
Watchdog, 25/06/14 
 

Transcript for Passport Delays 

Presenter: Chris Hollins  

CHRIS (VOICE OVER) 

 

These are the Greek islands. The fairy tale setting for the wedding of Sue Marriott’s 

eldest daughter Carly in May this year. 

 

The whole family booked their flights to Rhodes 11 months ago, including Sue’s 

youngest daughter Becky and her partner, Ash. 

 

Ash has never left the country before, so knowing the Passport Office needed six weeks 

to process first-time applications, he returned the form and the £81 payment fee a full 

11 weeks before the family were due to leave. 

 

But the six week deadline came and went. And as the departure date loomed, the 

passport simply didn’t arrive… 

 

BECKY: “Between my Mum, Ash and my step-Dad they were phoning three, four times a day, and getting no 

further.” 

 

SUE: “We were told every single day that somebody would get back to us within 24 hours. They had Ash’s 

number, my mobile number and the house number. And never once did we get a reply, off anybody.” 

 

ASH: “We thought it was going to come right up until the last day.” 

BECKY: “I think even to that day we were still in hope a little bit weren’t we?” 

ASH: “Yeah.” 

CHRIS (VOICE OVER) 

 

But Ash didn’t get his passport in time. As the rest of the family flew off to the wedding 

in Greece, he was forced to stay behind on his own in Britain. 

 

After three months of waiting, it did eventually arrive.  

 

The day after everyone else flew home. 

 

 

SUE: “He’s not on any of the pictures, he’s missed that. We’ve worked so hard for Ash to be part of our 

family and the biggest event that’s happened so far and he wasn’t able to be there through no fault of our 

own. And we can’t get that experience back.” 

 

CHRIS (VOICE OVER) 

 

But it’s not just the family memories that have been lost.  

 

SUE: “We’re now out of pocket by £600. They haven’t had a holiday, we can’t afford to give them that 

holiday because we’ve already paid that money out.”  

 

CHRIS (VOICE OVER) 
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Through no fault of their own, the Marriotts and thousands like them have lost money 

because of the mistakes of the Passport Office. 

 

So who should be compensating them? 

 

Not the company they booked through.  

 

ABTA, the Association of British Travel Agents, said it isn’t its responsibility to ensure 

everyone has a valid passport at the time of booking. 

 

CHRIS (VOICE OVER) 

 

So could they claim the cash back on insurance? When we asked the Financial 

Ombudsman, it told us that it expected providers to act within ‘the spirit of the 

contract’ when people are unable to travel for reasons they cannot control. 

 

But when we asked the insurers themselves, they were far from willing to make that 

kind of commitment. 

 

INTERVIEW (MALCOLM TARLING, ASSOCIATION OF BRITISH INSURERS) 

 

MALCOLM: “If any case is referred to the Financial Ombudsman then the insurer will work with them but 

travel insurance is designed primarily to cover medical expenses and emergency medical repatriation, it is not 

normally designed to cover passport delays.” 

 

“Travel Insurers always look to work with their customers in unforeseen circumstances, such as how they 

reacted to the disruption caused by the volcanic ash cloud several years ago. But you’ve got to remember 

that travel insurers do not routinely cover passport delays.” 

 

CHRIS (VOICE OVER) 

 

A legal challenge isn’t a realistic option either. The small claims court only deals with 

cases involving contracts, something individuals don’t have with the passport office.  

 

That means the only other option would be to turn to the high court. But the likely cost 

would run into tens of thousands of pounds, so that remains an impossibility for the vast 

majority. 

 

The Marriotts are £600 out of pocket. And will remain that way. Unless the people who 

caused this mess in the first place dig deep, put their hands in their pockets. And do the 

decent thing…. 

 

SUE: “We feel it’s the governments fault…” 

 

“If we could have compensation for that £600 that would pay for them to have a caravan somewhere for a 

week and at least then have a holiday together, which is what was missing.” 

 

 


