Your Excellency,

Having gone through the letter dated 6th May`2011, I notice that this is indeed anonymous neither with the name of the travel agency that claims to have experienced the level of service nor with a signature or the name of the individual representing this agency which does highlight the possible malafied intention of the individual concerned towards the Embassy of India, The Hague and the India Visa & Consular Services Centre.

The services offered by the India visa and consular services centre have been highly appreciated by the visa applicants and the community which probably might not have been the case earlier and this is could possibly be one of the reasons for such an act. In fact our team has been engaging actively with the travel agents and the applicants including the community to ensure that the level of service offered is as per the expectations of these individuals at all times. I would be very keen to establish contact with this travel agency to find out their concerns offering them the same level of service as offered to others.

I think it is best to address each of the points raised in this anonymous letter and present the facts for your perusal:

1. No Timely delivery of Visa:
The travel agency in its letter mentions of a delay in visa processing which is absolutely base less as our application process is designed in such a way that the visa applications once received at the counter has to be entered in the system and sent to the Embassy of India, Hague on the next morning and the same process is followed after it is received back from the Embassy. The application system does not allow carrying forward any application to the next working day. Our “Online Tracking Facility” enables the applicants to track their passports 24 hrs 7 days a week and collect them the day they are accepted at the visa centre. However, few travel agencies have been requesting us to return their passports during the submission hours and depending on the emergency of the applicant, we are supporting their requests.

The travel agency has also pointed out on one of our staff members who is rude and the possibility I see is that this staff member is the same person who visits the Embassy on a daily basis for submitting and receiving passports, he/she has been approached by certain individuals to do favours for them in exchange of additional cash. However, this has been clearly informed to all concerned that the point of contact is the centre Manager or Supervisor and all special requests concerning to emergencies and priorities have to be routed through them in an official manner. But the fact is that, the questioned staff is one of the best Employees who has been adhering to VFS policies strictly. VFS follows very stringent policies on work ethics and integrity at all times and this is an integral part of our code of conduct.

2. Rude Behaviour of Staff:
Since the first day of our operations at the new premises, one of the toughest tasks was to advice travel agencies to follow the documentation process properly as per the checklists which were not happening while they were applying with the previous service provider. In order to return the applications, there was a need for us to be firm at times but none of our team members can ever be rude to applicants, this is evident from the customer feedback that we have received over the last few months. There have been instances where our officers have explained the visa rules to irate applicants and the Managers have escorted these applicants to the meeting room with utmost courtesy and explained them that the policies are define by the Embassy of India, Hague as per the Government of India norms and VFS do not have any say in the decision making process. Secondly, the application centre is open to public at all times and it is impossible that an applicant will not be allowed to wait for his/her passport.

3. Non answering of Telephone calls and E mails:
We have a dedicated officer to attend to telephone calls and a daily report is maintained to monitor the telephone calls and E mails which is verified by the centre manager and sent on a daily basis to the Operations Head. All E mails are religiously answered within 2 working days and copied to our Quality team and Head of Operations for monitoring the quality of services. The new Interactive Voice Response system “IVR” will be activated soon where the applicants will have access to recorded information’s 24 hrs 7 days a week. In addition to the “Toll Free” number, we will also be providing two normal numbers so that more applicants can reach the IVR system to receive details on India Visa and other Consular services.

4. Use of two names while processing the documents & invoice:
Out of the two names, one is our facility management company for Europe where we operate on behalf of Indian missions in Brussels and Bern as well and due to legal compliance, the company name and VAT number has to be displayed on the receipt. The copy of the receipt is provided to the Embassy of India, Hague along with each visa application for transparent audit trail. We are compliant to the laws of Netherlands at all times and ensure that all data is hosted at our servers in the United Kingdom, compliant to EU data protection norms.

India Visa & Consular Services Centre is committed towards providing the best possible services to the visa applicants at all times and in order to improvise the services and looking at the IVFRT roll out, the below facilities have been initiated at the Centre:

1. Photo Booth
2. Photocopy
3. Internet Kiosk
4. Printer Facility 

We would once again thank the entire consular team at the Embassy of India, Hague for providing the usual guidance and support at all times and look forward to hear from you any further action or improvisations required at the India Visa & Consular Services Centres in Netherlands.

Thanks & regards
 
Jiten Vyas
Regional Head- Europe
VF Services (UK) Limited 
