
You Said
We Did

Changes we’ve made from your feedback

You wanted more options for taking a 
digital passport photo when applying 
online.

You wanted new ways to contact Her 
Majesty’s Passport Office and get the 
advice you need to apply for a passport.

You wanted to speak to a person that 
could help you straight away, especially 
when our letter asked you to call us.

The guidance booklet that comes with the 
application form is too complicated.

Applying online is the cheapest and 
simplest way to get a passport.  There’s 
also more choice to get your digital 
photo right. We’ve worked with the photo 
industry so you can get your photo taken 
from your chosen photographic service 
provider, and use a photo upload code 
to import your picture directly into your 
online passport application. 

We launched our Twitter account in July 
2018. This gives a new way for us to 
answer your questions and listen to your 
feedback about our services. 
Follow us @HM_Passport

We added the direct telephone number of 
the person that sent the letter, instead of 
giving you our call centre number.

We have redesigned the booklet - making 
it easier to read, and quicker and simpler 
to find the information you need to make 
your application.

You Said... We Did...

What you can expect from us

• we’re committed to promoting equality, 
fairness and respect. Our customers can 
expect to be treated in a manner that 
promotes understanding, dignity and 
respect

• the details in your passport (including the 
chip) will be correct and your supporting 
documents returned by the delivery method 
you choose

• clear and helpful explanations from our staff 
if you are denied a British passport because 
of citizenship or other grounds.

We sometimes make mistakes, or 
circumstances beyond our control affect 
our customer service standards. When this 
happens, we will do everything we can to put 
things right.

How to contact us

• Hand this form to a member of staff
• Send this form to: 

Customer Service Manager 
Customer Contact Centre  
Her Majesty’s Passport Office  
PO Box 767 
Southport PR8 9PW

• Call our Adviceline: 0300 222 0000 calls 
are charged at the national rate

• Textphone: 0300 222 0222
• Text Relay: 18001 0300 222 0000 from a 

text phone
• Complete our online enquiry form at 

https://eforms.homeoffice.gov.uk/outreach/
Passport_Enquiries.ofml

For more information
www.gov.uk

Please contact us if you would like a copy of 
this leaflet in Braille, large print or audio.
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Customer Service
What do you think?

You can give us your feedback on our services 
• by using the What do you think? leaflet
• or by completing our online form at 

https://eforms.homeoffice.gov.uk/outreach/ 
Passport_Enquiries.ofml ®


