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Executive Summary:

Project Context:

Interchange is a registered charity who works alongside the University of Liverpool,
connecting Voluntary Community Organisations (VCQO’s) in Merseyside with students
studying within the Department of Sociology, Social Policy & Criminology. This work-based
learning approach provides students with an invaluable social research opportunity and

through working on this collaborative study looks to accomplish research needs with the aim

of benefitting of the VCO.

Methodology:

To begin to understand the barriers which people face when applying for an eVisa, an online
questionnaire was generated for those who are working and volunteering in services that help
people with their application to create a UKVI account and get access to their eVisa. This has
facilitated the understanding of the underlying issues with the new digital system of eVisa,
which were used to inform a range of semi-structured interviews. The questionnaire also
created a sample pool of participants randomly selected for an interview. These semi-
structured interviews allowed for the further exploration of the extent of impacts on

individuals which are occurring because of the implementation of the new digital system.

Key Findings:

The biggest issues identified by respondents which migrants face when applying for
eVisa are language barriers (n=5) and difficulty understanding the application (n=5).
When looking at the main impacts that applying for an eVisa has on migrants, the
severe emotional consequences was a key reoccurring theme identified by
respondents.

There is an element of disregard and neglect by the Home Office when listening to

stakeholders and people with lived experience.




Conclusions and Recommendations:

Increased funding for organisations who aid those applying for an eVisa, such as
Citizens Advice, to allow for there to be more support.

Making the transition to eVisa more gradual and supportive, through the continued
use of physical forms of visa, such as BRP and BRC cards.

Improving the eVisa technology to ensure it operates at an effective and accurate
standard.

Creating spaces in the political sphere for stakeholders and people with lived

experience to share their views to ensure that their needs and voices are being heard.




Chapter 1: Introduction and Background

The Client Organisation (Citizens Advice Liverpool):

Citizens Advice Liverpool, established in 1939, strives to shape a society which has far less
problems. This is through the offering of free, confidential and impartial advice to citizens on
various issues such as immigration, housing, debt and much more. The eVisa team are made
up of mainly volunteers, who are aiding individuals with the creation of their UK Visas and

Immigration (UKVI) accounts.

From the Citizens Advice Liverpool internal records, dated from October to December 2024,
they reached 3630 individuals and created 107 successful eVisa accounts, with 22 customers
supported to access their UK VI account to be able to view their eVisa. The internal records
highlighted a range of issues related to the creation and access of UK VI accounts, revealing
that many clients who were supported by Citizens Advice Liverpool had attempted to set up
their UKVI account but sought assistance after encountering difficulties during the process or

being unable to view their immigration status.

What is eVisa?

The UK Government has begun a transition into the roll out of a digitalised record of each
individual’s immigration status, which is named as an eVisa. The transition to eVisa will
mean that physical methods to prove an individual’s immigration status such as biometric
residence permit or card (BRP/Cs) or a passport stamp will no longer be valid due to having

an expiry date of the 31% of December 2024 (UK Parliament, 2024).

Every non-UK national with the right to live in the UK must apply for an eVisa and those
who have been granted leave to remain for more than six months are eligible, such as family
members of a British Citizen, students and refugees (Finnegan, 2025), which will affect up to
four million people (Open Rights Group, 2024). Being able to prove your immigration status
is crucial as it is used to prove an individual’s right to be in the United Kingdom but also is
used to prove the right to work, unlocks access to basic services such as the NHS and can also

prove an individual's right to rent — it is a basic necessity.




To apply for a UKVI account you need to have:

a valid passport and your visa application number - this is a global web form (GWF)
number or unique application number (UAN)
a valid passport and your biometric residence permit (BRP) number

your BRP card - this can be expired.

The Home Office has described eVisa as being essential in the steps to creating a border and
immigration system that will be ‘digital by default’ by 2025 (GOV.UK, 2024). This digital
record of an individual’s immigration status can be viewed online by the individual and be
accessed by organisations who are required to check someone’s legal status. Automatic access
is used by governmental departments, airline and transport companies but also by employers
and landlords through a share code, which is used to validate someone’s right to work or rent

(UK Parliament, 2024).

This modern, digitalised method of having an online visa that is linked to your passport
means that the travel and immigration system is, in theory, simplified and can improve the
efficiency, creating a more streamlined service at, for example, airports (Home Office, 2024).
Also, having a digital method of proving your status, unlike a physical document such as a
BRP/BRC, means that an eVisa, in theory, ‘cannot get lost, stolen or damaged’, therefore

making it a more secure method of proving your immigration status (GOV.UK, 2024).

Background:

The Hostile Environment

The hostile environment set the governmental tone of the attitudes towards immigration,
which needs to be understood when looking at the context of immigration. When looking at
the eVisa scheme, the context of the immigration policies and attitudes within the UK need to
be understood. There have been deep, historic, hostile and confining practices which have led
to the exclusion of immigrants from society. The hostile environment, created by Theresa
May in 2012, was a pivotal moment within immigration practices and attitudes. Working
alongside the Conservative Party 2010 Manifesto, the governmental aim was to decrease net

migration to below 100,000 (Slaven, 2024).




The aims of creating ‘a really hostile environment for illegal immigrants’ (Kirkup and
Winnett, 2012) saw the implementation of laws to allow for the extension of borders into
everyday life such as requiring checks to rent a house, obtain a bank account, employers
checking right to work and educational institutions checking students' rights to study (Jones
et al, 2017). These pivotal moments in immigration policy show migrants as subjects of
regulation and management, who are othered from society (Zehfuss, 2024), setting the

backdrop for the implementation of eVisa.

Lessons to be learnt from The European Union Settlement Scheme and Windrush
Scandal

The previous European Union Settlement Scheme (EUSS) has carved the path of the
transition to the eVisa scheme due to also having a similar digital-only nature. However, it
should be considered that the sheer number of long-lasting issues with the EUSS are still
impacting people (Open Rights Group, 2024). Through understanding and exploring the
problems which were found with the EUSS scheme, we can begin to understand the problems

that this transition to the digital only eVisa will also have.

The European Union Settlement Scheme was created to protect the rights of those EU citizens
who were living within the UK by the end of the transition period on 31 December 2020,
following Britain’s decision to leave the European Union in 2016. This digitalised, automated
system was used to verify an applicant's identity, residence and criminality through the
smartphone app ‘EU Exit: ID Document Check’ (Juverdeanu, 2024). The digital nature of the
EUSS scheme alongside the many difficulties applicants faced navigating it, created the
increase of ‘advice sharks’ - individuals or organisations who exploited applicants through
charging for assistance and controlling their digital status through their email address or

telephone numbers (Barnard, Fraser Butlin and Costello, 2022).

Also, the digital only aspect of the EUSS has been identified as a serious concern identified

by Great Yarmouth Refugees Outreach and Support charity (GYROS). Barnard, Fraser Butlin

and Costello (2022) found that there were a high number of applicants who had little to no
digital skills meaning that they struggled to understand and navigate this application,

resulting in digital exclusion.




This digital exclusion can translate to additional problems found outside the digital realm, for
example, landlords may not want to rent to individuals who use the online eVisa because it
can be very time consuming and complex for the landlord to understand (Barnard, Fraser
Butlin and Costello, 2022). They also identified serious issues with people not having the
correct paperwork, relevant IT and language skills or even an adequate WIFI connection to
complete the application (Barnard, Fraser Butlin and Costello, 2022). Therefore, it can be
argued that there are serious consequences for those who are excluded due to the digital

nature of the EUSS and now this is beginning to be seen in the transition to eVisa.

These barriers have been highlighted in The APPG Migration Inquiry (2023) which looked at
the impacts of the similar EUSS scheme, where crucially, it found that those with limited
access to digital technologies and English skills could not navigate this system but there was
also no safety net for those who couldn’t complete the application. In the GYROS report,
86% of clients said that their English language skills are limited, very limited or none which
suggests there are many people who needed help to understand the application alone.
Furthermore, The APPG Migration Inquiry (2023) found that a main issue people faced was
trying to access the digital status. This is significant because your status is your gateway into
society through, for example, being able to work, rent a home or access a bank account. If
you are unable to prove your status, there are critical, significant implications that can result

in a complete exclusion from mainstream society.

A survey by Bueltmann (2020), which looked at the impacts of the EUSS scheme, highlighted
that 89.53% of respondents are unhappy by the lack of a physical documentation and 94.7%
of respondents disagreed or strongly disagreed that they now feel more integrated because of
the EUSS scheme. This was used as a pre-warning to the Home Oftice showing that, through
the digitalisation of the visa process, it is excluding individuals, especially the most
vulnerable in society by leaving them in limbo — they have the right to be in the UK yet are
unable to navigate the systems that have been set up which will leave these individuals
essentially undocumented. Being undocumented creates a host of severe consequences,

potentially leading to deportation.

The Open Rights Group (2024) discuss that the previous failings seen within the Windrush

Generation and the similar digital issues with the EUSS have been brushed under the carpet.




These previous failings should have been crucial in order to fully understand the impacts of
the implementation of eVisa to ensure that this transition would be efficient and fair.
This scheme has been described by Thomas (2021) as ‘Windrush on steroids’ due to the vast

numbers of people impacted and the severity of impacts they faced.

The barriers discussed above, such as being unable to access basic services, can be traced
back to issues stemming from the Windrush Generation. Jacob-Owens (2022) discusses how
the Windrush scandal revealed the human cost of the policies created within the hostile
environment. The hostile environment severely impacted the Windrush Generation, who were
invited to the UK as members of the British Empire's colonies to meet a worker shortage after
World War 2 and were awarded the same rights as a British Citizen (Goring, Beckford and
Bowman, 2020). However, mass failings by the Home Office led to the destruction of the
registration cards used by those who arrived in the UK, meant that the Windrush Generation
were left essentially undocumented. Goring, Beckford and Bowman (2020) explore how
those who are part of the Windrush scandal experienced severe consequences such as being
unable to access the NHS, claim benefits, becoming homeless and even being deported.
Therefore, this internal reshaping of the border led to the Windrush Generation being unable
to prove their right to be in Britian and should have been used as a lesson when implementing

EUSS and eVisa.

The Impact of eVisa

A report compiled by The 3 Million (2025) which looked at the impacts of eVisa, found that
people faced issues at every stage of the eVisa application process, but the largest problem
reported was that 29.3% of people ‘cannot view eVisa’. As discussed above, there are severe
consequences, emotionally and physically, which occur because of not being able to prove
your status. In their report, respondents discussed the impacts of this, such as being unable to
get a bank account. This can mean, for example, that there cannot be an application made to

receive universal credit which in turn forces individuals and their families into poverty.

The findings from the research also discuss the severe implications of being unable to prove
status, which are not being recognised as an imminent problem by the Home Office. Through
investigating the barriers and the extent of the impact of these on individuals, it allows for an
understanding of the necessary recommendations and improvements which are needed to be

made for the immigration system to become more efficient, fairer and less exclusionary.
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However, through the previous failings of the Home Office through the Windrush Scandal

and the EUSS scheme, there should have been a conscious effort to ensure that the eVisa was

not exclusionary through the digitalisation process. The Open Rights Group (2024) have

called for the eVisa scheme to be stopped immediately, suggesting that the eVisa scheme

could lead to a second Windrush scandal.




Chapter 2: Methodology

This section focuses on the methodology used within the research, exploring the collection

and original use of the data, and an explanation of the methods utilised.

Aims and Objectives:

This report considers the impacts caused by the transition from a physical proof of

immigration to a digital only system, with two main objectives:

- Exploring the main barriers that are preventing individuals from being able to

complete the eVisa application.

- The impacts an individual faces because of not obtaining or being able to prove their

immigration status.

Data Analysis:

Questionnaire:

To understand the broader issues impacting individuals transitioning to an eVisa, an online
questionnaire was created to gather both qualitative and quantitative data. The questionnaire
was hosted on the platform Google Forms. A link to access the questionnaire was emailed to
Citizens Advice Liverpool colleagues and was included in a post on the Workplace platform,
which reaches Citizens Advice National, resulting in responses from other Citizens Advice

branches.

Lancaster (2008) explores the effectiveness of questionnaires due to the simplicity within the
creation and implementation process, but also through the data they yield using open and
closed questions. Within the questionnaire, there was a mixture of both closed and open
questions to obtain the best responses possible. Closed questions are quick and easy to
respond to, and open questions allow for a deeper insight into the participants responses
(Lancaster, 2008).




This was a self-completion questionnaire meaning that it was more convenient for
participants because they can answer in their own time and at their own speed. This also
saved lots of time as it didn’t require the presence of an interviewer. However, Clark et al
(2021) discuss how this can also lead to a reduced response rate, which was found within the
questionnaire. There is a risk to be considered when using online questionnaires and how this
can lead to the exclusion of certain groups, however Lancaster (2008) argues that using the
internet as a means of distribution is effective when an organisation has a well-established IT
culture, which Citizens Advice has. The questionnaire included a question allowing
participants to provide their email address if they wanted to opt-in to the interview, which

created a participant pool for my interview selection process.
Interviews:

A semi-structured interview was devised to expand on the responses given in the
questionnaire. This is beneficial due to the predetermined topics but still possesses an element
of flexibility allowing for the movement towards a more data rich response (Lancaster, 2008).
For Healey and Rawlinson (1994), interviews are described as one of the most effective
method of data collection, with Berg (2001) suggesting that interviewing is like a
conversation. Through ensuring the interview has a conversational style like Berg (2001)
suggests, this will allow for the essential building of a rapport between the interviewer and
the interviewee. This can give the respondent more confidence and space to be able to
express their thoughts freely and have more control over the direction of the interview
(Waller, 2015). Both in person and online interviews were conducted with rapport building
being crucial. However, it could be said that building a rapport is harder during an online
interview because there isn’t a face-to-face contact, but this was mitigated through utilising
the camera function. During the interviews, gaining interviewee consent to record the
interview was mandatory. Lancaster (2008) discusses the importance of gaining consent for
the recording because this will allow for the interviewer to be more concentrated and engaged

within the interview while it is taking place.

These recordings allowed for the transcribing and coding process to be much simpler and
more effective. Walliman (2006) describes the coding process as identifying any patterns and

themes within the transcription of the interview and grouping them into more compact and

meaningful groups. Using coding, it makes the interview transcript data set more

manageable, and it is easier for trends to emerge.
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The coding used was a mixture of deductive coding and inductive. Deductive coding is where
the codes were generated because of background knowledge added by the researcher
(Denscombe, 2021), and the use of inductive coding has allowed for the themes to present
themselves from the transcripts. The responses found from the questionnaire allowed me to

gain insights into the potential topics that might occur throughout the interview.

As aresult of following the ethical guidelines, the interviewing pool were those who
volunteer and work supporting clients who are seeking help in completing the eVisa
application. Due to the limited scope of this research project, conducting interviews with
multiple volunteers and employees will facilitate the collection of richer and more diverse
data, informed by their wide-ranging experiences, rather than relying on the singular

perspective of an individual with a unique experience.

Ethics:

Prior to data collection, ethical approval was granted by the University of Liverpool’s ethics
committee. These ethics adhere to the British Sociological Association guidelines on social

research alongside the ethical guidelines at Citizens Advice Liverpool, which facilitated the
participation in volunteer training which included a data protection module, ensuring that

there was sufficient knowledge in handling confidential data.

Due to the questionnaire and interviews containing human interactions, it means that there
were ethical risks to consider. To minimise these, all the participants were provided with an

information sheet for both the questionnaire (Appendix A) and the interview (Appendix B).

This contained information regarding the purpose of the study and information on

confidentiality and anonymity. Alongside these information sheets, there was an included
consent form for both the questionnaire (Appendix C) and the interview (Appendix D). The
questionnaire consent form was translated into Google Forms to ensure that participants were
still able to understand their participation (Appendix E). The decision was made to not
interview anyone who is a client completing the eVisa process as this could have ethical

implications due to many clients experiencing high levels of emotional distress.




Chapter 3: Findings and Discussions

Questionnaire Findings:

The questionnaire included 12 questions, which were a mixture of both closed questions and
open-ended questions that facilitated for the collection of both quantitative and qualitative
analyses. The questionnaire was used to gain an overall understanding of the issues which
those applying for an eVisa are facing and the impact of these issues. The questionnaire
received (n=6) responses, which are all anonymised. The questionnaire begins with a set of
consent questions to ensure that the participants were aware of what the questionnaire

entailed and accepted these terms, before moving into the main questions.

Demographic of participants:

Exploring the demographics of the questionnaire responses is crucial to understand who the
responses came from, shown in Figure 1 and 2. Many of the responses were gained from
Citizens Advice Liverpool (n=4).c Responses were also gained from other Citizens Advice
branches, with (n=1) response from Citizen Advice Hillingdon and (n=1) response from
Citizens Advice Bournemouth, Christchurch and Poole. Also, by understanding the length of
time that they have been aiding visa applications, it means that those who responded have

experience and knowledge required for the questionnaire.

Figure 1: A pie chart showing the organisation the participant is associated with.

What organisation are you associated with?
6 responses

@ Citizens Advice Liverpool

@ Mary Seacole House

& CA hillingdon

@ Citizens Advice Bournemouth,
Christchurch and Poole




Figure 2: A pie chart showing the length of time the participant has aided with eVisa

applications.

How long have you been helping people to apply for visas?
6 responses

@ Less than 6 months
@ 6-12 months
@ More than 1 year

Difficulty of the application:

Figure 3: The perceived challenge of the eVisa application process.

On a scale of 1-5, how challenging do you find the eVisa application process is for clients?
6 responses

: 3 (50%)

1(16.7%) 1(16.7%) 1(16.7%)

The question asked in Figure 3 uses a Likert scale to understand the how challenging the

respondents feel the eVisa application is for clients, with 1 being ‘Very Simple’ and 5 being

‘Very Challenging’. 50% (n=4) of the respondents reported that the application was ‘4’ which

would suggest that the application is challenging for clients.

Issues clients face:

The question shown in Figure 4 highlights the issues which migrants face when applying for
the eVisa. 83.3% (n=5) of respondents reported that the biggest issues found when for those

applying for an eVisa are ‘language barriers’ and ‘difficulty understanding the application’.




One respondent added the issue of ‘their status not showing on the system (e.g. because there
are duplicate accounts created)’. This suggests that this is also a technical issue with the eVisa
software which is out of the control of those who are applying, yet it makes the application

much harder.

Figure 4: The issues migrants face when applying for eVisa.

What are the issues you have found that migrants face when applying for eVisas? (Check all that
apply).

6 responses

Language barriers 5 (83.3%)
Limited internet access 3 (50%)
Lack of hardware —2 (33.3%)
Difficulty understanding the ap... 5(83.3%)
Technical difficulties with eVisa... -4 (66.7%)
Problems proving status 1(16.7%)
Technical issues with 1D verific... -1 (16.7%)
Digital exclusion 1(16.7%)
their status not showing on the... 1(16.7%)

Figure 5 highlights that the most frequent problem seen is ‘technical difficulties with eVisa
platform’ (n=3), with 2 of the respondents naming ‘language barriers’ as the second most

frequent problem.

Figure 5: A bar chart showing the most frequent problems seen with the eVisa application.

From these, which is the most frequent problem seen?
6 responses

Language barriers 2(33.3%)
Limited internet access 1(16.7%)

Lack of hardware

Difficulty understanding the
application requirements
Technical difficulties with eVisa
platforms

2 (33.3%)

3 (50%)

Problems proving status




The questionnaire also included an open-ended question which asked, ‘What are the main
impacts of these problems on clients?’. The main themes presented from this question are

mental health, unable to prove their right to work, rent and issues relating to travel.

One respondent discusses how being unable to prove their rights has deep impacts such as not
being able to work, rent, open bank accounts and unable to claim benefits and how this can

ultimately result in homelessness.

“clients are facing barriers to proving “Anxiety and stress”
their rights: being told that they must leave
their jobs or not given work shifts until the

status is proven (employers are unlawfully
discriminating because they do not ﬂ Clients are very worried about. . \

adequately understand their being stranded abroad when
responsibilities); clients are unable to rent travelling (there have been instances
accommodation; clients cannot open bank of travellers being prevented from

accounts; clients are 1.1nable to claim returning home to the UK because of
benefits and left destitute; for those who airline staff abroad not being

are recently granted asylum, they are sufficiently informed about the
evicted from their Serco accommodation changes in the UK’s immigration
and left street homeless without any system)”

income” \ /

The final question asked “Do you have other further questions / anything to add?
(optional)”, which received two responses:

- N

“Clients are facing adjunct “Some clients have managed to
problems with the digital nature complete the application process
of the immigration system and the themselves but then come to use

emotional impacts on clients because they didn’t understand why
caused by the sense of insecurity they haven’t received a new card or
are immense” other documentation from the Home

Office, and they assume they have

\ / \ done something wrong’ /

\




Interview Findings:

Three semi-structured interviews were conducted, two were held online and one was held in
person. Consent was gained from all the participants to be able to audio record the interviews
and video record the online interviews. The recordings facilitated the transcribing of the
interviews allowing for the analysis through the identification of themes and coding of the

data.

Initially, the themes were identified using the questionnaire responses to the question of
“What are the issues that you have found that migrants face when applying for eVisas?” (seen
in Figure 4). However, when reading the interview transcripts, it was discovered that the

themes should be altered to reflect what was discussed by the participants in their interviews.

Revised themes:
Difficulty understanding application
Technical difficulties
Problems proving status
Emotional impacts
Issues with the Home Office
Digital barriers and exclusion
Language barriers

Recommendations

These themes have allowed for the identification of the key points which were raised

throughout the interviews by the participants.
All the participants discussed the overall difficulty of understanding the application process is
a main problem for clients, but also for those participants who were trying to navigate the

application on behalf of a client. One participant describes the that:

‘The main thing is just the sheer number of steps in the process’




‘Every single person has a different complicating factor, and you know theres just no real

sort of communication between different departments’

Participants discussed how they felt the Home Office was not very proactive in trying to

widely educate individuals on the transition to eVisa:

‘The Home Office, I feel was very negligent in its duty of care towards the non-British

residents in this country and did not adequately inform people’

The difficulty of the application, as one participant discusses, is with complexity of the
language used within the application. This makes it harder for clients to understand what is
required of them and what this means for their status.

They are then consequently experiencing severe emotional impacts from this.

‘Its not a very user-friendly system, it’s a very convoluted form, its very legalese English’

‘They don t seem to understand that it s just the proof of status, so we 've had quite a few very

upset clients who think because somehow they can't access it, that their status is ending.’

One participant described that these emotional impacts have been seen especially for elderly
clients who don’t understand how this transition to eVisa will affect them.

This is especially since many elderly people do not have the necessary hardware or means for
them to be able to complete this application, with one participant specifically outlining the

case for an elderly client:

‘Initially when I contacted the UKVI web chat to say, what do we do in this situation? You
know I got bounced from pillar to post. Well, they need to go to Migrant Help or We Are

Digital, and We Are Digital said we can help them, but they need an email address, and they

have to have a computer. And I said what is the procedure and the plan for those who don 't
have a computer. Well, they can use a friend’s account, and I said, well, you know, they are
almost 90 years old... and so there was no real discussion, it felt like, what digitally excluded

people should do’




This lack of hardware is seen not just for the elderly, but also for many clients who are trying

to complete the application.

‘a lot of people who don 't have the required technology...some people who don 't have

smartphones, they have button phones’

‘Weve had several clients who they said, you know, I only have a landline. I don't have a

mobile phone. I don t receive text messages’

Concerns were also highlighted by two participants for those women who are in domestic
violence situations and those fleeing domestic violence and how the application for an eVisa

is halted by their previous situation.

‘Women fleeing domestic violence are not able to set up their eVisa because their ex-partners
have kept their mobile phones and with it, the phone number, the e-mail address or the ex-

partners have set it up with their own contact details so women can t prove their rights’

‘With partners, they just used one e-mail account for their whole family but if there's issues of

coercive control or abuse, then having one e-mail is quite dangerous’

One participant discusses the issues around the exploitation of clients by those in the

community because of having a digital system which people find hard to understand.

‘Within communities you also find people who will exploit them... who will charge people
who need an eVisa setting up, for help with it even though that its completely immoral and

unethical’
‘There have been various problems identified with the technology behind eVisa. One
participant identified an error with the eVisa servers, resulting in drastic changes to

individual’s eVisa’s.

‘The Home Office servers went kerplunk and lots of people’s details were changed, like

suddenly they had different nationalities. They had different people’s faces, you know,




imagine logging into your account and there s someone else s face staring at you, so the

emotional impact of that was really huge’

‘Digital status is not as safe and secure as the Home Office would like us to believe. You

know it can be tampered with’

Again, problems such as these can cause enormous issues when for clients when trying to
prove their status to landlords or employers, perhaps being unable to do so.
Participants outlined that there has been discrimination against those individuals who need to

provide a share code in order to continue working and living in the UK.

‘Employers are already not offering and recruiting candidates because they see an expiration
date on the eVisa, or they are showing a preference for British citizens because they are not

confident about using the system’

‘Employers and landlords...end up unlawfully discriminating against migrants because they
have a clear preference to recruit British citizens and what they perceive to be British citizens

which means white people, so there's also a colourist race discrimination happening’

One participant again outlined the notion of the Home Office doing very little to minimise the

risks caused because of the transition to eVisa:

‘The Home Olffice has done very little to educate and inform employers and landlords on how

to use the system’

All the participants revealed recommendations that they would like to see implemented into

this system to ensure that people were less digitally excluded.

‘When you roll out a digital system you should always have an analogue alternative

operating in parallel’

‘It’s much easier to have a physical document, a physical proof of status such as a plastic
card like the old BRP and it would be very easy for a QR code to the status to be printed on
the card’




‘There is no real customer service with the eVisa and since the rollout of the EU settlement
scheme, the Home Olffice has massively improved its customer service in that they now have a

resolution centre’

There were points raised by two of the participants outlining the inattention paid to people

with lived experience and stakeholders by the Home Office.

‘The Home Olffice just listen very little, and it takes a long time from them to make very small
incremental changes, and they actually need a very fundamental massive overhaul to make it

work’

‘The Home Olffice needs and the government in general needs to be better at listening to

stakeholders and people with lived experience and civil society’




Chapter 4: Conclusions and Recommendations

This final section concludes the report with several conclusions drawn from the findings and

a set of recommendations to rectify and improve the issues raised with the digital eVisa.

Conclusions:

This report demonstrates that the transition to the eVisa system is significantly hindered by
digital barriers, resulting in a wide range of impacts, including emotional distress, exclusion
from the housing and employment markets, and increased marginalisation within society — all
symptoms of digital exclusion. A key issue identified is the lack of awareness and
understanding among individuals regarding the transition and its implications. In addition, the
research highlights persistent technological problems with the eVisa platform, particularly
difficulties accessing the 'View and Prove' service, which is critical for proving your right to

be in the UK.

These challenges often result in the necessary need from external support services, either
from charities such as Citizens Advice or through community networks. The findings also
indicate that individuals in vulnerable situations, such as those experiencing domestic
violence, are disproportionately affected by these barriers. Without the adequate support,
there is a serious risk of individuals becoming undocumented, leading to a cascading series of

social and legal difficulties.

The research aligns with concerns raised by the Open Rights Group (2024), who warned that
the implementation of eVisas could lead to a situation mirroring a second Windrush scandal,
with individuals rendered undocumented due to systemic failures. There appears to be limited
evidence that the Home Office has effectively addressed the lessons from previous crises,
such as the European Union Settlement Scheme and the Windrush scandal.

As Slaven (2024) argues, the policies rooted in the 'hostile environment' approach continue to

manifest in the management of immigration systems, including the transition to eVisas.

Through an exploration of existing literature and the primary data collected, it is evident that

the digitalisation of immigration status is having critical and far-reaching consequences.




Without urgent reforms, the system risks exacerbating inequalities, marginalisation, and

exclusion for some of the most vulnerable individuals in society.

Recommendations:

The findings outlined several recommendations that should be made to this system to reduce
the severe impacts of digital exclusion. Although some suggest a complete overhaul of the
system would be beneficial, the recommendations focus on improving the already existing

system.

Making the transition to eVisa more gradual and supportive through the continued use
of physical forms of visa, such as BRP or BRC cards. Through the prior informing
and education within of communities, it will ensure that people are more aware of the

transition and what is required of them before it happens.

A focus on improving the eVisa technology to ensure it operates at an effective and
accurate standard. This would result in the decrease of problems which are
encountered but also through improving the contact and resolution centre it would

mean that any issues which do arise, can be solved with ease.

The creation of spaces within the political sphere for stakeholders and those with

lived experiences to share their perspectives is essential. This will enable their voices

and needs to be heard, allowing for a deeper understanding of the issues impacting

communities and therefore helping to prevent the reoccurrence of previous systemic

failures.

An increase in funding and power for organisations who aid those applying for an
eVisa, such as Citizens Advice, to allow for there to be more support available to

more people.
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Appendices:

Appendix A — Questionnaire Participant Information Sheet

Participants Information Sheet (for questionnaire)
Title of Study

What is the Impact of Moving from Physical Proof of Immigration Status (in the form of
Biometric Residence Cards) to the Digital-only System of eVisa.

This is an invitation to partake in the study. Prior to acceptance, it is crucial that you
understand why this research is being completed and your involvement. Please read through
this sheet and if anything is unclear, or you would like to know more, please ask any
questions you feel you need too.

During the research, this is your main point of contact and will try to resolve any queries
which may arise.

Email: hscelli4@liverpool.ac.uk

What is the purpose of this study?

Immigration is a prevalent topic of UK political conversation, in particular as a result of Brexit,
which promised regaining our national identity and security. As a result of Brexit, the
European Union Settlement Scheme (EUSS) was implemented to protect EU citizens’ rights
who lived in the UK. This highlighted the discriminatory system which was used when making
these applications. This transition also uses the same method as the EUSS and so the purpose
of study is to explore the potential barriers applicants face when making this application.
Understanding these impacts will allow us to create an equitable, effective system which does
not discriminate.

Why have I been chosen to take part?

You have been chosen to take part as a result of your involvement in Citizens Advice
Liverpool, helping those make the transition to eVisa. Or, you have had previous experience
working with clients on the EUSS scheme.

Do I have to take part?

There is no obligation to take part in this research and all participation in voluntary. You are
free to withdraw your participation at any point during the research, without explanation and
without incurring a disadvantage.

What will happen if I take part?
By taking part in the research, you are consenting in participation in an online survey with
choice to opt-in for a follow up interview (marked by the last question on the questionnaire).




How will my data be used?

The information collected in this study will not be identifiable data, meaning it is unlikely
that the data collected will be able to identify yourself. The University of Liverpool is the
sponsor for this study and will act as the data controller. This means that the University is
responsible for looking after your information and using it properly. The University of
Liverpool will keep data from the study for 10 years after the study has finished.

Under UK data protection legislation, the University acts as the Data Controller for personal
data collected as part of the University’s research. Andrew Kirton acts as the Data Processor
for this study, and any queries relating to the handling of your personal data can be sent to
kirt83@liverpool.ac.uk

Your rights to access, change or move your information are limited, as we need to
manage your information in specific ways in order for the study to be reliable and ac-
curate. If you withdraw from the study after May, we will keep the information you have
already given. To safeguard your rights, we will use the minimum personally
identifiable information possible.

Audio recordings will be stored on the University of Liverpool’s encrypted drive, and
only the research team will have access to these. Once the audio files have being
transcribed into anonymous documents, the team will destroy the audio files from the
University drive.

The final report will be made available by Citizens Advice Liverpool.

Expenses and / or payments
The participation of this study is voluntary and therefore no reimbursement can be made.

Are there any risks in taking part?

You will be agreeing to give some of your time for the benefit of the study, and this may
cause you some inconvenience. However, if you experience any discomfort or disadvantage
as a result of the research, this should be made known to the researcher immediately.

Are there any benefits in taking part?
This will contribute to the greater understanding of the impact that applying for eVisa can
have on applicants.

What will happen to the results of the study?
The anonymised results will be complied into a report for Citizens Advice Liverpool and the
report will also be submitted for academic assessment.

What if I am unhappy or there is a problem?

If you are unhappy, or if there is a problem, please feel free to let us know by contacting
Andrew Kirton and we will try to help. If you remain unhappy or have a complaint which you
feel you cannot come to us with then you should contact the Research Ethics and Integrity
Office at ethics@liv.ac.uk. When contacting the Research Ethics and Integrity Office, please
provide details of the name or description of the study (so that it can be identified), the
researcher(s) involved, and the details of the complaint you wish to make.
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The University strives to maintain the highest standards of rigour in the processing of your
data. However, if you have any concerns about the way in which the University processes
your personal data, it is important that you are aware of your right to lodge a complaint with
the Information Commissioner's Office by calling 0303 123 1113.

Who can I contact if I have further questions?
The principal researcher, Andrew Kirton

Email: kirt83@liverpool.ac.uk

Telephone: 0151 795 0548




Appendix B - Interview Participant Information Sheet

Participant Information Sheet (for interview)
Title of Study

What is the Impact of Moving from Physical Proof of Immigration Status (in the form of
Biometric Residence Cards) to the Digital-only System of eVisa.

This is an invitation to partake in the study. Prior to acceptance, it is crucial that you
understand why this research is being completed and your involvement. Please read through
this sheet and if anything is unclear, or you would like to know more, please ask any
questions you feel you need too.

During the research, this is your main point of contact and will try to resolve any queries
which may arise.

Email: hscelli4@liverpool.ac.uk

What is the purpose of this study?

Immigration is a prevalent topic of UK political conversation, in particular as a result of
Brexit, which promised the of regaining our national identity and security. As a result of
Brexit, The European Settlement Scheme (EUSS) was implemented to protect EU citizens’
rights who lived in the UK. This highlighted the discriminatory system which was used when
making these applications. This transition also uses the same method as the EUSS and so the
purpose of study is to explore the potential barriers applicants face when making this
application. Understanding these impacts will allow us to create an equitable, effective
system which does not discriminate.

Why have I been chosen to take part?
You have been chosen to take part in response to your agreement in the prior questionnaire.

Do I have to take part?

There is no obligation to take part in this research and all participation in voluntary. You are
free to withdraw your participation at any point during the research, without explanation and
without incurring a disadvantage.

What will happen if I take part?

By taking part in the research, you are consenting in participation in an interview. The
interview will be carried out by Catherine Elliott, the student researcher, at a suitable,
prearranged, date and time for yourself, in one of the Citizens Advice offices. The interview
will last between 30 minutes and 45 minutes and will be audio-recorded, with your consent.




How will my data be used?

Any information collection during this study will be immediately anonymised and therefore,
once the participants have completed the study, the data cannot be withdrawn from the study.
Your rights to access, change or move your information are limited, as we need to manage
your information in specific ways in order for the study to be reliable and ac- curate. This
will be kept confidential by the storage on a password-protected University of Liverpool
computer drive, only to be seen by the research team. The University of Liverpool is the
sponsor for this study and will act as the data controller. This means that the University is
responsible for looking after your information and using it properly. The University of
Liverpool will keep data from the study for 10 years after the study has finished.

The University processes personal data as part of its research and teaching activities in
accordance with the lawful basis of ‘public task’, and in accordance with the University’s
purpose of ‘advancing education, learning and research for the public benefit’.

Under UK data protection legislation, the University acts as the Data Controller for personal
data collected as part of the University’s research. The Andrew Kirton acts as the Data
Processor for this study, and any queries relating to the handling of your personal data can be
sent to kirt83@liverpool.ac.uk

Audio recordings will be stored on the University of Liverpool’s encrypted drive, and
only the research team will have access to these. Once the audio files have being
transcribed into anonymous documents, the team will destroy the audio files from the
University drive.

The final report will be made available by Citizens Advice Liverpool.

Expenses and / or payments
The participation of this study is voluntary and therefore no reimbursement can be made.

Are there any risks in taking part?

You will be agreeing to give some of your time for the benefit of the study, and this may
cause you some inconvenience. However, if you experience any discomfort or disadvantage
as a result of the research, this should be made known to the researcher immediately.

Are there any benefits in taking part?
This will contribute to the greater understanding of the impact that applying for eVisa can
have on applicants.

What will happen to the results of the study?
The anonymised results will be complied into a report for Citizens Advice Liverpool and the
report will also be submitted for academic assessment.

What if I am unhappy or there is a problem?

If you are unhappy, or if there is a problem, please feel free to let us know by contacting
Andrew Kirton and we will try to help. If you remain unhappy or have a complaint which you
feel you cannot come to us with then you should contact the Research Ethics and Integrity Office
at ethics@liv.ac.uk.
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When contacting the Research Ethics and Integrity Office, please provide details of the name or
description of the study (so that it can be identified), the researcher(s) involved, and the details
of the complaint you wish to make.

The University strives to maintain the highest standards of rigour in the processing of your
data. However, if you have any concerns about the way in which the University processes
your personal data, it is important that you are aware of your right to lodge a complaint with
the Information Commissioner's Office by calling 0303 123 1113.

Who can I contact if I have further questions?
The principal researcher, Andrew Kirton

Email: kirt83@liverpool.ac.uk

Telephone: 0151 795 0548




Appendix C  Questionnaire Consent Form

Participant Consent Form (for questionnaire)
Research ethics approval number:

Title of the research project: What is the Impact of Moving from Physical Proof of
Immigration Status (in the form of Biometric Residence Cards) to the Digital-only System
of eVisa?

Name of researcher(s): [Please tick in the box]

1. I confirm that I have read and have understood the information sheet dated
[DATE: ] for the above study, or it has been read to me. I have had the
opportunity to consider the information, ask questions and have had these answered
satisfactorily.

. I understand that taking part in the study involves completing a survey.

. T understand that my participation is voluntary and that I am free to stop taking part
and can withdraw from the study at any time without giving any reason and without
my rights being affected. In addition, I understand that I am free to decline to answer
any particular question or questions.

. I understand that I can ask for access to the information I provide, and I can request the
destruction of that information if [ wish at any time prior to May 2025.
I understand that following May 2025, I will no longer be able to request access to or
withdrawal of the information I provide.

5. I understand that the information I provide will be held securely and in line with data
protection requirements at the University of Liverpool until it is fully anonymised
and then archived for use by other authorised researchers
to support other research in the future.

6. I understand that signed consent forms and questionnaires will be retained on the
University of Liverpool drive until after the research.

7. 1 agree to take part in the above study.

Participant name Date Signature

Name of person taking consent Date Signature

Principal Investigator: Andrew Kirton, kirt83@liverpool.ac.uk, 0151-7950548
Student Investigator: Catherine Elliott, hscelli4@liverpool.ac.uk




Appendix D Interview Consent Form

Participant Consent Form (for interview)

Research ethics approval number:
Title of the research project: What is the Impact of Moving from Physical Proof of
Immigration Status (in the form of Biometric Residence Cards) to the Digital-only System

of eVisa

Name of researcher(s): [Please tick in the box]

1. I confirm that I have read and have understood the information sheet dated
[DATE: ] for the above study, or it has been read to me. I have had the
opportunity to consider the information, ask questions and have had these answered
satisfactorily.

2. I understand that taking part in the study involves an audio recorded interview,
which lasts for between 30 and 45 minutes.

3. I understand that my participation is voluntary and that [ am free to stop taking
part and can withdraw from the study at any time without giving any reason and without
my rights being affected. In addition, I understand that I am free to decline to answer
any particular question or questions.

4. I understand that I can ask for access to the information I provide, and I can
request the destruction of that information if I wish at any time prior to May 2025.

I understand that following May 2025, I will no longer be able to request access to or
withdrawal of the information I provide.

5. I understand that the information I provide will be held securely and in line with
Data protection requirements at the University of Liverpool until it is [fully
anonymised] 6. I understand that signed consent forms and audio recordings and
transcripts will be retained on the University of Liverpool drive until after the research.
until after the research.

7. 1 agree to take part in the above study.

Participant name Date Signature

Name of person taking consent Date Signature

Principal Investigator: Andrew Kirton, kirt83@liverpool.ac.uk, 0151-7950548
Student Investigator: Catherine Elliott, hscelli4@liverpool.ac.uk
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Appendix E  Google Form Questionnaire Consent Form

What is the Impact of Moving from
Physical Proof of Immigration Status (in
the form of Biometric Residence Cards)
to the Digital-only System of eVisa?

* Indicates required question

| have read and understood the study's information sheet (linked within the
email).
These can be located in the participation email.

O Yes
O No

| understand that taking part involves completing this voluntary survey. | am free to
stop taking part and can withdraw from the study at any time without giving any
reason and without my rights being affected. In addition, | am free to decline to
answer any particular question or questions.

O Yes
O No




| understand that | can ask for access to the information | provide, and | can
request the destruction of that information if | wish at any time before May 2025. |
understand that following this | will no longer be able to request access to or

withdraw the information | provide.

| understand that the information | provide will be held securely and in line
with Data protection requirements at the University of Liverpool

O Yes
O No




