








  
    

    
   

 
 
 

  
 

   

  
  

  
 

 
                                                              

 

 

   
    

    
  

  
    

 
    

     
     

     
   

  

     
 

 
         

 
 

   
     

    
   

  
 

    
 

   
 

    
      

 
 

 
 

      
    

    

  

Foreign Affairs Committee 
House of Commons · London · SW1A 0AA 
+44 20 7219 6106 · fac@parliament.uk From the Chair 
www.parliament.uk · @CommonsForeign Tom Tugendhat MP 

Secretary of State for Foreign, Commonwealth and Development Affairs 
Foreign, Commonwealth and Development Office 
King Charles Street 
London 
SW1A 2AH 
United Kingdom 14th January 2021 

The Consular Service of the Foreign, Commonwealth and Development Office provides vital 
support to British nationals overseas. It is the FCDO's public face, and it is central to its reputation 
at home. In times of crisis, it is vital that the FCDO are able to communicate rapidly with British 
citizens abroad. 

FCDO staff and diplomats work hard to provide these services and there are numerous stories of 
FCDO staff members working tirelessly, and under immense pressure, to help Britons abroad. 
However, our recent report ‘Flying Home’: The FCO’s consular response to the COVID-19 
pandemic’ found that the FCDO had suffered from real communication problems during the 
COVID-19 pandemic, and argued that the FCDO must take “a serious look at its communications 
strategy to avoid this happening again in the future”. In response to our report, the Government 
noted that it had put several strategies in place to improve both standards of service and 
communication. In order to help us assess how this work is progressing, we would be grateful if 
you could provide answers to the following questions: 

• What standards of service should UK citizens abroad expect to receive from British embassies, 
high commissions and consulates, and how are these publicised? 

• What obligations or responsibilities do you believe that the FCDO has towards UK citizens 
abroad? 

• Last April, the FCDO developed an expressions of interest form on gov.uk which allowed 
British nationals across 20 countries to register their details and to express an interest in 
securing a flight home. The FCDO told us that it intended to develop this registration system 
further for future use. Can you provide us with an update on progress? By what date do you 
expect this system to be fully operational? 

• What progress has been made on the FCDO’s promise to explore “how British nationals can 
request more granular information and updates when travelling and living abroad, including by 
text message for those who do not have access to the internet”? 

• How does the FCDO plan to provide UK citizens with early warning in crisis situations? What 
progress has been made on the FCDO’s ambition to send “push” messages directly to British 
nationals travelling abroad? 

• During the COVID-19 pandemic automated answerphone messages told travellers around the 
world that our embassies and consulates were closed. In order to avoid this happening again in 
the future, the FCDO told us that it would have a ‘pre-agreed’ process for answerphone 
messages in place by the end of October 2020. Is this process now in place? If not, by what 
date do you expect this work to have been completed? 

I would appreciate an early response to this letter, which I intend to place in the public domain. 
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Best wishes, 

TOM TUGENDHAT MP 
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