Following Up Unrecovered Passports

LS Forms Passed for Issue, with Issues -
Examining

Maintaining LS Notes

Manual LS Record Creation

Manual R Record Creation

Moving Images

Orphan LS Forms - Examining

Returning LS/R Forms to Steria

Searching for LS & R Records

Unresolved Applications - Examining

LSR Processing - Steria

LSR section - Accessing Outstanding R Record 
With Queries

LSR section - Adding LS Note

LSR section - Associating an Application to an LS 
Record

LSR section - Associating an LS Form to a 
Passport Record

LSR section - Associating an Unresolved 
Application to an Orphan LS Record

LSR section - Associating/ Disassociating 
Passports

LSR section - Completing an Unresolved 
Application

LSR section - Completing the Creation of an R 
Record

LSR section - LS Record 
Unacceptable (Passed for 
issue)

LSR section - LS Record 
Unacceptable, but can be 
Updated (Orphan form)

LSR section - LS Record 
Unacceptable, but can be 
Updated (passed for 
issue)

LSR section - Multiple 
Scanned Images Exist 
(Orphan form)

LSR section - Multiple 
Scanned Images Exist 
(passed for issue)

LSR section - No Further 
Action is Required

LSR section - Outstanding 
R Form - Actioning a 
Response

LSR section - Outstanding 
R Form - No Response 
Received

LSR section - Progressing 
the R Record

LSR section - Progressing 
Unresolved Application, 
when no LS form is 
received

LSR section - R Record 
Already Exists

LSR section - R Record 
Creation - Multiple R 
Records Found

LSR section - R Record 
Creation - No Existing R 
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LSR section - Create an LS Record

LSR section - Disassociate an LS Form from a 
Passport Record

LSR section - Disassociating an Application from 
an LS Record

LSR section - Electronic R Submission -
Insufficient Details Supplied on the R Notification

LSR section - Electronic R submissions - Multiple 
Passport Matches Found

Records Found

LSR section - Raising a 
Steria Return

LSR section - Recovering 
Missing Passport

LSR section - Requesting 
Images to be Moved

LSR section - Saving the 
Details of the LS Record

LSR section - Searching 
for a Particular Task

LSR section - Searching 
for Due Tasks

LSR section - Searching 
for LS & R Records

LSR section - Searching 
for Referrals

LSR section - Sending a 
Letter

LSR section - Selecting a 
Task

LSR section - Sending a 
Return to Steria (Orphan 
form)

LSR section - Sending a 
Return to Steria (passed 
for issue)

LSR section - Viewing 
Lost/Stolen Records

LSR section - Viewing LS 
Notes

LSR section - Viewing 
Recovered Records

LSR section - Zero or 
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Multiple Main Index 
Passport Records Exist 
(Orphan form)

LSR section - Zero or 
Multiple Main Index 
Passport Records Exists 
(passed for issue)

Top 

M
Main Index and CVD Unavailable

Main Index and CVD Restored

Main Index - Maintaining

Main Index - Searching

Maintaining Case Notes 

Maintaining LS Notes 2

Maintaining PASS User Roles - Regional Systems 
Manager

Maintaining Pigeon Holes 
(exam support clerk)

Making a Final Decision 
(replacement application)

Manual LS Record 
Creation

Manual R Record Creation

Modifying PASS User 
Account Details - Regional 
Systems Manager

Moving Images

Top 

N
National Status - Born outside the United Kingdom

National Status - Establishing

New PASS User Record - Regional Systems 
Manager

New Payment - Submitting

New PIP check (PIP team 
exam support clerk)

'No Booking' Report -
Business Objects

Top 

O

Observation Codes

Observations - Including

Obtaining Blank Passports

Overview of the Complete 
Passport Issuing Process

Top 
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P
Partnership Applications - Amending

Partnership Cashiering Errors form

PASS Warnings (Quality Check)

Passport Collections 

Passport Collections Log

Passport Control Report

Passport Error Returned by Post via General 
Administration Section

Passport Error Returned directly to Originating 
Examiner via the Public Counter or Post

Passport Errors

Passport Printing And Laminating

Passport Re-issues – Examiner Error (PIP team 
exam support clerk)

Passport Re-issues – LSR (PIP team exam 
support clerk)

Passport Search (CEC)

Passport Service Level - Establishing

Passport Types and Corresponding Statuses

Passports Returned Due to a Manufacturers Fault 
- General Section

Passports Returned Holder Deceased - General 
Section

Passports Returned - Holder Deceased no Return 
to Customer - General Section

Passports Returned - Holder Deceased - Return 
Requested - General Section

PIP Results (exam 
support clerk)

Placing a Counter 
Customer in the Pending 
Queue

Placing Applications into 
Pigeon Holes (Exam 
Support Clerk)

Post Exam Complete -
Examination Team Leader

Post Exam Complete -
Examiner

Post Exam Complete -
PIP HEO

Postal Applications -
Overview

Posting Passports and 
Documents to Customers

Prefix - Not Required

Premium Service - Action 
to be taken

Premium Service 
applicants arrive after the 
same day cut off time

Premium Service -
Exceptions (counter 
application)

Premium Service 
Requested (counter 
application)

Previous Passport Details 
- Confirming - (counter 
back office)
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Passports to be transferred to BCS

Payments - Amending

Personal Details on Naturalisation Forms

Photo QA - Counter Applications

Photo QA  I

Photo QA - Partner Applications

Photo QA - Postal Applications

Photocopying documents (Exam support clerk)

Photo/Signature re-scan - Submitting

PIP Checks for Passports to be reissued (First 
Time Applicants Only)

Previous Passport Details 
- Confirming - Examining 
Counter Applications 
Appointment based

Printing a Surrogate Form

Printing a Surrogate Form 
(AbI Recalls)

Printing AbI Application 
Summary Reports and 
Surrogate Forms - ROPE

Printing AbI Summary 
Reports and Surrogate 
Forms -

Printing an Enquiry (CEC)

Printing the First and 
Second AbI Appointment 
Reminder Letters

Processing a PIP Check 
(PIP team exam support 
clerk)

Top 

Q
Quality Assuring LPS Passports

Quality Check Application Displays Fraud 
Indicators - EQC

Quality Checks Where Errors Are Found - EQC

Quality Checks Where No Error is Found - EQC

Queues - Monitoring 
(AQMS)

Queues - Monitoring 
(QMS)

Queues - Placing 
Customer in Pending 
Queue

Queues - Retrieving 
Customer from the 
Pending Queue

Top 

R
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Raising an Examination Query

Raising and Retrieving an Examination Query -
IPS

Re-allocating a Payment

Reasons for AbI Recalls

Recalling an Application

Recalls from the Interview Process

Recalls from Interview Process (Examination 
Team Leader)

Receipt of Change of Details Evidence - AbI 
Recall

Receiving and Displaying Amendment Application 
Details

Receiving and Displaying Extension Application 
Details

Receiving and Displaying FTA Application Details

Receiving and Displaying Renewal Application 
Details

Receiving and Displaying Replacement 
Application Details

Receiving Applications

Receiving LS & R Forms - File Holding

Receiving LS & R Forms -

Receiving LS & R Forms - Overview

Receiving a TAS Upgrade Request (CEC)

Reception - AQMS - Dealing with customers

Reception - QMS - Dealing with customers

Recording an Application as Gratis

Recording an Examination Decision (amendment 

Resolving Full Examiner 
LS Matches

Retaining Documents

Retrieval of Retained 
Documents after Passed 
for Issue (Examination 
Team Leader)

Retrieving a Counter 
Customer from the 
Pending Queue

Retrieving Application 
Bring-ups

Retrieving Applications 
from File Holding

Retrieving Applications 
Held Within Steria (CEC)

Retrieving Applications 
(CEC)

Retrieving Retained 
Documents (exam support 
clerk)

Returned Application 
Form (Examination query)

Returned Passport Errors

Returned Queries

Returning Documents by 
Registered Post (Special 
Delivery) -

Returning Documents by 
Registered Post (Special 
Delivery) - Payment 
Received

Returning Documents by 
Registered Post (Special 
Delivery) - Pre-paid 
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application)

Recording an Examination Decision (first time 
application)

Recording an Examination Decision (extension 
application)

Recording an Examination Decision (renewal 
application)

Recording an Examination Decision (replacement 
application)

Recording Refunds 

Recovery Notifications

Electronic R Submissions - Examining

Electronic Work Allocation

Following Up Outstanding R Forms

Manual R Record Creation

Recycling Boxes (counter back office)

Referring an Application to FIU

Refund on Compassionate Grounds

Refunds - Recording

Regional System Manager - Overview

Registered Post (Special Delivery) - Returning 
Documents

Registering the Receipt of Applications

Re-issuing Applications

Re-issuing Applications 

Renewal Applications - Examining

Renewing Second Passports

Envelope Received

Returning 
Documents/Passports by 
'Manual' Registered Post 
(Special Delivery)

Returning LS/R Forms to 
Steria

Returns and Recalls 
(exam support clerk)

Returns and Recalls 
(Examination Team 
Leader)

Roles and Responsibilities 
- Overview

Role Assignments -
Maintaining

ROPE - Amber Warnings

ROPE - Dealing with 
Surrogate Forms

ROPE - Encoding 
Passports

ROPE - Failed QA

ROPE - Failed QA 
Examiner Error

ROPE - Failed QA 
Visual/System Decision

ROPE - Faulty Passports 
5

ROPE - Faulty passports 
signed in, not printed

ROPE - Faulty passports 
signed in, printed

ROPE - How to re-print 
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Replaced Applications (Quality Check)

Replacement Applications - Examining

Replacement Form - Submitting

Report - Viewing Pending Counter Application

Report - Viewing Work In Progress (WIP)

Reports - Box and Bring-ups

Requesting a Bring-Up 

Requesting Document Scanning

Requests to Issue Applications Held in AbI Block 
Application Holding

Rescheduling an appointment for later in the day

Resolving Duplicate Applications

Resolving Full Examiner OmniBase Matches

Resolving Full Examiner OmniBase Matches - IPS

failed passports

ROPE - Instructions for 
Printing a BCS passport 
after failing at QA

ROPE - Laminating 
passports

ROPE - Overview

ROPE - Passed QA

ROPE - Passport 
Encoding 

ROPE - Passport Printing 
and Laminating

ROPE - Passport Quality 
Assurance

ROPE - Passports 
Containing an Error

ROPE - Passports for 
Counter Collection

ROPE - Passports to be 
Transferred to BCS

ROPE - Printing

ROPE - Producing 
Passports

ROPE - Receiving 
Applications and 
Passports for printing

ROPE - Red Warnings

ROPE - Re-printing of 
Failed Passports

ROPE Supervisor - Faulty 
Passports

ROPE Supervisor -



490

Obtaining Blank Passports

ROPE Supervisor -
Signing Blank Passports 
In to LPS

ROPE Supervisor -
Viewing Blank Books

ROPE Supervisor -
Viewing Work in Progress

ROPE - Supervising

ROPE - Transferring the 
Bio Details to the Passport

Royal Mail (GPO) Returns 
Impact On Liverpool 
Partnership Team

Royal Mail Returns -
Liverpool File Holding 
Action

Royal Mail Return Log

Royal Mail Returns -
Noting The Contents Of 
Compromised Packages

Top 

S
Same Day Appointments

Scanning Supporting Documents

Searching - Application

Searching for an Application not yet Entered on 
PASS (CEC)

Searching for LS & R Forms - Application Receipt 
Officers

Security Checks (Quality 
Checks) - (counter back 
office)

Security Checks (Quality 
Checks) - Counter Cases 
Selected for a Security 
Check (Quality Checks)

Sending a Letter 

Sending an LS Letter
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Searching for LS & R Forms

Searching for LS & R Records

Searching Main Index

Second Passports - Renewal 

Secure Delivery 

Dealing with packages DX have been unable to 
deliver

Impact on Examination Support Roles (Postal and 
Back Office)

Impact on LSR Teams (Regional and Central)

Impact on ROPE Roles

Impact on Customer Enquiry Centre Role

Impacts on IPS Counter Examination Roles

IPS guidance to DX couriers on acceptable 
customer identity when a signature is required

Multiple Role Tasks - Specials and "Pulling 
Packages"

Postcode reckoner for courier delivery

Security Checks (Quality Checks) - AbI block 
applications

Security Checks (Quality Checks) - Completing

Sending Extensions and 
Applications to Replace a 
Lost or Stolen "Old Blue" 
Passport for AbI Interview 

Service Counter - Calling 
a Customer

Services - Amending

Steria Examiner Returns 
(exam support clerk)

Signing Blank Books Out 
of LPS

Signing Blank Passports 
Into LPS

Special Files - Referring 
an Application to

Status Letters

Storing E-mails in a New 
Folder (CEC)

Storing E-mails in an 
Existing Folder (CEC)

Storing E-mails (CEC)

Streaming Complete 
Applications (counter back 
office)

Submitting an application 
for a New PIP Check 

Supporting Documentation 
- Despatching

Suspect AbI Applications
in a Block

System Checks

Systems Managers -
Maintaining Employees
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Systems Managers -
Maintaining Employees - I

Systems Managers -
Maintaining Roles -

Top 

T
TAS Pending Counter Application Report

TAS Refund Authorisation

TAS Refund Authorisation - Compassionate 
Grounds

TAS Refund Authorisation - Service Level 
Guarantee Not Met

TAS Refund Claim - Applicant Requests Refund 
After Refusal

TAS Refund Claim - Main Index Indicates Refund 
Already Processed

TAS Refund Claim - Compassionate Grounds -
Receipt of Refund Claim Form

TAS Refund Claim Received by an Office, Not The 
Issuing Office

TAS Refund - Missed Service Level

TAS Refund Overview

TAS Refund - Receipt of Refund Claim Form

TAS Upgrade Overview (CEC) TAS Upgrade 
Request - Application held in a different Region

TAS Upgrade Request -
Application held within the 
Region (CEC)

TAS Work In Progress 
Report

Teams - Maintaining

CEC - Accepting 
Credit/Debit Card 
Payments

CEC Application 
Searching

CEC - Dealing with Tiered 
Application Service 
Upgrades

CEC - Receiving E-mail 
Enquiries

TEB Searches

Customer Enquiry Centre 
- Overview

Tell Us Once - Deceased 
Passport Holders

Tiered Application Service 
Upgrades

Tiered Application Service 
Workflow Management

Top 
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U
Unable to sign - Applicants

Unsuccessful AbI Recalls

Upgrade Requests (amendment applications)

Upgrade Requests - Application Located in this 
Office (counter back office)

Upgrade Requests Application transferred to 
Another Region (counter back office)

Upgrade Requests (extension applications)

Upgrade Requests (first 
time applications)

Upgrade Requests 
(counter back office)

Upgrade Requests 
Overview (counter back 
office)

Upgrade Requests 
(renewal applications)

Upgrade Requests 
(replacement application)

Urgent Compassionate 
AbI Recalls

Top 

V

'View Latest Instances' Report (Business Objects)

Viewing Blank Books

Viewing Case Notes

Viewing Pending Counter 
Application Report

Viewing Work in Progress 
(counter back office)

Viewing Work in Progress 
(WIP) Report

Top 

W
Weeding of Uncollected Passports

Withdrawing an Application at the Applicant's 
Request

Withdrawing an Application - No Contact from the 
Applicant

Withdrawing Applications from the Interview 
Process That Are Part of a Block

Withdrawing Applications

Withdrawing partnership 
applications (at applicant's 
request)

Workflow between Shifts

Top 
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Top 
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Top 

Z
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Policy Guide Index List

A
Abbreviations to be used when case noting Adoption pending - Children travelling 

abroad

Academic and professional qualifications Adoption - Sections 1(5), 1(5), 1(6) and 1(8) 
British Nationality Act 1981

Accent Characters The Adoption (Intercountry Aspects) Act 
1999

Act of Parliament Affidavits

Address errors Airline Crew - Renewal without supplying 
passport

Additional Passports Amending a Passport

Additional Passports - Airline Crew Applicant reports they have not received 
their documents back - What to do

Additional Passports - Fees Applicants born on or before 02/09/1929

Administration charge Applicants who have lost more than one 
passport

Adoption Applicants with learning and writing 
difficulties

Adoption - Advice on the effect of 
adoption in the United Kingdom Application Registration Cards

Adoption Certificates Applications

Adoption Certificates - Acceptance of Applications for United Kingdom passports 
in Overseas territories

Adoption Certificates - Contact details for 
confirming information Applications from members of HM Forces

Adoptions - Countries whose Adoptions are 
recognised Applications from Prisoners

Adoption of Children in the United 
Kingdom Applications from Transsexuals

Adoption - Hague Convention Countries Authentication by Interview (AbI)
Adoption Orders Authority for Issuing Passports
Adoption Overseas Automatic Passport/Case Notes
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B
Baptismal Certificates issued in Quebec Block Applications when one or more 

application is sent for Interview
BDTCs who did not register as BN(O)s British National (Overseas)

"Belongers" and "Non-Belongers" British National (Overseas) and British 
Overseas Territories Citizens

Biometric Chip British National (Overseas) (BNO) 
Observations

Biometric Passports British Overseas Citizens connected to 
Sierra Leone

Biometric Passport Readers - Contingency 
Procedures British Overseas Territories Act 2002

Biometric Residence Permits for Foreign 
Nationals British Subjects

Birth Certificates Born at sea or on an aircraft
Birth not Registered Born overseas - Copies of Birth Certificates

Blank Passport Books British Consulates - Copies of Birth 
Certificates

Blasphemous Names Business Travellers and Airline Crews
Block Application Holding Business Contingency System (BCS)
Block Applications that are dependent on 
an application which requires an interview

C
Cancellation of Passports Complaint - Lost in the post
Cancellation of Passports for non-payers of 
passport fees Complaint - MIT

Cancelled on System: Holder not aware Complaint - National Identity Service (NIS)
Cancelling Emergency Passports Complaint - Partnership
Cancelling Temporary Passports Complaint - Post Office Ltd
Capacity Known - Countersignature Complaint - Presitge
"Care Of" Address Complaint - PVS
Carrier Liability & Abolition of Frontier 
Controls Complaint - Steria

Case Notes and Documents to be Scanned Complaint - Teleperformance
Case notes for documents submitted Complaints Handling Policy
Case notes for status Complaints Handling Procedure
Caveats Concessionary Passports 
Central Printing Concessionary Passports - Eligibility
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Certificate from the Court of Lyon Scotland Concessionary Passports - Fees

Certificate of Registry of Birth Concessionary Passports - Partnership 
arrangements

Certification of Birth (Baptism) in former 
British India Confidence indicators

Certified Photographs Confirming Identity
Change of Name - Children Confirming Identity PO2 Process
Change of Name - Adult Confirming Identity PO3 Process
Changes to Birth, Death and Stillborn 
Certificates Confirming National Status using a FBC

Cheque returned due to insufficient funds Confirming Parental Responsibility using a 
FBC

Channel Islands and the Isle of Man Consolatory payments - Distress and 
inconvenience

Children Contributory negligence

Children born after 31 December 1982 Copies of Birth Certificates for persons 
born overseas

Children in the Care of the Local Authority Copies of Birth Certificates held at British 
Consulates

Children travelling abroad pending 
Adoption Copies of Documents

Children turning 16 after receipt of 
application Correspondence from applicants

Children's Change of Name Countersignatory dated the form before the 
applicant

Citizenship Ceremonies Countersignatory - None given
Citizenship Ceremony Invitation 
Certificates

Countersignatory - No passport number 
provided

Civil Partnerships Countersignatory omitted qualification
Civil Partnerships Overseas Countersignatory - Retired

Civil Partnership - Dissolution Countersignature by Exception 
(Examination by Exception Only)

Civil Partnership - Use of both Surnames Countersignature Matches
Civil Partnership - Use of Previous Name Countersignature Warnings
Contact Orders - Children Countersignatures
Collecting Passports at the Counter Countersignatures - Checking
Collective Passports Countersignatures - Criteria
Collection/Submission of Passports and the 
Counter Countersignatures - members of IPS staff

Commercial Gain - name change Countersigning Photographs
Compassionate Grounds Countries whose Adoptions are recognised
Compensation and Complaints Handling Country designations - Place of Birth
Compensation, Consolatory and Ex-Gratia 
Payments Court Orders instead of Parental Consent
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Compensation Policy Creating an LS record when an LS01 is not 
present

Complaint - Customers from Other 
Government Departments Crown Copyright

Complaint - Definition Cultural names
Complaint - DX Secure Customary Names
Complaint - FIU Customer Call Back
Complaint - General Information Customer Conduct
Complaint - Interview Office Network 
(ION)

D
Damaged Passports Disclosure of Information
Damaged Passports - TAS Disclosure of Information - 16/17-year olds
Data Protection Disclosure of Information - Children

Data Protection - Exemptions Disclosure of Information - Customer 
Service Managers' Guidance

Data Protection - Offences under the Data 
Protection Act

Disclosure of Information - Interview 
Office Enquiries

Data Protection - Principles Disclosure of Information - Letters
Data Protection - Rights under the Data 
Protection Act Disclosure of Information - Requests 

Data Protection - Rules Disclosure of Information - Telephone 
Enquiries

Data Protection - Terms Dissolution - Civil Partnership
Date of Birth Divorce documents - FBC Policy

Deceased passport holders Divorce Documents for Change of Name
or Reversion to Maiden/previous name

Deed Poll DNA testing
Definition of a Damaged Passport Documents Lost or Damaged

Definition of 'Father' for status purposes Documents Lost or Damaged by Identity 
and Passport Service (IPS) staff

Definitions of Fraudulent Tampering Documents needed to establish a first time 
claim for those born in the UK

Definitions of Mother and Father Documents returned by Royal Mail
Definitions of wear and tear Documents to be scanned
Delegated authority for complaints Dual British/Iranian and Iraqi nationals
Department for Transport (DfT) 
applications for additional passports Dual Citizens

Deportation - Prisoners Dual Citizens and Nationals 
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Details shown on a Full Birth Certificate Dual Nationals

Diacritical Characters Duplicate Applications - Warnings and 
Matches

Different Signatures Duplicate serial numbers issued by the 
British Embassy in Amman, Jordan

Diplomatic Staff - Additional Passports Duplicate Naturalisation and Registration 
Certificates

Diplomatic Service (members of) and other 
staff working in Embassies - Observations DX Secure

E
Electoral Roll checks Errors on address
Electronic LS Notification Establishing Identity - Damaged Passports
E-mail complaints Examiner Quality Assurance (EQA)
Emergency Passports Examiner Quality Consultants (EQCs)
Employment Abroad - Children Examining an LS record

Enrolled Deed Poll Examining LS Records where there are 
Unresolved LSR Issues

Entry into Iran and Iraq of Dual 
British/Iranian and Iraqi nationals Ex-Gratia Payments

Error codes for photographs submitted via 
Partner Check & Send Service Extensions - Children

Error - IPS has incorrectly issued two 
passports Extensions to Child Passports - Fees

Errors

F
''Family Members'' - Treaty Rights Foreign Titles
Fast Track Service Found Passports
Faulty Naturalisation and Registration 
Certificates

Fraud/confidence Indicators - First Time 
Applicants

Faulty Passports Fraud/confidence Indicators - Renewal 
Applications

Fees Fraud/confidence Indicators - Replacement 
Applications

First Time Applications - Children Fraudulent Tampering - Definitions
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First Time Applications for Passports Freedom of Information
First Time Applicants (FTAs) - post code 
matches Full Birth Certificate Policy 

Forces Marriage Certificates Full Birth Certificate Policy - Case notes for 
status

Forces Passport Applications Full Birth Certificate Policy - Claims to 
British Citizenship by Descent

Foreign Documents Full Birth Certificate Policy - Marriage 
Certificates

Foreign (Non GBR) Biometric Passport 
Holders

G
Gender Recognition Gurkhas
Gender Recognition Act Gibraltar "Belongers" and "Non-Belongers"
General Information Gratis Facilities

H
Hague Convention Countries Home Office Status Letters
Handwriting - Section 10 and rest of form Home Office Travel Documents 
Her Majesty's Forces Passport Applications Hong Kong - Right of Abode
Home Forces subject to Service Law Honours and decorations - Observations

I
Identity Confidence levels Incorrect details on birth certificate
Illiterate Applicants Infant Hindu marriages
Illiterate Applicants and others with 
learning and writing difficulties 

Interpreting documents/stamps issued to 
EEA Nationals

Immigration Act 1971 - Subject to 
restrictions IPS has incorrectly issued two passports

Immigration and Right of Abode Irish Citizens
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Immigration Certificates in Passports Irish Names
Immigration status and right of abode -
Observations Irish Passport

Immigration Status Documents Islamic Marriages Certificates
Inbound Special Delivery for Partnership 
Work Isle of Man and the Channel Islands

Incompatible Countries Istanbul British Consulate General

J
''Job Seeker'' - Treaty Rights Junior (Jr) prefix or suffix
Jumbo passports for children Justice of the Peace - Observations

K

L
Laminated Documents LSR Team responsibilities
Lapsed time conditions LSR Team process
Late Registration of births Local alert matches
Leaving messages and further attempts to 
call - Customer Call Back Local Printing

Legitimation Loco Parentis
Legitimation and Domicile Lost and Stolen Passports
Legitimation and Domicile for experienced 
Examiners Lost Birth Certificates - Replacing

Legitimation laws in other countries - a 
table

Lost Civil Partnership Certificates -
Replacing

Letters and correspondence Lost in the post - Complaints
Libya - stamps Lost in the post - LSR
Libya - conflict Lost/Stolen full examiner matches
LS Matches
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M
Malaysian Citizens Matches against Omnibase file
Mandate refused Matches against ONS file
Mandates for incorrect payments Matches against post code
Mandatory Fields Matches against Stop file
Manorial titles Matches against Suspect documents
Manorial Titles - Observations Matches against Telephone Stop File

Marriage Methods of posting used by the Identity 
and Passport Service (IPS)

Marriage Certificates for change of name Ministry of Defence - Obtaining birth 
details

Marriage overseas Minor Changes to Adult's Forename
Marriages in Sri Lanka Minor Changes to Adult's Surname
Married Women using maiden name Missing PIMIS Records
Mark "X" MPs and MEPs - Observations
Matches Multiple Changes of Name
Matches against countersignature Multiple lost passports
Matches against local alert Multiple Passports - Additional Passports
Matches against LSR file Multiple Passports - Warnings and Matches

N
Names Need for a Passport
Nationality Status - Altering New Member States - Treaty Rights
National Status - Confirming using a FBC New Zealand Earthquake
National status warnings Newport ePassport Examiners procedure
Natural Disasters - Replacement of 
Passports No Countersignatory

Naturalisation Certificates No Time Limit stamps
Naturalisation Certificates - Amended Non-payment of passport fees
Naturalisation and Registration Certificates 
- Faulty 1999 crisis

Naturalisation Certificates - Incorrect details 
entered
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O
Observations in Passports One Name
Observations in passports - templates One Passport per person
Observations in passports for Titles - List ONS file matches
Obtaining birth details from the Ministry of 
Defence Overseas Mail

Offensive Name Overseas Territories - Applications for 
United Kingdom passports

"Old Blue" passports - requests to search 
the microfilm records Overstayers

Omnibase Matches

P
Parental Consent - Court Orders instead of Photographs - Return of
Parental Responsibility PIP
Parental Responsibility - Confirming using a 
FBC Place of Birth (POB)

Parents' details warnings Place of Birth - Country designations
Parent’s names differ to that on birth 
certificate Post Office (POCL) Applications

Parent’s passport not on Main Index Post Office Queries
Parliamentary Commissioner for 
Administration Policy Networking Group (PNG)

Partial Matches - Saturday Stop file matches Positive comments
Partner Check & Send Postal Fees
Passing for issue with LS issues Post code matches
Passport Holder experiencing problems 
travelling on Passport Post Dated Passports - Civil Partnerships

Passport Printing Post Dated passports - Marriage
Passport Readers Posting Passports and Documents
Passport Readers Public Viewing Policy Premium Service
Passports containing visas Presumed titles

PD1&2 form - Web Application downloads Preventing and Resolving Errors in 
Passports

Permanent Residence Label Previous Applications - Warnings and 
Matches

Persistent complaints Previous passport warnings
Personal Callers Prisoners
Personal Data - how to decide if something Prisoners - Deportation
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is Personal Data
Personal Identity Process (PIP) Prisoners out on Licence
Philippines - Legitimation Prohibited Steps Orders
Photocopies of Documents Professional titles

Photograph Certification Professional titles and Qualifications -
Observations

Photographic Standards Protective Registration Service
Photographs of Included Children ''Public Fund'' - Treaty Rights

Q
Quebec - Baptismal Certificates Queen's Messenger's Passports

R

RAF Personnel
Requesting foreign passports when 
considering Passport Applications for those 
born abroad

Recall from Interview Requests to photocopy passports
Receipts - compensation Requests to reproduce a Passport

Recovered Passports Requests to reproduce the IPS application 
form

Reduction of Statelessness Re-registration of births

Refund of Fees Re-registration of birth where a name has 
been changed

Refunds for Premium/Fast Track Service 
applications Residence Orders

Refused Bank Mandate Resident Overseas
Refusing and Withdrawing Passport 
Facilities

Resident Overseas - Concessionary 
Passports

Regional Office Interview Process Resolving Errors in Passports
Registration Certificates Restricted Validity
Registration of Birth Restricted Validity - Observations
Registration of Births, Deaths and 
Marriages (Scotland) Act 1965 Restricted Validity Passports (RVP) - Fees

Registration of Births in Commonwealth 
Countries Return of Photographs

Registration of Overseas Births and Deaths Reverse Switch
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Regulations 1982
Religious names Revoked Passports
Renewal and replacement of passports with 
BN(O) observations Right of Abode Certificates

Renewal Applications - Confidence 
indicators Right of Abode - Counterfeit Vignettes

Renewal of Passports Right of Abode in Hong Kong
Renewal of Passports issued during the 
1999 crisis Right of Abode in the United Kingdom

Repatriation of Prisoners Right to View
Replacement Applications - Warnings and 
Matches Right to View by IPS staff

Replacing lost Birth Certificates Royal Mail - returned documents
Replacing lost Civil Partnership Certificates Royal Mail Special Delivery
Replacing lost Marriage Certificates Royal Prerogative
Replying to complaints and correspondence

S
Saturday Stop File Matches Stage names
Search requests for foreign Marriage and 
Birth Certificates Stage and Religious names - Observations

Searches Stamp for travel to Libya
Second Passports Standard ID Checks
Section 4 Standard ID checks and FBC Policy
Section 4 and Parental Responsibility Standard ID Checks of Countersignatures

Section 10 - Countersignatures Standard ID checks on Irish Passport 
Numbers (England, Scotland and Wales)

Section 10 not fully completed Standard Letters - complaints and 
correspondence

Section 10 - Same Handwriting Standard Service

Secure Delivery Stateless and Refugee Young Persons on 
Collective Passports

Secure Delivery - Change of Address Statistical Information - complaints and 
correspondence

Security Checking for AbI Blocks Statutory Declarations
Security features on new style Naturalisation 
Certificates Stock Letters

''Self-Sufficient Person'' - Treaty Rights Stop file matches
Sensitive Personal Data - What is it? Storage and Retention of papers
Service Law Storage, Destruction and Retention of 
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Documents
Service upgrades ''Students'' - Treaty Rights
Settled status for Vietnamese Refugees and 
Gurkhas Subject Access Request - Data Protection

Settlement claims of Parents Subject Access Request - Disclosure of 
Information

Similar standing - Countersignatures Subject to restrictions under the 
Immigration Act 1971

Signature warnings Submitting applications at the Counter
Signing off replies to complaints Suspect document match
SMS - Secure Mail Services ''Sufficient Funds'' - Treaty Rights
Solicitors - Applications received from Supporting Documents
Special Delivery for Partnership Work -
Inbound Supporting Document warnings

Special Guardianship Orders Surrogate Parents
Specimen Passports Suspension of Service

T
Tiered Application Service (TAS) Titles of nobility - Observations
Telephone - resolving complaints Trade marks - name change
Telephone Stop File Matches Translation of foreign documents
Tell Us Once Transvestites
Temporary FCO Passports Travel requirements
Terrorist Attacks - Replacement of 
Passports Travel Restriction Orders

Testamentary Guardian Travel to incompatible countries
Three or more Lost/Stolen valid passports Treaty Rights
Three or more Passports Turnaround times - compensation
Time taken to reply to 
complaint/acknowledgements

Turnaround Targets for the Partner Check 
& Send Service

Titles Types of Passport
Titles and forms of address - Observations

U
Unable to Sign Upgrades
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Unable to write Urgent Government Business
Unacceptable Changes of Name Useful Addresses

Undelivered Passports Use of maiden name by married 
woman/husband

Unenrolled Deed Poll Use of both surnames - Civil Partnership
United Kingdom Border Agency (UKBA) 
Documents Issued Use of both surnames on marriage

United Kingdom Passport Printing Use of previous name - Civil Partnership
United States Adoption and Birth 
Certificates US Citizens

Unlawful Names US Visa Waiver Programme
Unusual Changes of Name

V
Vietnamese Refugees Visa Waiver Programme
Visas Vulgar Name
Visas in passports

W
Wards of Court Warnings concerning signature
Warning - previous passport found Wear and tear - Definitions
Warnings Weeding Uncollected Passports
Warnings and Matches Welsh Language
Warnings concerning countersignature Withdrawal of Applications

Warnings concerning national status
Withdrawing an application after Exam 
Complete stage, but before interview 
(Recalls)

Warnings concerning supporting 
documents

Withdrawing and failing LS Records and 
incomplete Orphans LS01 forms

Warnings concerning previous passport Withdrawing Replacement Applications
Warnings concerning parents' details ''Worker'' - Treaty Rights
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Annex B – IPS response and Mr Simpson’s internal review request 
 
IPS response

“Dear Mr Simpson  
 
Thank you for your e-mail of 2 June, in which you requested the complete 
index of the current operations manual used by the Identity and Passport 
Service (IPS) in processing passport applications. Your request has been 
handled as a request for information under the Freedom of Information Act 
2000.  
 
I am able to disclose some of the information that you requested, as set out in 
the enclosed Annex. 
 
If you are dissatisfied with this response you may request an independent 
internal review of our handling of your request by submitting a complaint 
within two months to the address below, quoting reference FOICR 18864/11. 
If you ask for an internal review, it would be helpful if you could say why you 
are dissatisfied with the response.  
 
Information Access Team  
Home Office Ground Floor, Seacole Building  
2 Marsham Street  
London SW1P 4DF  
e-mail: FOIRequests@homeoffice.gsi.gov.uk  
 
As part of any internal review the Department's handling of your information 
request will be reassessed by staff who were not involved in providing you 
with this response. If you remain dissatisfied after this internal review, you 
would have a right of complaint to the Information Commissioner as 
established by section 50 of the Freedom of Information Act. 
 
Yours sincerely  
 
Head of Parliamentary and Correspondence Management Team  

Annex to letter 
 
You asked:-  
 
I would like to request the complete index of the current operations 
manual used by IPS in the course of processing passport applications.  
If it reduces your response effort, I am happy to instead have a copy of 
the complete operations manual, including index.  
 
The IPS response is:-  
 
We do not hold a separate index of all operational information, nor do we hold 
one complete operations manual, covering all areas. However, IPS has two 
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operational manuals used in the processing of passport application and these 
are the Policy guide and the Procedure guide.  
The majority of the Policy guide is published on our website. The policies 
which are published on our website each have their own contents list at the 
beginning of the document. These documents are updated periodically and 
new updates are planned within the next 3 months.  
Therefore, we believe that a large part of the information you have requested 
is already reasonably accessible to you. Section 21 of the Freedom of 
Information Act exempts IPS from having to provide you with this information, 
because it is already in the public domain. It can be found on the Home Office 
website link (URL) below:-  
http://www.homeoffice.gov.uk/publications/agencies-public-
bodies/ips/passports-policy-publications/?view=Standard  
In addition, there is a booklet which staff use to determine nationality in 
complex cases, which contains information that is already publicly available 
on UK nationality law. It is called the Order Book. If you require this 
information, it can be found on the UK Legislation website (URL):  
http://www.legislation.gov.uk/  
You may also want to check the UK Border Agency (UKBA) website below 
which has a comprehensive guidance on nationality law.  
http://ukba.homeoffice.gov.uk/britishcitizenship/  
However, because of the sensitive nature of the Policy guide, some 
information is either removed from the published documents or not published 
at all.  
 
The Procedure guide relates to use of our computer system and security 
checks and is not published.  
 
Sections 31(1)(a) and (e) of the Freedom of Information (FOI) Act covers 
information which, if disclosed, would be likely to prejudice the prevention or 
detection of crime - 31(1)(a) and the operation of immigration controls- 
31(1)(e). The application of Section 31 requires the public interest test to be 
considered as it is a qualified exemption. IPS has to balance the public 
interest in withholding the information in the Procedures guide and some of 
the information in the Policy guide against the public interest in disclosing it.  
There is a general public interest in increasing the public awareness of the 
steps taken to ensure that requirements in relation to the security and 
operation of the UK passport are robust. Disclosure of this type of information 
also demonstrates openness, transparency and accountability in how 
resources are used and what processes are in place in preventing and 
detecting offences.  
 
On the other hand, disclosure of the requested information would provide 
criminals with avenues and hints on how to circumvent background checks 
and obtain a British passport fraudulently. Fraudulently obtained passports 
lead to other associated crimes such as terrorism, fraud and computer misuse 
being perpetrated. As passports facilitate overseas travel, fraudulently 
obtained passports lead to illegal immigration and prejudice immigration 
controls.  
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Whilst it is considered that maintaining the confidence in the security and 
operation of the UK passport is crucial to the public interest, IPS considers 
that the release of this information would be likely to prejudice the prevention 
and detection of crime and the operation of immigration controls. In this case 
we believe that the public interest falls in favour of non-disclosure.  
 
You asked:-  
 
I would also like to know the names of any supplementary material 
(whether electronic or on paper) which is not part of the operations 
manual but which is used for communicate policy or procedural 
changes to IPS staff.  
 
The IPS response is:-  
 
In terms of communicating policy and procedure changes to IPS staff, there 
are two other forms of this:-  
 
Policy and Procedure Release  
Circulars  
 
The monthly Policy and Procedure Release is a round up of the policy and 
procedure which has been released that month (if any). Policy information 
contained in the Policy Release is added to the published versions on the 
above link.” 
 

Mr Simpson’s internal review request

“Dear Identity and Passport Service, 
 
Please pass this on to the person who conducts Freedom of Information 
reviews. 
 
I am writing to request an internal review of Identity and Passport Service's 
handling of my FOI request 'Index of IPS passport Operations manual'. 
 
You have pointed me to your public web site and said that “The majority of the 
Policy guide is published on our website”. My FOI request also covers the 
titles and index(es) of the remainder of the Policy Guide which is not on your 
web site. These were not provided and no clear reason was provided for 
refusing it in whole or in part. 
 
You have also refused to release any of the “Procedure guide”,again 
specifically the titles of sections and index(es). 
 
I do not believe that the reason given for refusing my request is a valid one. 
 
I asked for the section titles and index(es) only. I am not asking for the 
content, although you should feel free to provide that. 
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Should specific sensitive names or details be included in what I have asked 
for, I would consider it quite reasonable, if required by law, that those sections 
be redacted or not released. 
 
But it is hard to believe that the section titles and index(es) of the entire 
Procedure guide is being withheld under Sections 31(1)(a) and (e) as well as 
the titles and index(es) of the rest of the Policy Guide. Are the titles and 
index(es) really sensitive enough to legally withhold in their entirety? 
 
A full history of my FOI request and all correspondence is available on the 
Internet at this address: http://www.whatdotheyknow.com/request/in...

Yours faithfully, 
 
Robert Simpson” 

 


