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Disclaimer
The findings presented in this document are based on the information provided by Deloitte experts,
industry experts, and analytical information obtained from public sources. They are also based upon
the law as well as existing administrative and judicial interpretations thereof at the date of this
Report. If there is any change in the facts and assumptions, or in the law and interpretations thereof
(including a change having retroactive effect), the findings would need to be reconsidered in light of
any such changes. The findings are not binding on the tax authorities or courts.
Deloitte shall not bear or assume any express or implied responsibility for any decisions,
implementation, achievement of any particular result, or the like either or not following the receipt
of this study. In particular, Deloitte shall not bear or assume any express or implied responsibility
for the course and the legality of the tender procedure, the content and the legality of the tender
documents, or the content and the legality of the concession contract.
While we have made every attempt to ensure that the information contained in this Report has been
obtained from reliable sources, Deloitte is not responsible for any errors or omissions, or for the
results obtained from the use of this information. All information in this report is provided "as is",
with no guarantee of completeness, accuracy, timeliness or of the results obtained from the use of
this information, and without warranty of any kind, express or implied, including, but not limited to
warranties of performance, merchantability and fitness for a particular purpose.
In no event will Deloitte, its related partnerships or corporations, or the partners, agents or
employees thereof be liable for any decision made or action taken in reliance on the information in
this Report or for any consequential, special or similar damages, even if advised of the possibility of
such damages.
Certain links in this report connect to other websites maintained by third parties over whom Deloitte
has no control. Deloitte makes no representations as to the accuracy or any other aspect of
information contained in other websites.
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1. Introduction
1.1. Glossary
Autonomous Okrug

Autonomous district in the Russian Federation; 4 Okrugs in the Russian
Federation

Autonomous oblast

Autonomous region in the Russian Federation; 1 oblast in the Russian
Federation

Applicant

Persons who apply for short-stay Schengen visas, long-stay visas, travel
documents, legalisation of documents and a civic integration examination.

CPV

Common Procurement Vocabulary

City of federal significance

Major cities that function as separate regions (Moscow, St. Petersburg,
Sevastopol)

Directive 2014/23/EU

Directive 2014/23/EU of the European Parliament and of the Council of 26
February 2014 on the award of concession contracts

ESP

External Service Provider

ESPD

European Single Procurement Document

EU-28

The 28 member states of the European Union

GDP

Gross domestic product

GRP

Gross regional product

KPI

Key Performance Indicator

Krai (administrative territory)

Similar to oblasts. The title "territory" is historic, originally given because
they were once considered frontier regions.

Oblast (administrative region)

The most common type of federal subject with a governor and locally
elected legislature. Commonly named after their administrative centres; 46
in the Russian Federation

Regions (Federal subjects)

Combined wording of Oblasts, Republics, Krais, Autonomous okrugs,
Federal cities, and Autonomous oblasts in the Russian Federation

Republics

Nominally autonomous, each has its own constitution and legislature; is
represented by the federal government in international affairs; 22 republics
in the Russian Federation

Schengen area

The Schengen area refers to the signatory states of the 1985 Schengen
Convention (Articles 9-17 of the Schengen Convention, OJ 2000 L 239),
currently covering most EU Member States (except the United Kingdom,
Ireland, Bulgaria, Romania and Cyprus) plus four non-EU States: Norway,
Iceland, Liechtenstein and Switzerland.

TED

Tenders Electronic Daily

VPC

Visa processing Centre

Visa Code

Regulation (EC) No 810/2009 of the European Parliament and of the
Council of 13 July 2009.
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2. Sector Analysis
Analysis of the economic, social and demographic
trends relevant to Visa demand in order to suggest
the best strategic options in terms of localization and
distribution of Visa centres


Demographic and macroeconomic variables



Priority regions and underserved geographical
areas



Popular Schengen destinations for Russian
citizens



Visa Applicants’ (customers’) needs and key
performance parameters for Visa Processing
Centres’ services



Visa processing services best practices
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2.1. Executive summary
This market study outlines the vertices of the outsourced visa relationship in Russia – the consulate, the
contractor, and the applicant. The sector analysis focuses on five areas: demographic and
macroeconomic variables, priority regions and underserved geographical areas; popular Schengen
destinations for Russian citizens; visa Applicants’ needs and key performance parameters for Visa
Processing Centres’ services; visa processing services best practices.
In this sector analysis a scoring system was developed to integrate the various parameters and identify
the priority regions and its coherence with the choice of the location of Visa processing centres (VPC).
Looking at the demographic and macroeconomic variables, five regions quickly catch the eye: Moscow,
St. Petersburg, Moscow region, the republic of Tatarstan, Krasnodar Krai and Sverdlovsk region. These
regions are characterised by a large population, economic welfare per capita (GRP and disposable
income), and high level of urbanisation. Alternatively, answering the question: “What regions offer
stable economic conditions to stimulate travelling”.
Demographics in Russia have always had an important influence on the demand to travel. Moreover,
the travel propensities vary at different age’s and stages of person’s life. In this regard one must also
look at the outbound criteria that would enable the people to travel abroad. A first step in travelling is
the receipt of an international passport, a practice that is not largely covered in Russia, with only 30%
of the population having an international passport. Over the last years, although, there was an increase
in the number of International passports given out.
Travelling is mainly organised by travel agencies and are their presence is highly influencing the choices
for travelling into Europe. Although, these companies have had difficult times as part of economic
downturn in the country, they still remain the predominant stimulus for international travel.
The two sets of indicators (demographic & macroeconomic; propensity to travel) were combined to
assess the regions’ attractiveness, reflected in ‘regions’ attractiveness.
Caption 1. Components of the region’s attractiveness index (for travelling purposes), 2017

Demographic and macroeconomic variables provide insights in the attractiveness of the regions from
the perspective of potential demand. Total population, population density and active urban population
demonstrate the potential audience of travellers in a particular region. GRP per capita and monthly
income per capita demonstrate an economic development and purchase power.
Information reflecting the propensity to travel reflects the current situation in the regions. As propensity
to travel variables are direct indicators of the regions’ attractiveness for visa purposes these variable
were boosted by a factor of 1.5 in the index. The number of international passports given out,
international passport density and value of tour services describes the existing demand for travel.
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Number of tour companies and direct flights to Italy provide insight into the existing conditions for travel
in regions.

Caption 2. Index of regional attractiveness (for travelling purposes), 2017

1

On average other EU and Schengen countries of comparable size and travel destination types have
between 16-20 visa centres. Some of them are the result of synergies of using one visa centre for
multiple countries. As such, the study makes a split into three categories:




Tier 1: Moscow and Moscow region2;
Tier 2: regions 3-10 in the regional attractiveness index
Tier 3: region 11-20 in the regional attractiveness index.

After this down-selection of the 20 priority regions, a comparison was made against the current VPC
footprint of all the Schengen states to provide alternative options for the establishment of VPCs.

1

Deloitte’s heatmap methodology; the market study excludes St. Petersburg and the Leningrad region
For the purpose of the study Moscow and Moscow Region are considered as one, as people travel to Moscow to apply for Visas
and currently there are no European VPC in the Moscow region
2
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Caption 3. Priority regions

Considering strategic goals the following strategic options for visa processing centres were established.
A certain strategic option could be implemented 1) for the whole country 2) with the variations in the
range of services provided and the internal processes performed for the regions of the different tier 3)
for each tier a certain strategic option could be implemented, the country operational model would
comprise a combination of strategic options below.
Caption 4. Strategic options for visa processing centres

Strategic option 1: Classic model
Full coverage of the priority regions by implementation of the own network of VPCs. Range of services
and internal activities could vary for Tier 1/ Tier 2/ Tier 3:
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Option for Tier 1/ Tier 2: differentiated customer range of services (VIP services, variety of additional
services) and a full set of the internal activities, these VPCs perform essential back office activities such
as document verification for satellite visa centres etc.
Option for Tier 3: these VPCs operated as satellite performing only basic back office functions (no
documents processing, only collection and data transfer).

Advantages
1.
2.
3.
4.
5.

Full control of the operations
Embedded presence of the country image in
the regions
Ease of the regular marketing and
promotional activities
Lower need for brand promotion
Low risks in terms of data security

Disadvantages
1.
2.
3.

Relative complexity and high investments
of the initial set-up
High operating costs
Inflexible system

Strategic option 2: Cooperative model
Full-coverage of the priority regions using existing network of VPCs (incl. other countries’ VPCs). Range
of services and internal activities could vary for Tier 1/ Tier 2/ Tier 3:
Option for Tier 1/ Tier 2: the most differentiated customer range of services (VIP services, variety of
additional services) and a full set of the internal activities, these VPCs perform essential back office
activities such as document verification etc.
Option for Tier 3: these VPCs operated as satellite VPC performing only basic back office functions (no
documents processing, only collection and data transfer).

Advantages
1.
2.
3.

Medium operating costs resulting from
economies of scale (e.g. one building for
multiple country VPC)
Easiness and low investments of the initial
set-up
Low risks in terms of data security

Disadvantages
1.
2.

Limited presence of the country image in
the regions (due to the proximity to other
country VPC)
Marketing and promotional activities have
to be operated separately, in for example
roadshows

Strategic option 3: Hybrid model
This hybrid model could be realised in the mid-term as it would require some changes in the European
Visa Guidelines. All processes related to the visa application and supporting documents submission are
held on-line, biometrics are collected on-site or by a mobile agent on demand.
Advantages
1.
2.
3.

Attractive customer experience
Relatively low operating cost
Low risk, high quality and reliability of the
biometric data

Disadvantages
1.
2.
3.
4.

Relatively high risks in terms of data
security
Complexity of the documents (supporting
documents) authenticity verification
Unpredictable cost of ‘biometric-collection
agents”
Limited country image in the regions marketing and promotional activities have

to be operated separately
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Strategic option 4: Full-digital model
This strategic option will become more important in the long-term, although at this moment would
require significant changes at the European level on the Visa procedures and guidelines. All processes
related to the visa application (visa application and supporting documents submission, biometrics) are
completed on-line via a mobile application for all the priority regions. Application documents are
processed in 1-3 VPC across the country, before being transferred to the consulate.
Advantages
1.
2.
3.

Unique, attractive and up-to-date customer
experience
Decrease of the manual processes
High flexibility of the system

Disadvantages
1.
2.
3.
4.
5.
6.

High implementation cost at the beginning
(operating cost could be lower over time)
Increased risk in terms of data security
Requires advanced methodology for data
transfer
Complexity of the documents authenticity
verification
Absence of the country image in the regions marketing and promotional activities have

to be operated separately
Complexity of the initial development of
the application

To answer the two strategic goals, the classical model would seem the most preferable option. This
option would allow for the appropriate promotion of Italy as a travel destination for Russian Citizens and
the strategic option could be realised in the short-term as it’s less reliant on changes in the European
Visa Guidelines.
The classical model would also enable the possibility of dividing the upcoming tender into mulitple lots.
Although, ~70% of the visa is currently being requested in the tier one region (Moscow and Moscow
Region). This reduced the economic feasbility of having two or more lots. Consequently, a one-lot
approach for the whole of Russia would be more logical from an economic perspective.
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Caption 5. Visa Processing services, internal procedures and requirements assessment
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Caption 6. Priority regions vs. VPC regional locations for EU and Schengen countries

3,4

Apart from top 20 regions chosen on the basis on the market study the long list of the possible
locations could contain also:
‒
‒

Regions where Italian VPC are currently present;
Regions where Other EU and Schengen states visa centres are currently present;

There are several clusters of visa centres in Moscow: “Southern” located close to Paveletzkiy railway
station and “Eastern” located next to Kurskiy railway station and Komsomolskaya Square (“the three
stations square”).
Some of the visa centres are located close to the Embassy and Consulate that ease the document flow
between the visa centre and the Embassy/Consulate and shorten the visa processing time and close to
the business centres’ clusters (such as Moscow City) that insure an easy access for applicants from
these dense zones.

3
4

Liechtenstein, Cyprus, Romania, Luxembourg do not have visa centers and are serviced via the consulate
The VPC footprint was derived from the official sites of the consulates and VPC provider websites {accessed 24 April 2018)
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Caption 7. Location of the visa centres in Moscow

Strategic characteristics of the location of the “Southern” cluster are the following:
-

Central location provide easy access for application using both public or private transport;
Proximity to the Metro circle line secure an easy access for the citizens of Moscow;
Proximity to the railways station provides an easy access from the suburbs and Moscow region
Relatively close to the embassies and consulates.
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Caption 8. Location of the visa centres in Moscow (visa centres’ cluster spatial analysis)

There are the following characteristics of the visa centres’ street location:
1.
2.
3.
4.

Walking distance the metro station – give an easy access by public transport
Metro station is a transfer station – give an easy access by public transport
Close to the main transport highways – give an easy access by car
Parking is available close to the building - give an easy access by car

Caption 9. Street location of the visa centres in Moscow
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2.2. Demographic and macroeconomic variables
2.2.1. The population distribution
The regions with a population above average in Russia are presented in the Chart below. The largest
part of population is located in the European part of Russia centring in Moscow and Saint-Petersburg
(Central, Southern, Volga, Ural federal districts), except Primorsk Krai and Siberian regions with
Megacities (Novosibirsk, Omsk, Krasnoyarsk, Tyumen).
Nearly 14% of total population is concentrated in Moscow and Moscow region. 4% are located in
Krasnodar Krai and another 4% in Saint-Petersburg. 1/5 of the population lives in top 4 regions. The
least populated regions are located in the Far Eastern Federal District.
Chart 1. Total population by region, 2017
Average population

1,743,413
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5

Russia is a highly urbanized country – 74% of its population lives in urban areas. Moscow and SaintPetersburg are the most densely populated. Top 15 regions by population density are located in
European part of Russia (Central, North-West, Southern, Volga Federal district).

5

Russian federal statistics office, Population statistics [Федеральная служба государственной статистики], [website]
www.gks.ru/free_doc/new_site/population/demo/PrPopul2018.xlsx (Accessed on 22 April 2018)
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Chart 2. Population density by region (people/sq. km)
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Looking at the age distribution, one may say that the spread is comparable across the regions. The Age
groups ‘Young people’ (21-35 years old) and ‘mid-aged people’ (35-55 years old), represent
50% of the population and are considered the main travel population.
Young people considered a key group for tourism and business trips current volume and growth
represent 23% of total population. Middle-aged people represent on average 28% of the total
population. Their travel purposes are mainly tourism as well as business and health. Children and
teenagers represent 24% of population (younger than 14 years old and 15-20 years old), they travel
mainly with parents for tourism purposes. Small share of this group (1%7) travel on their own to
international summer camps for sport, foreign language, health, and culture and tourist purposes.
Elderly people (older than 55 years old) is 27%, travel for tourism, health purposes, national average
share of this demographic group is 27%.

6

Source: Density of Russian population by regions, 2017 [Плотность населения России по регионам, 2017], [website]
http://www.statdata.ru/nasel_regions (Accessed on 22 April 2018)
7

Deloitte research “Russia through a lens”, 1Q2018
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Chart 3. Age distribution by region, 2017 (%)
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Italy ranks 6th country in Europe in number of Russian citizens travelled abroad in 2017. 6% of Russian
travellers to Schengen chose Italy as travel destination in 2017. Geography plays an important role in
the travel decisions of Russian citizens. A large proportion of total trips are to CIS countries (members
of the former Soviet Union) and other neighbouring countries: Finland, Poland, China and the Baltic
states (ref. Chart 4).
The proximity, easy access and modest cost of travel to former USSR and Eastern European countries
are important determinants of destination choice for Russians in the west of the country; while for those
living in the central and eastern parts of Russia, China benefits from relatively close proximity.

8

Russian federal statistics office, Population statistics [Федеральная служба государственной статистики], [website]
http://www.gks.ru/bgd/regl/b17_111/Main.htm (Accessed on 17 April 2018)
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Chart 4. Number of people travelled abroad, top Schengen countries, 2017
(people)
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The purpose of travel to the Baltics countries and other countries close to Russian border (Finland,
Poland) is mainly private (ref. Chart 5) and many of these trips are simply for same day shuttle trading,
shopping. Italy is among the popular European countries for ‘classic tourist trips’ (sun and beach,
sightseeing, culture, events). Recently, extended touristic purposes (i.a. medical and health tourism,
winter season tourism) have grown in popularity.
The low percentage of business trips suggest that within the tourism or private trip categories there is
included a number of people travelling for short-term business purposes.
Chart 5. Number of people travelled abroad by reason, 2017 (%)
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9

Unified interdepartmental information and statistical system [Единая межведомственная информационно – статистическая
система], [website] https://fedstat.ru/indicator/38480 (Accessed on 17 April 2018)
10 Unified interdepartmental information and statistical system [Единая межведомственная информационно- статистическая

система], [website] https://fedstat.ru/indicator/38480 (Accessed on 18 April 2018)
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The reasons for travelling to Italy from Russia have remained unchanged, yet the number of people
travelling has picked again since the start of the economic downturn. With the strong economic downturn
in 2014-2015, travel flows decreased by 33% in 2015. Since 2015 outbound travel has grown year-onyear almost returning to the pre-downturn levels (2016: 7%; 2017: 25%)
Chart 6. Dynamic of travel from RF to Italy, 2010-2017 (people)
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2.2.2. GRP per capita and GRP growth, consumer spend (on travel)
Chart 7. GRP per capita, 2016 (roubles)
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11 Unified interdepartmental information and statistical system [Единая межведомственная информационно – статистическая

система], [website] https://fedstat.ru/indicator/38480 (Accessed on 19 April 2018)
12
Unified interdepartmental information and statistical system [Единая межведомственная информационно – статистическая
система], [website] https://fedstat.ru/indicator/42928 (Accessed on 18 April 2018)
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Average GDP per capita is lower than the OECD average (2017- 43,800 USD)13, though there is a
considerable gap between low and top earners in Russia. The lowest GRP per capita has regions of the
Southern federal district as it has the minimal industrial production in GRP. The most economically
strong regions are traditional leaders of all economic ratings Moscow and St. Petersburg. Far East and
Siberia has a sound GRP per capita due to large industrial production situated in sparsely populated
area.
Chart 8. GRP per capita growth, 2016 (%)
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The most dynamic GRP per capita observed mainly in the following regions:


Central and Southern Federal districts due to stable economic growth and stable population (total
GRP grew steadily with high rate since 2012)

13

Organization for Economic Cooperation and Development – OECD, Gross domestic product (GDP) (indicator). [website]
https://data.oecd.org/gdp/gross-domestic-product-gdp.htm (Accessed on 2 May 2018)
14
Unified interdepartmental information and statistical system [Единая межведомственная информационно – статистическая
система], [website] https://fedstat.ru/indicator/42928 (Accessed on 18 April 2018)
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Siberian and Far East Federal districts due to stable economic growth paired with decreasing
population.

Chart 9. Per capita cash income, 2017 (roubles)
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In order to provide a clear view on the regions. The heatmap combines the demographic and
macroeconomic variables;








Total population in Russian regions, which demonstrate the potential audience of travellers in a
particular region.
Population density describes the concentration of people in a particular region. This indicator may
help in choosing the region for visa application centre allocation.
Young urban population describes the number of people in urban areas in the age of 21-55 within a
particular region. This age group represents the most frequent travellers among other age groups,
therefore they are the target audience for Italian Consulate.
GRP per capita is an indicator of economic development in a particular region. It demonstrates the
economic conditions of the region and also is important while deciding on the visa application centre
allocation.
Monthly income per capita by region describes the level of life of people in a particular region. It
helps to identify the travelling opportunities of people in particular region, given the information
about travel costs.

All indicators are important for visa application centre allocation process, as they define the demographic
and macroeconomic condition of a particular region.
Every indicator was transferred into a coefficient (1 to 10), depending on its value. Coefficient equals
1, if the value of indicator belongs the first decile, and it equals 10 for the last decile. The scaled sum
of those 5 coefficients resulted in a heatmap prioritising the region (see Caption 10). The bigger is the
Index the more attractive is the region based on the indicators listed above.
The following coefficients were used for chosen indicators:

15

Source: Unified interdepartmental information and statistical system [Единая межведомственная информационно –
статистическая система], [https://fedstat.ru/indicator/57043]
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Caption 10. Demographic and Macroeconomic index of region attractiveness, 2017
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2.3

Priority regions and underserved geographical areas

Travelling abroad is not very wide spread in Russia with more than 70% of the Russian population
not having an international passport. 77% of Russian population have not been abroad for
the last five years. Only 1% of Russians travel abroad 2-3 times a year. 5% of Russian go abroad
once a year. 59% of Russians have never been outside of the Commonwealth of independent states17

Deloitte heatmap methodology
Federal agency of tourism[Федеральное агентство по туризму], [website]
https://www.russiatourism.ru/contents/statistika/statisticheskie-dannye-po-rf/statisticheskie-dannye-posubektam-rf-za-2015-god/ (accessed on 02 May 2018)
16
17
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The demand for international passports is the highest in Moscow, Saint-Petersburg and the regions
surrounding these cities. In 2015 the number of passports given out significantly declined in comparison
with the previous year. For example, in 2016 the total number of international passports given
out in Russia is 46 per cent higher than in 2015. The government of the Russian Federation also
supports the obtaining of international passports by optimizing the procedure from 4 months to 3
months.
Chart 10. Number of international passports given out by region, 2015 (passports)
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Density of the passports given out shows different distribution across the regions: regions close to the
border and the most economically developed regions have the biggest number of passports given out
for 1000 people (ref. chart 11). Density of passports given out is more representative indicator than
total number of passports given out, as it does not depend on the total population in region and reflects
the demand on international passports.

18

RBK – online newspaper, [media] http://pics.v7.top.rbk.ru/v6_top_pics/media/img/8/07/754564978660078.jpg (Accessed on
18 April 2018)
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Chart 11. Number of international passports given out for 1000 people by region, 2015
(passports)
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According to the Schengen statistics, in the past year more than 16.1 million applications for visas have
been submitted to the consulates of the Schengen countries. This is 6.3% more than it was in 2016.
The growth in the number of applicants' applications is observed for the first time since 2013. The EC
notes a steady increase in visa applications in Russia (+ 22%). Among the top 10 applicant countries
for Schengen visas only Saudi Arabia showed a decrease in applications (330,000, -3.0%).
Russia leads on the number of applications for the Schengen visa. The main driver of the visa process
was Russia: 3.9 million applications for visas - 22% more than was recorded in 2016. "This has
strengthened Russia as a source country for applying for a Schengen visa," the European Commission
said in a statement. As a result, 3.83 million Schengen visas were issued to Russian citizens last year,
of which 3.2 million were multi-entry visa20. The share of multiple visas issued to Russian citizens is one
of the largest among all third countries - 83.8%. The share of refusals in a visa is 1.3%. This is one of
the lowest rates.
Overall the refusal rate of Schengen visa applications for citizens of the Russian Federation is very low
in comparison with other countries. The lowest refusal rate is with Latvia, Hungary and Greece.
The refusal rate could influence the decision to apply in for visa of a particular country. Russian citizens
prefer to apply in visa centres that offer easy processes, low refusal rates, and multi-entry visa with
long duration.

19
20

RBK, [media] http://pics.v7.top.rbk.ru/v6_top_pics/media/img/8/07/754564978660078.jpg (Accessed on 18 April 2018)
Association of Tour Operators of Russia, http://www.atorus.ru/news/press-centre/new/42818.html (Accessed on 28 April 2018)
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Chart 12. Share of rejected Schengen visa applications by country, 2016 (%)
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2.3.1. Visa application centres in Russia
Visa application centres are often located in European part of Russia and in some Siberian and Far
Eastern regions, which are close to border. Visa application centres are concentrated in regions with
higher population density and economic development. Most of them are in Moscow, Saint Petersburg,
Novosibirsk and Rostov-on-Don (more than 20 Schengen visa application centres).
Caption 11. Number of European visa centres in Russian cities

22

21 A.Bayazitova, ‘Countries to which it is more difficult to receive a Schengen visa for Russian citizens’ [original title: Страны, в

которых труднее всего получить шенгенскую визу россиянам], LIFE - online newspaper, 31 March 2017, [website]
https://life.ru/992050 (Accessed on 18 April 2018)
22

Internet sites of the official visa processing centers [websites] (Accessed on 28 April 2018)
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Analysis of the visa centres locations in Moscow is given in the Executive summary.
Visa centres in Ekaterinburg are located very densely in the centre of the city.
Caption 12. Location of the visa centres in Ekaterinburg

Caption 13. Location of the visa centres in Ekaterinburg (visa centres’ cluster spatial
analysis)
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This location is characterises with the following:





Centre of the city – convenient to all the citizen of the city;
Proximity to metro line and the metro stations that give an easy access by the public transport;
Proximity to several railway stations that gives an access to the citizens of the Sverdlovsk Oblast;
Proximity to main automobile roads gives an easy access by the private transport.

Caption 14. Street location of the visa centres in Ekaterinburg
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Visa centres in Kazan are located densely in the centre of the city. Most of the centres are located in
front or close to the metro station.
Caption 15. Location of the visa centres in Kazan

Caption 16. Location of the visa centres in Kazan (visa centres’ cluster spatial analysis)
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Caption 17. Street location of the visa centres in Kazan

Visa centres in Krasnodar are located in the centre of the city and in a proximity to the railway
stations that gives an access for citizens of the city and the region.
Caption 18. Location of the visa centres in Krasnodar
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Caption 19. Location of the visa centres in Krasnodar (visa centres’ cluster spatial analysis)

Caption 20. Street location of the visa centres in Krasnodar
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2.3.2. Tour operators and travel agencies in Russia
Greece remains one of the favoured locations of Russian citizens. Many tours offered by tour operators
and travel agencies, rather low prices for package tours and large number of direct flights from different
regions (both regular flights and charters), make Greece into a main location for travelling. Spain and
Italy follow as second and third most popular destination offered by tour operators.
Chart 13. Number of people, travelled abroad via tour company by European country, 2016
(‘000s people)
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The Russian travel market was considerably challenged by the severe recession 2014-2016 which led
to structural changes in the tourism industry (bankruptcy of some major tour operators and airline
company Transaero) and changes in the behaviour of Russian travellers.
In spite of the economic downturn, Italy is included in top-3 popular destinations. Before the crisis there
was a rapid growth in package tours bought by Russian citizens to Italy. As a result of the crisis in 2014
the number of people travelled to Italy reached the level of 2011. The same dynamic can be observed
for other countries and number of travels abroad overall. There was a large downturn in international
passports given out as well, as people significantly reduced their spending on travel. The decline in
number of people travelled via tour companies partly can be explained by mass defaults of tour
operators and travel agencies, which influenced the people’s confidence in tour companies. Since 2015
a positive trend and the growth in number of travellers is observed.

23

Russian federal statistics office [website]

http://www.gks.ru/wps/wcm/connect/rosstat_main/rosstat/ru/statistics/enterprise/retail/# (Accessed on 26 April 2018)
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Chart14. Dynamic of people, travelled to Italy via tour company, 2010-2016 (000’s people)

24

All travel agencies activities are concentrated in Moscow (28% of all entities) and Saint-Petersburg (19
%). A distribution of agencies across other regions is proportionate depending on the population and its
propensity to travel.
Chart 15. Number of travel agencies (registered legal entities)
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24 Russian federal statistics office [Федеральная служба государственной статистики], [website]

http://www.gks.ru/wps/wcm/connect/rosstat_main/rosstat/ru/statistics/enterprise/retail (Accessed on 30 April 2018)

25

The Federal Agency for Tourism of the Russian Federation, list of registered tour operators. [website]
https://www.russiatourism.ru/operators (Accessed on 27 April 2018)
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The value of the services provided by tour operators illustrates a different distribution across the
country. In Sverdlovsk the total tour operator market is valued at 13bn rub, whereas the revenues are
made only by 79 registered tour operators. In comparison, Saint-Petersburg has many tour operators
with smaller revenues. Since the travel market in St. Petersburg is more developed, with more
independent and experienced travellers, people tend to make the reservations on their own through online services.
According to the data of Association of Tour Operators of Russia the purchasing power of Russians is
increasing. In 2014-2016 tourists had a tendency to choose 3* hotels and no excursions for their tours.
In contrast, in 2017 both tour operators and booking engines report more than 50% growth of those
who choose 4* and 5 * hotels.26
Chart 16. Value of tour services provided by region, 2016 (m. RUB)
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In order to provide clear view on regions, which are more attractive from the travelling point of view,
the second composite index was generated. Composite index of region attractiveness summarizes
information regarding propensity to travel, in particular:



Number of international passports given out, which demonstrate the number of potential travellers
in a particular region.
International passport density describes the concentration of passports for 1000 people in a
particular region. This indicator may help in choosing the region for visa application centre allocation,
as it more precise in reflecting the demand for travel.

26

Association of Tour Operators [original language: Ассоциация Туроператоров], [website] http://www.atorus.ru/en/ (Accessed
on 27 April 2018)
27
The Federal Tourism Agency, [website] https://www.russiatourism.ru/contents/statistika/statisticheskie-dannye-porf/statisticheskie-dannye-po-subektam-rf-za-2015-god/ (Accessed on 26 April 2018)
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Number of tour companies by region describes the supply of travel services and its availability in a
particular region.
Value of tour services reflects the spending on travel in a particular region and allows to focus on
regions with higher spending on touristic services, as people there travel more.
Distance to Italy helps to limit target audience, as it reflects the propensity of people to travel to
Europe. For instance, people from Far Eastern Federal District will more likely travel to Asia, than
Europe, while people in the Central part of the Russian Federation will choose Europe as target
destination for holidays, because of available direct flights and less travel time.

All indicators are important for visa application centre allocation process, as they define the propensity
to travel of people in a particular region.
Every indicator was transferred into a coefficient (1 to 10), depending on its value. Coefficient equals 1,
if the value of indicator belongs the first decile, and it equals 10 for the last decile. The scaled sum of
those 5 coefficients resulted in heatmap prioritising each region (ref. Caption 21). The bigger is the
Index the more attractive is the region based on the indicators listed above.
The following coefficients were used for chosen indicators:
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Caption 21. Propensity to travel across regions index, 2017

28

2.4.

Popular Schengen destinations for Russian citizens

2.4.1. Abroad travels statistics
Number of abroad travellers, share of travellers to other EU countries, share of travellers to Italy,
number of per capita travels
Italy received 6% of Russian travellers to EU-28 countries in 2017. Top-3 countries in terms of
total number of travellers are Finland, Estonia and Poland who receive a large flow of travellers for
personal reasons. Taking into consideration only tourist flows to EU-28 Italian share is 12% (see Chart
18).

28 Source: Deloitte heatmap methodology
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Chart 17. Share of people travelled to EU
for all purposes, 2017 (people)

Chart 18. Share of people travelled to
EU for tourist purposes, 2017 (people)
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2.4.2. Airline flights from Russia to the Schengen countries
Among all international airports in the Russian regions, the main direct flights to Europe are operated
in Central, North-West, South, and some regions in Siberia. There are 22 regions (nearly 25% of all
regions), providing direct flights to Schengen countries. Only from Moscow there are flights to nearly all
directions within Schengen zone. Saint Petersburg provides flights to 20 Schengen countries, Krasnodar
region represented by airports of Anapa, Krasnodar and Sochi, provides flights to 10 Schengen
countries. Airports of Kazan and Ekaterinburg provides flights to 8 Schengen countries each. Most
regions have very limited number of direct flights to Schengen countries, and those flights are charter
and seasonal in most cases.
21 regions offer direct flights to Greece. This is one more reason of the popularity of Greece as tourist
destination. Availability of direct flights makes travel cheaper, less time-consuming and more
convenient for tourists. Italy is on 4th place: only 8 regions provide direct flights to the Italian regions.

29

Unified interdepartmental information and statistical system [Единая межведомственная информационно – статистическая
система], [website] https://fedstat.ru/indicator/38480 (Accessed on 17 April 2018)
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Caption 22. Airline direct flights from Russian regions to Schengen countries
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Chart 19. Number of regions with direct flights to Schengen countries
25
20
15
10
5
0

31

2.5.

Visa candidates’ needs and key performance parameters for Visa Processing
Centres’ services
2.5.1. Visa applicant’ needs
Russian travellers are generally not very price-sensitive and give higher priority to getting the maximum
value for money. In general, about half of Russian travellers opt for 4*-5*-hotels while many choose
hostels or lower star accommodation categories. When Russians are on holidays they tend to be
spending more than other markets and like to treat themselves.

30
31

Official websites of international airports in Russia (incl. charter flights) – (Accessed on 27 April 2018)
Official websites of international airports

34

Market study of visa processing services in Russia
Sector Analysis

A large proportion of Russian holiday visitors tend to start thinking about their trip early with 57% doing
this as early as half a year or more in advance. Although, Russians have a tendency to make their
bookings later than many other visitors and Last minute arrangements are common.
Online purchases are growing fast (Turnover grew by 30% in 2016), although is still low compared to
face-to-face purchases in the offices of travel agents and tour operators. Of the services booked online
transport is the most likely to be reserved via the Internet. Travellers who book via travel agencies
appreciate "easy logistics" and travel without surprises -this, among other things, guarantees fewer
difficulties with a foreign language.
We identified 5 segments of travellers based on a combination of socio-demographic characteristics as
well as travel preferences.

Young professionals are people of 25-35 years old who have significant disposable incomes.
Holidays are fundamental part of their lifestyle. They always look for new destinations, prefer active
holidays with main emphasis on entertainment and sports. They are experienced travellers, who
prefer to make their own arrangements for the trips, therefore this group has the highest rate of
online booking.
Young professionals also travel for business. In this case all the arrangement (incl. visa) are generally
made or supported by the employer company.

Emerging middle class families are eager for travel. They choose a family holidays predominantly to
sun and beach destinations with extensive facilities for children, they often go for an all-inclusive to a
destination a short-haul flight away.
They could be quite conservative in terms of the destinations returning to the same place for several
years in a raw as they prefer convenience of a holyday over new experiences.
They are very susceptible to marketing and promotions, look for bargain offers. They are the main
clients of a tour agencies for the moment. Visa free or on arrival could be a trigger for selection of a
destination.
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Middle aged travellers are 35-55 years old typically with increasing/high incomes. They are seeking
established, upmarket destinations, as well as new destinations offering something different. Their
choice could lie between sea or ski resort depending on the season, sightseeing, coach touring or niche
programmes by major tour operators and VIP specialist operators (luxury, food & drink, events).

One of emerging groups are Teenagers/students who travel for camps/ schools abroad for sports,
language or simply vacations. These are the children from wealthy and upper middle class families.
More and more parent chose international camps for their children as they assure different (warm,
sunny) climate, better price-quality, better more comfortable infrastructure, more interesting program,
native speakers for language courses. As they travel alone on of the main factors for selection of a
destination is safety, rich program, and infrastructure quality. Average trip to the summer camp last
for 14 days and costs RUB 45,00032.

Based on the most popular destinations: Spain, Germany, Check Republic, Bulgaria, Turkey (Deloitte research,
Russian child tourism market potential, 2018)
32
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Elderly tourists are another emerging group. They prefer to combine rest with a tour of historical
sites through opt-in excursions. Some of them are looking for health and medical treatment of high
quality. The main reasons for medical tourism are: Rising interest in disease prevention, decreasing
trust in the local healthcare system, increased interest in alternative therapies.

The average spending of a Russian citizen per trip to Europe can vary between 700 EUR for a weekend
trip and around 1700 EUR for a two-week holiday.
Chart 20. Average spend per 1 trip for trips of different length (EUR per person)
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Each of these groups have their own needs for convenience, efficiency, processing time, service, when
applying for a visa and using VPC services.
Caption 23. Needs of groups of applicants in core visa processing services

Caption 24. Needs of groups of applicants in additional visa processing services

33

Deloitte estimations for Moscow, note: depending on the location chosen transport expenses could vary
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2.5.2. Key performance parameters for Visa Processing Centres’ services
Table 1. Key performance parameters for Visa Processing Centres’ services
Customer experience metrics
1.
2.
3.
4.
5.
6.
7.
8.
9.
10.
11.
12.
13.

Process performance metrics

Number of customer complaints
Customer satisfaction and experience
feedback
% of applications requiring additional
information
Customer Effort Score (evaluate effort a
customer needs to exert to have their issue
solved)
Call centre response time (<1 min)
Queries by channel
Queries resolved at first contact
Wait time to the appointment
Visa centre fit-out
Number of people in the queue
Timeliness of appointment
Office hours
Range of extra services

1.
2.
3.
4.
5.
6.
7.
8.
9.
10.
11.
12.
13.
14.
15.
16.

Number of applications
End-to-end processing time
Appointment scheduling system report
Time spent in visa application centre
Time at desk
Transaction time
Number of transactions completed
Passport delivery time
Transit time from the satellite visa
application centre to the central (<1 day)
Error rate monitoring
Full visibility of the visa application centre
facility
Sq. m of the visa application centre facility
Proportion of the front/back office staff
IT uptime
Loss of documents
Quality of the outsourced processes,
services
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2.6.

Visa Processing Services best practices

2.6.1. Visa Processing Services providers present in Russia: main business models
The market is also characterised by a number of third-level providers (mainly collecting and bringing
the document to the visa processing services providers.
Main activities of the visa processing services providers











Visa and passport application processing services, which includes information dissemination,
automated application and appointment systems, helplines, collection and remittance of fees,
biometric enrolment, and extra services for applicants.
Identity management and citizen services, providing infrastructure, people and technologies;
operational and logistic support; systems, solutions and service integration capabilities.
Biometrics enrolment, supporting visa, immigration and identity management processes.
Verification and attestation services, including visa applicants screening solutions, attestations
and legalization of documents/certificates.
Operations solution, including information dissemination, checking and acceptance of
documents, telephone and e-mail helplines, collection and remittance of fees, data reconciliation
and appointment scheduling to return delivery of passports.
Logistic services, including transfer of passports and documents from the Application Centres
to Embassies, Consulates and government offices with use of GPS enabled, guarded vans with
real time monitoring of all movement and ability to track status of document delivery, both
inter- as well as intra-country coverage
Country representation and promotion, such as travel shop, events, advertising and promotion
campaigns, trade exhibitions, roadshows and travel fairs, training and seminars, in-film
promotion.

34
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The last point is subject to the requirements set out in the concession contract where they are part of
country promotional activities, e.g. when the visa centre has a separate meeting room in the Visa centre
to host conferences of Italian public institutions.
Financial services, including varied forms of fee collection, such as cash payment at the centres and
postal/select bank branches; electronic/online fee transfers; demand draft/banker’s cheques and
through debit/credit cards. Among other financial services are remittance, funds transfer, audit trails,
etc.
Caption 25. Customer journey

35

The most influential information source for Russian visitors when making a holiday destination choice
is friends, family and colleagues closely followed by information from search engines. Price
comparison websites, travel blogs/forums and travel review websites are also important for many.
Whilst travel providers and online sources are popular for researching and making a destination
choice, more than one in five Russians state that they consult travel guidebooks.

35

Deloitte analysis
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3. Legal and
Administrative area
Analysis of Directive 2014/23/EU and the tenders on VISA
ESP carried out by The Netherlands, France, Germany, Spain
and the UK, and Italy in China:


Tender documents requirements (general requirements,
technical and economic offers, division into lots and
financial requirements, execution guarantees qualitative
elements)



Optional services requested
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Table 2. Law on public procurement and concession contracts.
Law on public procurement and concession
contracts
EUROPEAN LAW

17. DIRECTIVE 2014/23/EU

18. DIRECTIVE 2014/24/EU

Directive 2014/23/EU of the European Parliament and of the Council
of 26 February 2014 on the award of concession contracts
Available online: https://eur-lex.europa.eu/legalcontent/EN/TXT/?uri=OJ%3AJOL_2014_094_R_0001_01
Directive 2014/24/EU of the European Parliament and of the Council
of 26 February 2014 on public procurement and repealing Directive
2004/18/EC
Available online: https://eur-lex.europa.eu/legalcontent/EN/TXT/?uri=uriserv:OJ.L_.2014.094.01.0065.01.ENG

19. DIRECTIVE 89/665/EC (AS
AMENDED BY DIRECTIVES

2014/23/EU AND 2014/24/EU)

Council Directive 89/665/EEC of 21 December 1989 on the
coordination of the laws, regulations and administrative provisions
relating to the application of review procedures to the award of public
supply and public works contracts
Available online: https://eur-lex.europa.eu/legalcontent/EN/TXT/?uri=LEGISSUM%3Al22006a (no consolidated version
available)
ITALIAN LAW

20. ATTUAZIONE DELLE
DIRETTIVE 2014/23/UE,
2014/24/UE E 2014/25/UE

21. DISPOSIZIONI
INTEGRATIVE E CORRETIVE
AL DECRETO LEGISLATIVO
18 APRILE 2016 N. 50

Attuazione delle direttive 2014/23/UE, 2014/24/UE e 2014/25/UE
sull’aggiudicazione dei contratti di concessione, sugli appalti pubblici e
sulle procedure d’appalto degli enti erogatori nei settori dell’acqua,
dell’energia, dei trasporti e dei servizi postali, nonché per il riordino
della disciplina vigente in materia di contratti pubblici relativi a lavori,
servizi e furniture, Gazzetta Ufficiale della Repubblica Italiana Nr. 91,
19.04.2016
Available online:
http://www.gazzettaufficiale.it/atto/serie_generale/caricaDettaglioAtto
/originario?atto.dataPubblicazioneGazzetta=2016-0419&atto.codiceRedazionale=16G00062
Disposizioni integrative e correttive al decreto legislativo 18 aprile
2016 n. 50, Gazzetta Ufficiale della Repubblica Italiana Nr. 103,
05.05.2017
Available online:
http://www.gazzettaufficiale.it/eli/id/2017/05/05/17G00078/sg

3.1. General approach for the tendering process
3.1.1. General provisions applicable to the tendering process
We understand that the Italian Consulate General will proceed to the award of a concession contract for
an external service provider (hereinafter: “ESP”) in the Visa Processing Centres sector. The purpose of
this section is to provide a comprehensive overview of the European legal framework as well as the
common practices carried out by contracting authorities in the procurement process of outsourcing visa
processing services by the means of a concession.
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3.1.1.1.

Applicability of Directive 2014/23/EU

This concession falls under the scope of Directive 2014/23/EU of the European Parliament and of
the Council of 26 February 2014 on the award of concession contracts (OJ L 94, 28.3.2014, hereinafter:
“Directive 2014/23/EU”):








The concession can be defined as a services concession according to article 5(1)(b) of Directive
2014/23/EU, namely a contract for pecuniary interest by means of which a contracting authority
entrust the provision and the management of services to one or more economic operators, the
consideration of which consists either solely in the right to exploit the services that are the
subject of the contract (so-called ‘cold concession’) or in that right together with payment (socalled ‘hot concession’). The award of a services concession involves the transfer to the
concessionaire of an operating risk in exploiting those works or services encompassing demand
or supply risk or both;
The threshold mentioned in article 8 of Directive 2014/23/EU, namely concessions with a value
equal to or greater than EUR 5 186 000 (as revised in conformity with article 9, currently being
EUR 5 548 000), will be reached;
The concession – which at least comprises the following CPV-codes (or Common Procurement
Vocabulary codes): 75210000 Foreign affairs services and other services; 75211110-2 Consular
Services; 75211000-8 Foreign affairs services – cannot be excluded in accordance with Section
II “Exclusions” of Directive 2014/23/EU;
The concession cannot enjoy the special regime for social and other specific services (the “light
regime”), as the aforementioned CPV-codes are not mentioned in Annex IV of Directive
2014/23/EU; some countries (such as the UK) do mention other CPV-codes that indeed are
included in the list of Annex IV, such as 75100000 Administration services and 64100000 Post
and courier services; however, the totality of the activities that would be outsourced, do not
seem to solely contain social and other specific services (are for example not included in Annex
IV: 66172000 Financial transaction processing and clearing-house services; 72313000 Data
capture services; 75130000 Supporting services for the government; 79500000 Office-support
services).

When Directive 2014/23/EU is applicable, the contracting authority is free to structure the procedure
according to national standards or their own preferences, provided that it follows certain basic rules
such as:36








The award of services concessions is subject to the principles of the Treaty on the Functioning
of the European Union (TFEU), and in particular the principles of free movement of goods,
freedom of establishment and freedom to provide services, as well as to the principles deriving
therefrom such as equal treatment, non-discrimination, mutual recognition, proportionality and
transparency.37
Publishing a concession notice in the Tenders Electronic Daily (TED) data base, including a
description of the concession and the conditions of participating in the concession award
procedure (the minimum turnover, availability of a specific kind and quantity of machinery,
experience with specific kinds of work or services, etc.);38
Informing potential and actual participants to the procedure of the minimum requirements
(number of lanes on a motorway, dimensions and shape of tunnels, frequency of the bus
transport service, etc.) and the award criteria (fees to be paid by users, the environmental
performance of vehicles to be used to provide the service, etc.);
Respecting established requirements and eliminating candidates who do not fulfil them

See: https://ec.europa.eu/growth/content/rules-award-concessions-partnerships-between-public-sector-andprivate-company-0_en.
37
Directive 2014/23/EU article 3.
38
The concession notices of The Netherlands, Germany and Spain, were published in TED:
The Netherlands: http://ted.europa.eu/udl?uri=TED:NOTICE:252126-2017:TEXT:NL:HTML&src=0;
Germany: http://ted.europa.eu/udl?uri=TED:NOTICE:48333-2017:TEXT:NL:HTML&src=0;
Spain: http://ted.europa.eu/udl?uri=TED:NOTICE:177695-2016:TEXT:NL:HTML&src=0;
The notice of the United Kingdom seems to have been published on: https://data.gov.uk/data/contracts-finderarchive/contract/1394970/.
36
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Excluding candidates who have been convicted of certain crimes, such as fraud and money
laundering;
Providing all participants with a description of how the procedure will be organised and an
indicative timetable;
Using award criteria that ensures the equal treatment of all participants. In other words, criteria
should be non-discriminatory, meaning that they cannot aim at or result in favouring local or
national products or companies; be linked to the subject matter of the concession; be objective;
and be advertised in advance and listed in descending order of importance;
The contracting authority may negotiate with candidates and tenderers. However, certain
elements of the initial call for tender, the concession’s subject matter, the award criteria and
the minimum requirements, cannot be changed during the course of the procedure. The public
buyer has to ensure that all stages of the procedure are recorded.

In Italy, Directive 2014/23/EU was transposed in national law by:39




Attuazione delle direttive 2014/23/UE, 2014/24/UE e 2014/25/UE sull’aggiudicazione dei contratti
di concessione, sugli appalti pubblici e sulle procedure d’appalto degli enti erogatori nei settori
dell’acqua, dell’energia, dei trasporti e dei servizi postali, nonché per il riordino della disciplina
vigente in materia di contratti pubblici relativi a lavori, servizi e furniture, Gazzetta Ufficiale della
Repubblica Italiana Nr. 91, 19.04.2016;
Disposizioni integrative e correttive al decreto legislativo 18 aprile 2016 n. 50, Gazzetta Ufficiale
della Repubblica Italiana Nr. 103, 05.05.2017.

3.1.1.2.

Concession award procedure

During a tender process, a contracting authority has to ensure that there is sufficient competition and
that all potential ESPs that are invited to submit a tender have realistic chance of winning the contract.
In contrast to the public procurement rules, Directive 2014/23/EU does not prescribe a specific
procedure for the award of concession contracts, as long as the aforementioned fundamental principles
and other basic are respected.
An effective way to ensure competition is to have a two-tier procedure. Where the first phase, the
selection phase, is all about finding the best qualified Candidates, the second phase, the award phase,
is about finding the best proposal. There are several types of two-tier procedures, most suitable for a
concession procedure for visa processing services seem to be:
1. The (simple) restricted procedure. This procedure is used when:
a. The contracting authority wants to pre-qualify bidders
b. The contracting authority is able to fully define the requirements in a way that will allow
tenderers to prepare a financial and technical offer that meets these requirements.

The Italian national laws were not analyzed in this study. Therefore, the suggestions made should still be tested
on their conformity with the relevant Italian provisions. This reservation is also made regarding general Italian
contract law (for example concerning liability and termination of contracts).
39
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Caption 26. High-level restricted tender procedure

2. The competitive procedure with negotiation (negotiation procedure). This procedure is used when:
a. It is difficult to awarded the contract without prior negotiation because of specific
circumstances related to the nature, the complexity or the legal and financial make-up or
because of risks. Or attached
b. The technical specifications cannot be established with sufficient precision by the
contracting authority.
Caption 277. High-level competitive tender procedure

The first phase in both procedures is similar, but were the second phase of the restricted procedure
consists of a written tender document, the second phase of the negotiation procedure comprises
different stages. In the second phase of the negotiation procedure, tenderers are invited to submit their
‘Initial Tender’. Based on the initial tenders the contracting authority may start negotiations with in
order to improve the content of the tenders. Negotiations can be about different characteristics of the
concession (quality, amounts, social and environmental aspects), as long as they are not part of the
45
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minimum requirements or award criteria. Typically the negotiations end with a call for Best and Final
Offer.
Regarding negotiations the Directive states:The contracting authority or contracting entity may hold
negotiations with candidates and tenderers. The subject-matter of the concession, the award criteria
and the minimum requirements shall not be changed during the course of the negotiations. 40
Restricted procedure:
1.
Preselection phase
Goal: to find the best qualified Candidates
Characteristics: the contracting authority only assesses the candidates, not their offer.. The
phase consists of three sub-stages:
a.
Grounds for exclusion (knock-out)
i.
Mandatory
ii.
Discretionary
b.
Suitability requirements (knock-out)
c.
Qualitative assessment of candidates. If there are more suitable candidates than you
would like to invite, you score their requests for participation in order to find the best
candidates.
Qualitative selection criteria
Quantitative selection criteria
2.
Award phase.
Goal: finding the best tender, the most suitable offer, the best price-to-quality-ratio
Characteristics: in general 5 to 7 candidates are invited to submit a tender, which consists of:
a.
Technical or Functional Requirements (Terms of Reference). Tenderers have to declare
that they meet all requirements/specifications related to the performance of the concession,
unconditionally. (knock-out)
b.
Award criteria
i.
Economic offer, (generally) price
ii.
Technical offer
Qualitative award criteria
Quantitative award criteria

40

Directive 2014/23/EU article 37.6
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Caption 28. Restricted tender procedure

Competitive procedure with negotiation:
1.
Preselection phase
Goal: to find the best qualified Candidates
Characteristics: the contracting authority only assesses the candidates, not their offer. The
phase consists of three sub-stages:
a.
Grounds for exclusion (knock-out)
i.
Mandatory
ii.
Discretionary
b.
Suitability requirements (knock-out)
c.
Qualitative assessment of candidates. If there are more suitable candidates than you
would like to invite, you score their requests for participation in order to find the best
candidates.
Qualitative selection criteria
Quantitative selection criteria
2.
Award phase
Goal: finding the best suitable offer through negotiating with tenderers about specific conditions.
Characteristics: The contracting authority invites 5 to 7 candidates to submit their initial tender.
The contracting authority may negotiate with the tenderers, generally in 2 or 3 negotiation
stages. The contracting authority may limit the number of tenderers after each stage41. The
phase consists of several stages:
Competitive procedures with negotiation may take place in successive stages in order to reduce the number of
tenders to be negotiated by applying the award criteria specified in the contract notice, in the invitation to confirm
41
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a.

b.
c.

d.

Functional Requirements (Terms of Reference). Tenderers have to declare that they meet
all requirements/specifications related to the performance of the concession,
unconditionally. (knock-out)
Initial Tender42
Negotiations
I.
Stage 1
II.
Stage 2
III.
…
Best and Final Offer43 - Award criteria
I.
Economic offer, (generally) price
II.
Technical offer
Qualitative award criteria
Quantitative award criteria

Relevant Tender choices from other tenders
•

The number of candidates that will progress to the contract award phase can be limited to an
appropriate level, on condition that this is done in a transparent manner and on the basis of objective
criteria. The selection guidelines could for example stipulate that – if more than five candidates meet
the suitability requirements – the preselection documents will be assessed on the basis of the
selection criteria. Only the five candidates with the highest score could be regarded to be eligible to
submit a tender. The number of tenderers invited has to be sufficient to ensure genuine competition.
Usually there is a maximum of 5 to 7 candidates per lot.
Dutch Concession document (p.25), indicates that the main objective of the preselection phase is
to “limit the number of Candidates that will advance to the award phase to a maximum of five per
Lot”.
While the key purpose of the selection process is to “determine the five most suitable parties. The
Suitability Requirements can thus be seen as a minimum standard. If more than five Candidates per
Lot meet the Suitability Requirements, the Preselection Documents will be assessed on the basis of
the Selection Criteria” (Dutch Selection Guidelines, p.25).

Suitable options
A two-tier tender procedure has several advantages:
• A preliminary assessment of suitable candidates enables a smooth process in awarding a tender
contract, as only selected candidates will be able to submit a tender that has to be evaluated;
• The number of candidates that will progress to the contract award phase can be limited to an
appropriate level, on condition that this is done in a transparent manner and on the basis of objective
criteria. The selection guidelines could for example stipulate that – if more than five candidates meet
the suitability requirements – the preselection documents will be assessed on the basis of the
selection criteria. Only the five candidates with the highest score could be regarded to be eligible to
submit a tender. The number of tenderers invited has to be sufficient to ensure genuine competition.
Usually there is a maximum of 5 to 7 candidates per lot;

interest or in another procurement document. In the contract notice, the invitation to confirm interest or in another
procurement document, the contracting authority shall indicate whether it will use that option.
42
Contracting authorities may also award contracts on the basis of the initial tenders without negotiation where
they have indicated, in the contract notice or in the invitation to confirm interest, that they reserve the possibility
of doing so.
43
There are no statutory timescales for the negotiation phase, but tenderers must be informed of the rules to be
applied, including details of process and timings before the process starts. Where the Organization intends to
conclude the negotiations it must inform the remaining bidders and set a common deadline to submit any new or
revised tenders. At the end of this process (which may include a best and final offers stage) the Organization must
award the contract to the supplier with the most economically advantageous tender (using the award criteria in the
procurement documents).
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•

The contracting authority could decide to make use of a procedure with preselection, because of the
confidential character of the services in question. Sensitive information will only be shared with the
selected candidates. The contracting authority can even include confidentiality as one off the
requirements for participating in the second phase.
Advantages and disadvantages of the simple restricted procedure
• It is easier to warrant the fundamental principles, non-discrimination, equality and transparency.
• The time limits can be set up front.
• Cost and time commitment are relatively low.
• It may be difficult to describe the needs and requirements in such a way that all tenderers interpret
it in the same way.
• The procedure is less flexible and leaves less room for creative solutions.
Advantages of the negotiation procedure
• The procedure leaves room for creative solutions from tenderers.
• The procedure is relative costly and time consuming.
• It is not clear upfront how long the award process will take.
• It may be challenging to warrant the fundamental principles and keep a level playing field. The
negotiations have to be documented thoroughly and information has to be shared.
• However, the procedure offers the possibility for negotiations, but it does not oblige the contracting
authority to use these. If one (or more) of the initials offers meet the requirements and needs of
the contracting authority, it can decide to skip the negotiations, provided that this option is
communicated clearly in the invitation to tender.

3.1.1.3.

Time limits

The entire process should be carefully thought through with the time limits identified in European law,
as well as those in Italian law.
Legislation

Directive 2014/23/EU foresees the following time limits:
Table 3. Time limits according to European law.
Step in the process
Receipt of applications and tenders for the
concession
Directive 2014/23/EU article 39

Time limits





For conclusion of the concession contract
following the decision to award
Directive 2014/23/EU article 46



Minimum time limit for the receipt of Preselection and
Tenderdocuments: 30 days from the date on which the
concession notice was sent;
Minimum time limit for the receipt of (initial) tenders in
case of a procedure that takes place in successive stages:
22 days from the date on which the invitation to tender is
sent;
The time limit for receipt of tenders may be reduced by 5
days where the contracting authority accepts that tenders
may be submitted by electronic means.
A period of at least 10 days with effect from the day
following the date on which the contract award decision is
sent to the tenderers and candidates concerned if fax or
electronic means are used or, if other means of
communication are used, before the expiry of a period of
either at least 15 days with effect from the day following
the date on which the contract award decision is sent to
the tenderers and candidates concerned or at least 10
days with effect from the day following the date of the
receipt of the contract award decision.
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For publication of a concession award notice
Directive 2014/23/EU article 32



Not later than 48 days after the award of a concession, the
contracting authority has to send a concession award
notice on the results of the concession award procedure.

In general
Directive 2014/23/EU article 39.1



However, when fixing the time limits for the receipt of
applications or of tenders, contracting authorities will
always have to take into account the complexity of the
concession and the time required for drawing up tenders
or applications. Therefore, in order for possible interested
parties to be able to prepare a preselection document or
tender, they should be granted a reasonable amount of
time in order to avoid any legal procedures.

Site visit
Directive 2014/23/EU article 39.2



Where applications or tenders can be made only after a
visit to the site, the time limits for the receipt of
applications for the concession or for the receipt of
tenders, shall be fixed so that all economic operators
concerned may be aware of all the information needed to
produce applications or tenders and, in any event, shall be
longer than the aforementioned minimum time limits

There are no statutory timescales for the negotiation phase, but tenderers must be informed of the rules
to be applied, including details of process and timings before the process starts. Where the Organisation
intends to conclude the negotiations it must inform the remaining bidders and set a common deadline
to submit any new or revised tenders.
Relevant choices in other tenders
In practice, procurement for visa processing services usually takes around 9 months to 1 year between
the publication of notice/start of award procedure and the actual start date of the concession/start of
the transition period. The long period could for example be explained by the fact that the concession
has a high level of complexity and has different lots per geographical region, a two-step procedure is
followed and winter or summer holidays are taken into account.

From the analyzed documents, it is apparent that countries often respect a standstill period between 20
and 30 days, which is probably based on the relevant provisions in their national laws.
The Dutch selection guidelines (p.20) indicates that the time period of:
“20 calendar days is a strict time limit. If not interim injunction have been initiated within 20 calendar
days of dispatch of the notification of the intended selection, unsuccessful Candidates cannot
subsequently lodge objections to the decisions and are considered to have forfeited their rights in this
respect”.
The validity of the tenders must be mentioned in the concession document, taking into account the
aforementioned timing (e.g. validity for a period of 120 days after the submission deadline, with an
extension of up to 45 days after a judgment in any interim injunction proceedings, Dutch concession
document, p. 18).
Suitable options
Based on the minimum time limits as foreseen in European law, as well as the information in the
analyzed concession documents of other countries, the timing as put forward could be strict





15.07.2018: publication of the concession notice;
16.08.2018: deadline to submit candidacies;
31.08.2018: invitation of selected candidates to submit a tender;
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01.10.2018: deadline to submit tenders;
15.10.2018: decision to award;
01.11.2018: conclusion of the concession contract.

The Directive permits to shorten the second phase to 22 days instead of 30. Also, there is a possibility
to save 10 days by allowing electronic requests for participation and electronic tenders. However, in the
context of complexity of concession, the deadline might require to be extended in order to (1) ensure
the smooth process flow, (2) avoid unforeseen circumstances and (3) provide good quality tender
applications. There are several practical reasons for it:
•

Candidates/tenderers might require additional time to study the document and request
additional information.

•

Selected candidates might require enough time to provide means of proof relates to the ESPD,
respectively additional time will be required to verify it.

•

Standstill period might be required between the 1st and 2nd phases, depending on the expected
number of candidates and the number of rejected candidates appealing the selection decision.

•

Tender procedure involving the negotiation step requires sufficient time for negotiation and the
preparation of the Best and Final Offer.

•

Summer holidays can affect the number of candidates and also influence the quality of their
requires for participation – the additional time might help to deal with this effect.
3.1.1.4.

Equality of the parties concerned

A point of attention may be the fact that during this study, the market was consulted and provided with
information on the upcoming tender process by the Italian Consulate General. However, according to
article 30(2) of Directive 2014/23/EU, a contracting authority may never provide information in a
discriminatory manner which may give some candidates or tenderers an advantage over others. We
understand that this study will be publically available and published through appropriate channels in
order to be fully transparent. This transparency could also avoid bringing a provider of services in a
position of advantage vis-à-vis its competitors. The report should also be added as an annex to the
selection document in order to inform all concerned parties equally and maintain the level playing field.
3.1.1.5.

Division into lots

Legislation
Directory 2014/23/EU does not oblige, nor prohibit the division of concessions into separate lots. It only
states that the division into lots may not in any case influence the threshold for Directive 2014/23/EU
to be applicable44
Other Tenders
Some countries indicate that by dividing the concession into separate lots – whereby the value of
the concession is divided per lot – they also wish to stimulate the access of SMEs to the assignment.
Such a division per lots is often based on geographical region and not linked to the different aspects of
the services provided. This means that the selection/award criteria, are comparable with regard to the
different lots. For example, with regard to certain technical aspects, international ISO standards are
required, hereby not differing per geographical area.
Suitable options
A potential advantage of dividing concessions in lots is to enhance the opportunities for Small and
Medium Sized Enterprises. This is one of the priorities of the European Procurement policy. However, in
44

article 8(5) Directive 2014/23/EU
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case of this concession the advantages of only one lot, outweigh the advantages of dividing the
concession into separate lots. The division into different lots, could lead to different concessionaires for
the separate lots, which makes a standard approach and an effective control towards a uniform approach
of the visa process more difficult. Therefore – also referring to the key performance parameters for Visa
Processing Centres’ services as listed in the sector analysis (part 1 of the market study) – only one lot
would seem advisable.
In this concession award procedure, opportunities for SMEs need to be created in other ways. To prevent
questions the Consulate General is advised to substantiate in the concession notice or selection
guidelines its choice not to divide the concession in to lots.
3.1.1.6.

SMEs, (temporary) associations and subcontracting

Legislation
Opportunities for SMEs to obtain public contracts is one of the priorities in European Procurement policy
and that of many Member States. There are several ways to enhance possibilities for SMEs: reducing
the size of contracts by dividing them into lots; no disproportionate requirements; and enabling SMEs
to work together.
The choice of proportionate, non-discriminatory and fair criteria, and their application to economic
operators is crucial for the operators’ effective access to the economic opportunities related to
concessions. In particular, the possibility for a candidate to rely on the capacities of other entities can
be decisive to enable the participation of SMEs. Therefore, it is appropriate to provide that the criteria
should relate exclusively to the professional and technical ability and the financial and economic standing
of operators, and be linked to the subject-matter of the contract.
In this context, the following clauses from the Directive are relevant.
Article 26 on Economic Operators
1.Economic operators that, under the law of the Member State in which they are established, are entitled
to provide the relevant service, shall not be rejected solely on the ground that, under the law of the
Member State in which the contract is awarded, they would be required to be either natural or legal
persons.
Legal persons may be required to indicate, in the tender or in the application, the names and relevant
professional qualifications of the staff to be responsible for the performance of the contract in question.
2. Groups of economic operators, including temporary associations, may participate in concession award
procedures. They shall not be required by contracting authorities or contracting entities to have a specific
legal form in order to submit a tender or a request to participate.
Where necessary, contracting authorities or contracting entities may clarify in the concession documents
how groups of economic operators shall meet the requirements as to economic and financial standing
or technical and professional ability referred to in Article 38 provided that this is justified by objective
reasons and is proportionate. Member States may establish standard terms for how groups of economic
operators are to meet those requirements. Any conditions for the performance of a concession by such
groups of economic operators, which are different from those imposed on individual participants, shall
also be justified by objective reasons and shall be proportionate.
3. Notwithstanding paragraphs 1 and 2, contracting authorities or contracting entities may require
groups of economic operators to assume a specific legal form once they have been awarded the contract,
to the extent that that change is necessary for the satisfactory performance of the contract.45
Article 38
45

Directive 2014/23/EU article 26.
52

Market study of visa processing services in Russia
Legal and Administrative area

2. With a view to meeting the conditions for participation laid down in paragraph 1, an economic operator
may, where appropriate and for a particular concession, rely on the capacities of other entities,
regardless of the legal nature of its links with them. Where an economic operator wants to rely on the
capacities of other entities, it shall prove to the contracting authority or the contracting entity that it
will have at its disposal, throughout the period of the concession, the necessary resources, for example,
by producing a commitment by those entities to that effect. With regard to financial standing, the
contracting authority or the contracting entity may require that the economic operator and those entities
are jointly liable for the execution of the contract.
3. Under the same conditions, a group of economic operators as referred to in Article 26 may rely on
the capacities of participants in the group or of other entities.
Article 42 Subcontracting
1. (…)
2. In the concession documents, the contracting authority may ask or may be required by a Member
State to ask the tenderer or the applicant to indicate in its tender any share of the concession it may
intend to subcontract to third parties and any proposed subcontractors. This paragraph shall be without
prejudice to the question of the main concessionaire’s liability.
3. In the case of works concessions and in respect of services to be provided at the facility under the
oversight of the contracting authority, after the award of the concession and at the latest when the
performance of the concession commences, the contracting authority or the contracting entity shall
require the concessionaire to indicate to the contracting authority or the contracting entity the name,
contact details and legal representatives of its subcontractors, involved in such works or services, insofar
as known at that point in time. The contracting authority or the contracting entity shall require the
concessionaire to notify it of any changes to that information during the course of the concession as well
as of the required information for any new subcontractors which it subsequently involves in such works
or services.
Notwithstanding the first subparagraph Member States may impose the obligation to deliver the required
information directly on the concessionaire.
4. With the aim of avoiding breaches of the obligations referred to in Article 30(3) (e.g. economic
operators comply with applicable obligations in the fields of environmental, social and labour law),
appropriate measures may be taken, such as:
a) Where the national law of a Member State provides for a mechanism of joint liability between
subcontractors and the concessionaire, the Member State concerned shall ensure that the relevant rules
are applied in compliance with the conditions set out in Article 30(3).
b) Contracting authorities may verify or may be required by Member States to verify whether there are
grounds for exclusion of subcontractors pursuant to Article 38(4) to (10). In such cases, the contracting
authority or the contracting entity shall require the economic operator to replace a subcontractor in
respect of which the verification has shown that there are compulsory grounds for exclusion. The
contracting authority may require or may be required by a Member State to require that the economic
operator replaces a subcontractor in respect of which the verification has shown that there are noncompulsory grounds for exclusion.
5. Member States may provide for more stringent liability rules under national law.
6. (…)46
Relevant choices from other tenders
The Dutch Selection Guidelines outlines following on the engagement of one or more third parties (p.34):

46

Directive 2014/23/EU article 42.
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“To meet the Suitability Requirements of this Concession procedure, a Candidate may rely on
the financial and economic standing, technical ability and profession ability of third parties. This
means that a Candidate may engage one or more other Economic Operators that do not submit
a Preselection Document themselves, in order to meet Suitability Requirements. A precondition
is that the Candidate must be able to demonstrate that it actually has access to and can make
use of the resources of the other party/parties necessary to perform the Concession Contract”.
However, in case if the Candidate engages a third party to meet certain Suitability Requirements, the
Candidate:
“Must also submit a separate ESPD completed and signed by every third party it engages in order to
meet a Suitability Requirement”. (The Dutch Selection guidelines, p. 34).
In the case if the Candidate engages a third party to meet certain Suitability Requirements, the
Candidate also must complete Subcontracting declaration, indicating:
“Suitability Requirement (s) for which one or more third parties are engaged, the third parties concerned
and which part of the Concession Contract will be performed by whom” (The Dutch selection guidelines,
p. 34).
Suitable options
To enable the participation of SMEs (<250 employees), the concession documents do not preclude an
economic operator from relying on the capacities of other entities – either financial and economic
standing, technical ability and/or professional ability – regardless of the legal nature of its links with
those entities, if the latter proves that it will have at its disposal the necessary resources. A precondition
is that it must be demonstrated that there is actual access to and can make use of the resources of the
other party/parties necessary to perform the concession contract.The contracting authority will find it
important to have insight in the members of the association and/or subcontractors. It wants to be sure
about their integrity, competence and reliability. Furthermore it most likely does not want the
composition of the concessionaire to change to much during the concession. In this context the
legislation provides opportunities.
The members of the association have to be known during the selection process. They all have to comply
with the criteria for exclusion grounds. Candidates can be required to describe the role of each
association member / subcontractor. When selected, all association members have to provide
underlaying information and documents of proof (register Chamber of Commerce, financial information
form, annual reports, proof of independent externa audit, declaration form Tax administration, etc).
Contracting authorities may check the credentials of any subcontractors to see if there are grounds for
exclusion (mandatory or optional) and they may ask for basic contact information for the subcontractors
used by a contractor and the supply chain. The contracting authority may require that the subcontractor
fills out the ESPD. The contracting authority or the contracting entity shall require the concessionaire to
notify it of any changes to that information during the course of the concession as well as of the required
information for any new subcontractors which it subsequently involves in such works or services.
Legislation (case law) does not permit the contracting authority to limit the percentage of the concession
being executed by subcontractors (Spanish Tender). The use of subcontractors in EU public contracts
can only be restricted where the capacities of those subcontractors cannot be verified for the
performance of essential parts of the contract. Or by a contracting authority trying to protect a legitimate
interest in restricting a contractor’s ability to delegate its obligations to subcontractors. The Directive
allows contracting authorities to require the performance of certain “critical tasks” directly by the bidder
or, if the contract was awarded to a group of economic operators, by one of the members of the group.
If direct performance is required, subcontracting of those critical tasks is implicitly excluded.
In order to prevent questions about (limited) opportunities for SMEs the Consulate can include parts of
the above in the selection guidelines in combination with the specific procedural requirements related
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to (temporary) associations and subcontractors: a list with requirements they need to meet, which
forms the need to fill out etc.

3.1.1.7.

Duration of the contract

Legislation
Duration of the concession
1. The duration of concessions shall be limited. The contracting authority or contracting entity shall
estimate the duration on the basis of the works or services requested.
2. For concessions lasting more than five years, the maximum duration of the concession shall not
exceed the time that a concessionaire could reasonably be expected to take to recoup the
investments made in operating the works or services together with a return on invested capital
taking into account the investments required to achieve the specific contractual objectives.
The investments taken into account for the purposes of the calculation shall include both initial
investments and investments during the life of the concession.47
The duration of a concession contract should be limited in order to avoid market foreclosure, restriction
of competition and hinder to the free movement of services and the freedom of establishment. However,
such a duration may be justified if it is indispensable to enable the concessionaire to recoup investments
planned to perform the concession, as well as to obtain a return on the invested capital. Consequently,
for concessions with a duration greater than five years the duration should be limited to the period in
which the concessionaire could reasonably be expected to recoup the investment made for operating
the services together with a return on invested capital under normal operating conditions, taking into
account specific contractual objectives undertaken by the concessionaire in order to deliver
requirements relating to, for example, quality or price for users. The maximum duration of the
concession should be indicated in the concession documents unless duration is used as an award
criterion of the contract. Contracting authorities should always be able to award a concession for a
period shorter than the time necessary to recoup the investments, provided that the related
compensation does not eliminate the operating risk.
Relevant choices from other tenders
The duration of the concession contract for visa processing services, usually ranges from 5 to 8
years.
The reason for choosing a period of 5 to 8 years, lies in the fact that considerable investments are
required in ICT systems, processes, staffing and application centres. However, in order to provide as
much flexibility to the contracting authority, the concession documents for example provide (Spanish
administrative provisions, p. 4; Dutch draft concession agreement p. 4; German draft concession
agreement p. 92):
“The contract will have a duration of [three/four/five] years with the option, to be exercised
unilaterally by the contracting authority, of extending the concession contract for up to a
maximum of [two/three] periods, each lasting a maximum of 12 months, and with a notice
period of [X] months.”
The Italian tender notice in China mentions a contract of 4 years, with the possibility of renewal for an
extra period of three years (p. 2-3). However, the abovementioned periods of 12 months, offer more
flexibility. The aforementioned Italian tender notice, does however add that – in case of renewal – the
contracting authority will review the contract in compliance with the Visa Code.

47

Directive 2014/23/EU article 18.
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Also the option of early termination by the contracting authority – taking into consideration a reasonable
term of notice – could be included. The contracting authority should not be held liable for any costs or
damages on the side of concessionaire related to this termination.
The analysed concession documents, usually contain a transition period that ranges from 5 to 10
months, in order to assure a gradual transfer of responsibilities. This transition period is stated in the
concession document, for example in that of the Netherlands (p. 12). However, in the draft concession
agreements, there are no stipulations on how this transition exactly is being organized.
In case of The Netherlands, the division into lots per geographical region, was combined with a system
of call-off contracts. A call-off contract is a specified contract between the contracting authority and
the concessionaire in which parties lay down how the consular services will be implemented in a specific
country and/or application centre.
For each lot, a concession contract was granted to only one concessionaire. Subsequently, a call-off
contract was signed by the concessionaire and the contracting authority for each country (one or more
application centres) where consular services need to be supplied. In some cases a call-off contract could
be concluded per application centre. However, in order to standardise the requested services at any
application centre in a given country, ideally one call-off contract per given country will suffice.
The execution of the requested consular services was made conditional upon the conclusion of an
applicable call-off contract. A concluded concession contract is therefore not sufficient to commence the
actual consular services.
The contracting authority is entitled but not obligated to award (additional) call-off contracts for the
performance of services during the term of the concession contract. A concessionaire cannot claim any
right whatsoever to be awarded (additional) call-off contracts for the performance of services during the
term of the concession contract. Normally, the terms of the concession contract apply in full to all
(additional) call-off contracts concluded during the term of the concession, unless a call-off contract
expressly departs from it.
The duration of any call-off contract awarded to the concessionaire under the concession contract is to
be stipulated in the individual call-off contracts. A call-off contract ends automatically when the
concession contract ends, unless parties agreed otherwise. In any case, the duration of the call-off
contract will not exceed the duration of the concession contract with more than a certain amount of time
(egg. one year). The terms of the concession contract continue to apply to any call-off contracts
remaining in force after the concession contract has ended.
The maximum duration of a call-off-contract is not regulated. Continuations of more than one year after
termination of the framework agreement are generally considered too long. There are arguments for
allowing a call-off contract to continue after the end of the framework agreement. For example, if the
implementation of the subsequent framework agreement takes a long time.
Suitable options
Fixed number of years (5), with possibility to renew the contract (unilaterally) 3 times with 12 months
o Advantage:

After the initial contract period (5 years) the concession agreement:

can be terminated when circumstances change;

or when contract authority is not satisfied;

This keeps the concessionaire sharp and committed.
The contract period shall be governed by the Linee Guida.

3.1.1.8.
Cold/hot concession
As mentioned, a services concession can either consist solely in the right to exploit the services that
are the subject of the contract or in that right together with payment. The main feature of a
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concession, the right to exploit the services, always implies the transfer to the concessionaire of an
economic risk involving the possibility that it will not recoup the investments made and the costs incurred
in operating the services awarded.
The application of specific rules governing the award of concessions would not be justified if the
contracting authority relieved the contractor of any potential loss, by guaranteeing a minimal revenue,
equal or higher to the costs that the contractor has to incur in relation with the performance of the
contract. Revenue from fees paid by third party users (usually the general public) to the private entity
are then used to meet the costs incurred and to make a profit.
At the same time it should be made clear that certain arrangements which are paid by a contracting
authority should qualify as concessions where the recoupment of the investments and costs incurred by
the operator for providing the service depends on the actual demand for or the availability of the
service.48
In some cases, the contracting authority is paid by the private entity (“hot concession”, opposite of a
“cold concession”). The payment could for example exist of a fixed part and a variable part (e.g. based
on the revenues of the economic operator from the concession).49
In the analysed tender documents, there do not seem to be indications of any hot concession, meaning
that the contracting authority was paid by the ESP.
3.1.1.9.

Legislative environment

As the contracting authority plays an intrinsic role in the tendering process, he is responsible for the
creation of the legislative environment and should make sure that the process of procurement is in
line with all applicable EU legislation and regulations. Therefore, prior to starting a tendering process,
the contracting authority should provide a detailed list of applicable legislation and regulations for
potential candidates. During the assessment of tender applications, the contracting authority should
review the content and make sure that all propositions are in line with the procedures established by
law.
The table below indicates a list of applicable EU legislation and regulations that should be considered
during the tendering process of outsourcing visa processing services:
Table 4. Non-exhaustive list of applicable legislation and regulations.
Applicable legislation and regulations
VISA

1.

EU DECISION 1105/2011/EU

Decision 1105/2011/EU of the European Parliament and of the
Council of 25 October 2011 on the list of travel documents which
entitle the holder to cross the external borders and which may be
endorsed with a visa and on setting up a mechanism for
establishing this list

2.

REGULATION (EC) 810/2009

Regulation (EC) 810/2009 of the European Parliament and of the
Council of 13 July 2009 establishing a Community Code on Visas

3.

COMMISSION DECISION
2009/756/EC

Commission Decision of 9 October 2009
laying down specifications for the resolution and use of
fingerprints for biometric identification and verification in the Visa
Information System

4.

REGULATION (EC) 390/2009

Regulation (EC) 390/2009 of the European Parliament and of the
Council of 23 April 2009 amending the Common Consular
Instructions on visas for diplomatic missions and consular posts in

See: Proposal for a DIRECTIVE OF THE EUROPEAN PARLIAMENT AND OF THE COUNCIL on the award of
concession contracts, COM/2011/0897 final - 2011/0437 (COD), (7).
49
The desirability of a payment should also take into account any possible tax considerations.
48
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relation to the introduction of biometrics including provisions on
the organisation of the reception and processing of visa
applications

5.

REGULATION (EC) 767/2008

Regulation (EC) 767/2008 of the European Parliament and of the
Council of 9 July 2008 concerning the Visa Information System
(VIS) and the exchange of data between Member States on shortstay visas

6.

COMISSION DECISION
2006/648/EC

Commission Decision of 22 September 2006 laying down the
technical specifications on the standards for biometric features
related to the development of the Visa Information System

7.

COUNCIL REGULATION (EC)
539/2001

Council Regulation (EC) 539/2001 of 15 March 2001 listing the
third countries whose nationals must be in possession of visas
when crossing the external borders and those whose nationals are
exempt from that requirement

CONVENTION IMPLEMENTING THE
SCHENGEN AGREEMENT

The Schengen acquis - Convention implementing the Schengen
Agreement of 14 June 1985 between the Governments of the
States of the Benelux Economic Union, the Federal Republic of
Germany and the French Republic on the gradual abolition of
checks at their common borders.

8.

TRAVEL DOCUMENTS

9.

COMISSION DECISION C(2006)
2909 final

10. BIOMETRICS DEPLOYMENT OF EU
PASSPORTS

11. COUNCIL REGULATION (EC)
2252/2004

Commission Decision of 28/6/2006 laying down the technical
specifications on the standards for security features and
biometrics in passports and travel documents issued by Member
States
Biometrics Deployment of EU-Passports EU – Passport
Specification Working Document (EN) – 28/06/2006
Council Regulation (EC) 2252/2004 of 13 December 2004 on
standards for security features and biometrics in passports and
travel documents issued by Member States
DATA PROTECTION

12. REGULATION (EU) 2016/679

13. COMISSION DECISION
2010/87/EU

14. REGULATION (EC) 45/2001

Regulation (EU) 2016/679 of the European Parliament and of the
Council of 27 April 2016 on the protection of natural persons with
regard to the processing of personal data and on the free
movement of such data
Commission Decision of 5 February 2010 on standard contractual
clauses for the transfer of personal data to processors established
in third countries under Directive 95/46/EC of the European
Parliament and of the Council
Regulation (EC) 45/2001 of the European Parliament and of the
Council of 18 December 2000 on the protection of individuals with
regard to the processing of personal data by the Community
institutions and bodies and on the free movement of such data

3.1.2. Possible risks during the tendering process
3.1.2.1.

Unforeseen circumstances

Legislation
Based on the principle of freedom of contract, the contracting authority can never be obliged to award
the concession contract. Freedom of contract also includes the right not to conclude a contract. However,
it is not unlimited. When withdrawing a tender, contracting authorities are primarily obliged to respect
the general principles of procurement law, most importantly equal treatment and transparency. They
are also bound by the general principles of good administration, including the principles of the protection
of legitimate expectations. A contracting authority may not withdraw a tender because it simply does
not like the successful bidder. This is contrary to the principle of equal treatment. There is no exhaustive
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list of reasons that could justify the decision to withdraw a tender. In any event, the following
circumstances have been accepted in case law as justifiable reasons for withdrawing a tender:
 The contracting authority wishes to amend the specifications on the basis of changed insights.
 The contracting authority no longer needs the contract that has been put out to tender.
 The prices submitted exceed the contracting authority's budget.
 The tender procedure contains errors (e.g. conflicting or ambiguous requirements).
 Only one (valid) bid was received, which meant that the level of competition was too low.
In general, the costs of preparing a bid and participating in a procurement procedure are considered to
be part of the normal business risk of economic operators, even when a tender is withdrawn.

Relevant choices from other tenders
However, to avoid discussions, law suits and claims, contracting authorities often explicitly reserve the
right not to award the contract in their tender documents.
During the tendering process, the contracting authority could be faced with unforeseen
circumstances. By submitting a preselection document/tender, candidates could therefore be asked
agree to the following reservations (German conditions of participation, p. 3; Dutch selection guidelines,
p. 20):




The contracting authority reserves the right to suspend/terminate the concession award process
in full or in part, whether temporarily or permanently. In this case, neither candidates nor
potential concessionaires in the award phase can claim compensation for any costs incurred for
the purpose of this concession award procedure.
The contracting authority will not incur any costs for the drafting and issuing of a preselection
document/tender, including the provision of any additional information. Any costs and/or losses
which result or could result from not inviting a candidate to submit a tender for the concession
award procedure are at that party’s own risk.

Suitable options
Although the consulate cannot be obliged to award the contract, it seems prudent, in the light of the
importance and sensitivity of the subject-matter of this concession, to include an explicit reservation.
3.1.2.2.

Manipulative tenders/tenders with abnormal prices

Legislation
2014/24/EU of the European Parliament and of the Council on public procurement, Article 69
“Abnormally low tenders”:
“Contracting authorities shall require economic operators to explain the price or costs proposed in the
tender where tenders appear to be abnormally low in relation to the works, supplies or services.
The contracting authority shall assess the information provided by consulting the tenderer. It may only
reject the tender where the evidence supplied does not satisfactorily account for the low level of price
or costs proposed.
Contracting authorities shall reject the tender, where they have established that the tender is abnormally
low because it does not comply with applicable obligations referred to in Article 18(2)”.
Relevant choices from other tenders
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There can also be a risk of manipulative tenders/tenders with abnormal prices. The concession
documents should therefore foresee that – if there is a suspicion of manipulative tendering – the
contracting authority may conduct an investigation. A combination of very low fee/prices and very high
fee/prices may arouse the suspicion that the tender is manipulative. The contracting authority should
also be allowed to conduct an investigation if it suspects that certain fee/prices in a tender are
abnormally low. The investigation may lead to a decision to consider the tender manipulative and/or
abnormally low-priced. Such a tender may be excluded as invalid.
The Dutch concession documents for example try to avoid tenders with abnormally low prices, by
stipulating that a submitted fixed ‘all-in’ average service fee lower than 15 EUR including VAT will not
be awarded with more points. Also a tender including an hourly fee lower than 25 EUR excluding VAT,
will not be awarded with more points. The German concession documents explicitly mention that the
service charge must be proportionate to the services performed. The French concession documents add
that the service fee should be adapted to the local situation.
The contracting authority could demand from the ESP that he shall accept to exempt the service fees
for applicants on a categorical list and those individually designated by the contracting authority on the
basis of a written notification signed and dated within x% of the total number of applicants. The
percentage of those exempt from paying fees may be revised upon agreement of the two parties.
In any case, because of Visa Code regulations it is not allowed to charge a service fee that is higher
than 30 EUR incl. VAT. If in a tender the submitted service fee is higher than 30 EUR the tender will be
excluded as invalid.
Suitable options
Abnormally low prices are unwanted, not only because they may be an attempt to manipulate the
concession award process, but also because:
 They may be a result of the tenderer did misinterpreting the requirements / terms or miscalculating,
which may lead to discussions after contract award.
 They may jeopardize quality and continuity during the execution off the concession.
 They may be an indication that the tenderer is not fulfilling social obligations, such as minimum
wages etc.
You could either decide not to grant more points for a price below the minimum price, or to exclude
tenders with lower prices.
You could also use the average or middle price as a base and only accept a deviation of (for instance)
25 or 30 percent of that price.
3.1.2.3.

Discrepancies in the tender documents

Legislation:
The fundamental principles, especially that of transparency, require that all conditions and detailed rules
of the award procedure must be drawn up in a clear, precise and unequivocal manner in the notice or
contract documents so that, first, all reasonably informed tenderers exercising ordinary care can
understand their exact significance and interpret them in the same way and, secondly, the contracting
authority is able to ascertain whether the tenders submitted satisfy the criteria applying to the relevant
contract”.50
Because of the complexity of the concession documents, there is always a risk of discrepancies
(inconsistencies, omissions, errors, etc.) and objections. The contracting authority has to provide

50

Case C-496/99 P Commission v Italy (Succhi di Frutta)
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candidates / tenderers the possibility to express these. Additional information provided has to be shared
with all interested parties.
Relevant choices from other tenders
The following reservations could therefore be included to avoid legal proceedings:













Requests for information should be written and should be sent to one central contact person.
Candidates/tenderers cannot invoke any information given by other staff/representatives of the
contracting authority. The same applies to information provided in any manner different from
that described in the concession documents.
The concession documents and its appendices have been drawn up with the greatest care.
However, if candidates/tenderers nevertheless come across any discrepancies, errors or
omissions, they should notify the contact person as soon as possible.
Where, during the concession award procedure, there are discrepancies between the information
notice(s) and the other parts of the documents, the information notice(s) take(s) precedence.
Where there are discrepancies between information notices, a later information notice takes
precedence over an earlier one.
If the other parts of the documents contain discrepancies, some chapters should take
precedence over others.
Notwithstanding
the
above
ranking,
during
the
concession
award
procedure
candidates/tenderers should advise the contracting authority of any discrepancies as soon as
possible. If a candidate/tenderer has objections to any or all of the published documents, to any
or all of the information provided or to anything else associated with the documents, the
candidate/tenderer should bring those objections to the contractor’s authority’s attention as
soon as possible.
If a candidate/tenderer comes across discrepancies and/or has objections, the
candidate/tenderer must notify the contracting authority in writing as soon as possible, but no
later than the deadline for submission of the written questions.
If discrepancies and/or errors and omissions come to light after the selection/award phase and
the candidate/tenderer did not notice them, the candidate/tenderer must bear any resulting
costs and risks.

In other words, potential concessionaires are expected to be proactive.
Suitable options
The exact phrasing of the above depends on the preference of the Consulate.
3.1.2.4.

Discussion on the scope of contract provisions

Legislation
The Directive only regulates the publication of two documents: the concession notice and the
concession award notice.
Contracting authorities wishing to award a concession have to make their intentions known in a
concession notice. Annex V of the Directive contains a list of information that needs to be included.51
Within 48 days after the award of a concession, the contracting authorities have to send a concession
award notice on the results of the concession award procedure. Concession award notices shall contain
the information set out in Annex VII to the Directive)52.
Concession notices and concession award notices need to include the information in the format of
standard forms. The notices need to be drawn up, transmitted by electronic means to the Publications
51
52

Directive 2014/23/EU article 31.
Directive 2014/23/EU article 32
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Office of the European Union and published in accordance with Annex IX of the Directive (appendix …
to this document). They may not be published at national level before publication by the Publications
Office of the European Union and the national publication may not contain different information.53
Electronic availability of concession documents: contracting authorities offer by electronic means
unrestricted and full direct access free of charge to all concession documents from the date of publication
of a concession notice. The internet address at which the concession documents are accessible needs to
be included in the concession notice.54
If the contract is awarded, the concession documents usually become part of the contract. In order to
avoid a discussion on the exact scope of the contract provisions, it could be preferential to add a
concession contract in annex to the tender documents. It could be stipulated that the parties’ reciprocal
rights and obligations are governed solely by that final contract, and that it must be accepted by
potential concessionaires.
Some documents could be declared to be an integral part of the concession contract, such as a Data
Protection Agreement(s), and the ESP’s tender.
A potential concessionaire’s terms of supply/payment and any other general conditions including
(liability) disclaimers should specifically and explicitly be rejected. By submitting a tender, a potential
concessionaire should therefore unconditionally accept the contract, including any accepted
amendments contained in the information notice. Any tender containing any kind of reservation in
respect of contract conditions will be regarded as a conditional tender and will be excluded.
Any derogations from the concession contract should only be binding if they have been expressly agreed
by the parties in writing. Any written or oral agreements previously made by the parties about the
services that are the object of the concession contract are nullified by the signature of the concession
contract. Also all notices given by the parties on the basis of the concession contract must be in writing.
Oral communications, undertakings or agreements should have no legal force unless confirmed in
writing.
‘In writing’ could also be understood to include ‘electronically’, provided that:




The notification can be consulted by the addressee;
The authenticity of the notification is sufficiently guaranteed; and
The identity of the sender can be determined with sufficient certainty.

Suitable options
The consulate general is obliged to publish at least a concession notice at the start of the process and
a concession award notice at the end. The concession documents have to be made available
electronically and free of charge.
In order to avoid discussion after the award phase, it would be useful to make the concept concession
agreement part of the tenderdocuments. However, if you apply the negotiation procedure this will now
be possible, as elements of the agreement might change during the negotiations.
Also to avoid discussion, the Consulate might want to explicity list the documents and ranking in the
selection guidelines.

53
54

Directive 2014/23/EU article 33
Directive 2014/23/EU article 34
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3.2. The award of concessions: procedural guarantees and award criteria
3.2.1. Phase 1: The Selection and Qualitative assessment of Candidates
The pre-qualification process generally consist of three stages. In the first stage, tenderers are evaluated
against the ‘Grounds for Exclusion’. Directive 2014/23/EU contains a list of both mandatory and
discretionary (optional) exclusion grounds.55 So does article 80 of the Italian law Attuazione delle
direttive 2014/23/UE, 2014/24/UE e 2014/25/UE (Motivi di esclusione). In the second stage, applicants
are evaluated against the minimum ‘Suitability Requirements’. Finally, in the third stage, qualitative
assessment of candidates. Selection criteria may be used to limit the number of candidates for the
second phase. This stage is not obligatory, but it provides an useful extra opportunity to ensure the
quality and dependability of the candidates/tenderers, especially since the options to do this through
the suitability requirement and in the award phase are limited.
3.2.1.1.

European Single Procurement Document

Legislation
“Contracting authorities and contracting entities shall verify the conditions for participation relating to
the professional and technical ability and the financial and economic standing of the candidates or
tenderers, on the basis of self-declarations, reference or references to be submitted as proof in
accordance with the requirements specified in the concession notice that shall be non-discriminatory
and proportionate to the subject-matter of the concession”.56
In order to reduce the regulatory and administrative burden on economic operators, and thus enhance
transparency and proportionality, the European Commission developed a uniform self-declaration, the
European Single Procurement Document (ESPD). The ESPD is used as a preliminary evidence of
fulfilment of the conditions required in public procurement procedures. The ESPD should be completed
by the economic operator to explain the capacity in which it is participating in a procurement procedure
(independent trader, main concessionaire, consortium member or subcontractor) and provides
information on relevant grounds for exclusion, its financial and economic standing and other suitability
requirements.
However, before sending out the invitations to tender, the contracting authority has to verify the preselection documents of the winning candidates. It reserves the right to request the winning candidates
to submit evidentiary documents regarding the grounds for exclusion.
The ESPD is only electronically available: https://ec.europa.eu/tools/espd. It covers the following
information:








55
56

Part I: Information concerning the procurement procedure
Part II: Information concerning the economic operator
Part III: Exclusion criteria
o A. Grounds relating to criminal convictions
o B. Grounds relating to the payment of taxes
o C. Grounds relating to insolvency, conflicts of interests or professional misconduct
o D. Other exclusion grounds that may be foreseen in the national legislation of the
contracting authority’s Member State
Part IV: Selection criteria
o A. Suitability
o B. Economic and financial standing
o C. Technical and professional ability
o D. Quality assurance and environmental management standards
Part V: Reduction of the number of qualified candidates

Directive 2014/23/EU …. Article 38.3-10
Directive 2014/23/EU …. Article 38.1
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Part VI: Concluding statements

Contrary to the procurement directive, the concession directive does not prescribe the use of the ESPD.
Other Tenders
Only the Dutch selection guidelines requested an ESPD and added it as an appendix 1 to these selection
guidelines.
Suitable options
The contracting authority has to require some sort of self-declaration, since demanding from all
candidates that they provide all evidentiary documents with their pre-selection documents is considered
disproportionate. Although not compulsory the use of the ESPD has many advantages.










By using the ESPD, candidates or potential concessionaires no longer need to provide full
documentary evidence in the initial stage of a concession award procedure. This considerably
simplifies the selection procedure.
The contracting authority only has to verify the documentary evidence of the selected candidates.
It can easily do so by requiring that the selected candidates need to provide a specific list of
evidentiary document within (for instance) 7 or 10 days after the selection notice.
All grounds for exclusion compulsory and discretionary that are permitted by the Directive are listed
in the ESPD. The contracting authority may not use grounds for exclusion that are not in the
Directive.
The grounds for exclusion and other requirements are described clear and unambiguously, which
will decrease the chances of discussion later on.
All members of a combination have to submit the ESPD.
The contracting authority can also require that all subcontractors submit the ESPD.
3.2.1.2.

Grounds for exclusion

Legislation
Prior to deciding if the applicants meet the suitability requirements, candidates are screened to verify
that they meet integrity requirements and should not be excluded from the contract award procedure.
These ground for exclusion are limited. The list consists of mandatory and discretionary or optional
grounds. Mandatory grounds being: participation in a criminal organisation; corruption; fraud;
terrorism; money laundering or terrorist financing; child labour and other forms of human trafficking;
failing to pay taxes or social security contributions. Discretionary can may only be applied when
proportionate. Possible grounds are breach of environmental, social and labour law, bankruptcy, grave
professional misconduct, distorting competition, submission of false documents, conflict of interests,
etc. Those candidates that have not been excluded from the contract award procedure on the grounds
stated above progress to the second stage of pre-qualification process.
Relevant choices from the other tenders
Suitable options


Grounds for exclusion (listed in European/national law)
o Mandatory grounds
 participation in a criminal organisation
 corruption
 fraud
 terrorist offences or offences linked to terrorist activities
 money laundering or terrorist financing
 labour and other forms of trafficking in human beings
 fail to oblige with the obligations to pay taxes or social security contributions
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o

Discretional/Optional grounds
 Breaches of environmental law
 Breaches of social law
 Breaches of labour law
 Bankruptcy
 Insolvency
 Cessation of business activities
 Conflict of interests
 Distortion of competition
 Misrepresentation and withheld information

With regard to proportionality the contracting authority may only require optional grounds that are
relevant to the performance of the concession. Considering the importance of continuity of the service
and the sensitivity and the relevance the subject of this concession, it should be considered
proportionate to apply all discretional grounds, with the exception of the Breaches of Environmental law.
Although, if the Consulate is able to substantiate the relevance of this specific exclusion ground
(transport, environmental policy etc) it can include this ground as well.
3.2.1.3.

Suitability requirements

Legislation
Contrary to Directive 2014/24/EU on public procurement, Directive 2014/23/EU does not provide a clear
framework for suitability requirements and selection criteria. The only references are:
1. Contracting authorities and contracting entities shall verify the conditions for participation relating
to the professional and technical ability and the financial and economic standing of the candidates or
tenderers, on the basis of self-declarations, reference or references to be submitted as proof in
accordance with the requirements specified in the concession notice that shall be non-discriminatory
and proportionate to the subject-matter of the concession. The conditions for participation shall be
related and proportionate to the need to ensure the ability of the concessionaire to perform the
concession, taking into account the subject-matter of the concession and the purpose of ensuring
genuine competition.
2. With a view to meeting the conditions for participation laid down in paragraph 1, an economic
operator may, where appropriate and for a particular concession, rely on the capacities of other
entities, regardless of the legal nature of its links with them. Where an economic operator wants to
rely on the capacities of other entities, it shall prove to the contracting authority or the contracting
entity that it will have at its disposal, throughout the period of the concession, the necessary
resources, for example, by producing a commitment by those entities to that effect. With regard to
financial standing, the contracting authority or the contracting entity may require that the economic
operator and those entities are jointly liable for the execution of the contracter the relevant resources
of this third party (declaration of the commitment).57.
Relevant choices from other tenders
There are a number of suitability requirements that are set down for a candidate to fulfil. If a candidate
does not fulfil particular suitability requirements, the application will not be progressed to the next
assessment stage. All candidates should provide evidence to verify that all suitability requirements are
satisfied. General suitability requirements consist of a financial/economic, professional authorisation and
professional/technical component.
-

57

Financial/economic requirements

Directive 2014/23/EU article 38.1
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Regarding the financial/economic component could be required the following information (Spanish
administrative provisions p. 9 and 13-14; Dutch selection guidelines, p. 28-29):








Balance sheet for at least two financial years, showing that total assets have not exceeded total
liabilities;
Statement of being capable of performing the services with existing financial resources and,
where appropriate, the extension thereof, as well as a statement that during the period of
implementation of the concession contract there are no necessary investments or claims which
can put its company in a position where its financial and economic standing or continuity is
compromised;
Confirmation of a regular audit in accordance with the legislation of the countries in which it is
operating and the fact that the operation of the ESP is subject to internal financial control:
annual reports accompanied with the Management Letter (MLP) from registered accounting firm
to verify that he is subject to a regular audit;
Minimum average annual turnover over the last two closed years: this is very important, as the
Visa Code requires the continuity and solvency of an ESP;
Presence of a Professional Indemnity Insurance (PII) or candidates should provide PII or a Letter
of Intent (LOI) that the candidate is prepared to take the insurance in case of contract award.

Candidates agree that the information they provide on their financial and economic standing may be
assessed by an external consultancy, if the contracting authority so desires. By submitting a duly filled
in and signed ESPD, the candidate declares that it complies with the above-mentioned requirements on
financial and economic standing.
Bank guarantees are extensively used during a tender process as a risk mitigation measure for both
parties, as it guarantees by the bank (or other financial institution), on behalf of the potential ESP, to
the contracting authority to effect the payment in case of default or non-performance of a potential ESP.
For each applicable lot, besides the financial and economic components, participants could be required
to submit a bank guarantee – a written document, issued by the bank at the request of the tenderer,
committing that the tenderer will not withdraw or amend the bid during the specific validity period of
the bid and will sign the contract with specified timeframe once winning the tender. The key function of
bank guarantee is to resolve a problem of mistrust between the contracting authority and the potential
ESP and reduce the financial pressure of the all bidders. Also, one of the key features of bank
guarantees, it will compensate the damaged party and penalize the defaulting party in case of breach
of contract to avoid and to reduce contract breaching activities and thus saving expenses that would
arise from litigation.
The bank guarantee should be approximately 2% to 5% of the total value of the contract (for the first
5 or 8 years, depending on the contract). The amount of financial guarantee is different per lot as it
depends on the size of the lot (number of cities included in each lot and projected visa applications).
In order to qualify for the bank guarantee, the minimum bank requirements should be met:




Hold a business licence that passed the annual inspection or other certificates that would prove
legal operations and scope of business;
Hold an account, a loan card and have a credit line at the specific bank
Hold a qualification to engage in relevant to the tender business.

-

Professional/technical component

The professional component usually requires from the candidate to be professionally or commercially
registered in accordance with the regulations in the country they are located in.
The Italian tender notice in China – which also refers to the existence of Chinese regulations on market
access by foreign operators – stipulates in this regard (p. 3):
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“I soggetti partecipanti potranno essere di diritto italiano o di diritto straniero, regolarmente
costituiti in base alla legge dello Stato di appartenenza. Il soggetto Aggiudicatario si impegna
all’iscrizione nel registro delle imprese dello Stato o alla costituzione di una società di diritto
nella municipalità di Chongqing entro 90 giorni dalla comunicazione dell’avvenuta
aggiudicazione, pena l’esclusione dalla procedura.” (Participating subjects may be of Italian or
foreign law, regularly constituted according to the law of the State of belonging. The winning
bidder undertakes to register in the State Companies Register or to establish a company by law
in the municipality of Chongqing within 90 days from the communication of the award, under
penalty of exclusion from the procedure.)
It is thus advisable to take into account any Russian regulations on market access by foreign operators.
As part of the preselection documentation, candidates should include a certificate/license of professional
registration as a proof of eligibility to provide visa processing services. The Spanish administrative
provisions particularly request that the purpose of the ESP should directly relate to the activities that
will be carried out, which can be derived from the bylaws or the formation certificate (p. 7).
A subcontracting declaration could be added in annex to the selection guidelines, in case subcontractors
are used, mentioning the following subcontracting conditions:










The subcontracting declaration is concluded between the main contractor and the subcontractor
with respect to the present EU concession award procedure;
If a candidate relies on a third party’s experience and/or resources, that third party should be
engaged to perform the contract during the entire term of the contract;
The subcontractor recognises the contracting authority’s right to check that it satisfies the
suitability requirements;
The subcontractor will observe at least the same level of confidentiality that the main contractor
is required to observe regarding the contracting authority;
The declaration does not affect the main contractor’s final responsibility as referred to in the
contract between the main contractor and the contracting authority;
For the performance of the contract awarded under the present EU concession award procedure,
as described in the selection guidelines and concession document, the main contractor will
ensure that the contracting authority can freely use, at its first request, the financial and
economic capacity/and technical and other competences that the subcontractor has available,
such in the broadest sense of the word;
The parties reciprocally waive their right to terminate this declaration, either by means of an
extrajudicial statement or through the courts;
If a provision in this declaration or in an agreement arising from it is found to be void, unlawful
or unenforceable, this will not affect the other provisions.

Such a declaration was added as Appendix 2 of the Dutch selection guidelines.
The Spanish administrative provisions demand that only a maximum of 50% of the services can be
subcontracted (p. 22-23).
As an execution of visa processing services requires the use of certain technologies, potential ESPs
should demonstrate availability of such technology, e.g. local website, where specific visa information
can be found including list of optional/value-added services with price range, customer service requests,
status and visa centre contact details etc. (Dutch selection guidelines, p. 29-30; Spanish administrative
provisions p. 9-10). In any case, the requirements as mentioned in applicable European legislation such
as the Visa Code, should be met.
To provide for evidence, at least one reference could be asked as a proof of each requirement. There
could also be put a maximum of references in place, such as four.
References are an effective way of verifying the candidate’s capacity to deliver the visa processing
services. Past performance references are mandatory and can be a factor to exclude candidates from
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the final selection in case of failure to provide. Some contracting authorities may set a time limit on the
expiration date of the reference, for instance they would not accept a reference older than 3-4 years.
The references should directly relate to the candidate and not to third parties he works with. In this
respect, it is advisable to add a reference declaration in annex to the selection guidelines, stating that:









(The value of) the reference contract relates only to work carried out under the candidate’s own
responsibility; if a contract was subcontracted, this must be stated;
If a preselection document is submitted by a consortium, all appropriate references of the
various consortium members must be submitted, on the understanding that each reference
requirement applies to the consortium as a whole;
If a contract is subcontracted and use is made of the experience and resources of a
subcontractor, the candidate must provide relevant information on the subcontractor as well as
information on the candidate/main contractor;
The information submitted must be verifiable at the first request of the contracting authority;
the candidate will cooperate in full in this matter;
The declaration must be signed by an authorized representative of candidate and by an
authorized representative of the referee;
Inaccuracies relating to the declaration may lead to exclusion or rejection.

Such a declaration was added as Appendix 4 of the Dutch selection guidelines.
It is also possible to have certain requirements regarding the referee, such as an authorized
representative of a country (state or political entity).
Table 5. General technical requirements.
Key technical components







Executing the Schengen visa application process according to the Visa Code, in particular article
43, article 44 and Annex X, on behalf of a government:
o
Information provision via a dedicated website for applicants who wish to apply for a visa;
o
Providing an appointments system where applicants can book an appointment for a visit to an
application centre;
o
Registration of applications including appended documentation, including a check that the
documentation is issued by the person, company or institution referred to;
o
Capturing biometric data: live facial photo and fingerprints;
o
Transport of application documents to and from a specified address or transferring applicationspecific data electronically;
o
Collecting application fees and transferring fees to the bank account of the contracting
government;
o
Answering inquiries concerning procedures, legislation and application status by telephone,
email or chat or at a front desk;
o
Issuing travel documents and, if applicable, visa refusal documents to Applicants when
returned from the contracting authority.
Capturing a live facial photo and fingerprints according to Commission Decision 2006/648/EC and
Commission Decision 2009/756/EC;
Operating and maintaining an IT environment, which supports the visa application process;
Encrypting and transferring electronic data and scanned documents to secured servers. The
candidate must demonstrate that it complies with the EU General Data Protection Regulation of
GDPR (Regulation (EU) 2016/679 of the European Parliament and of the Council of 27 April 2016
on the protection of natural persons with regard to the processing of personal data and on the free
movement of such data).

The candidate should declare that it complies with the requirements pertaining to quality management,
technical equipment and data- and privacy protection. Generally, they should meet certain quality
control standards and provide ISO certificates, e.g. ISO 27001 – Information Security Management, or
other accreditation certificates.
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Summary of the suitability requirements applied in other tenders:
o

o

o

Professional authority:
 Enrolment in a trade register kept in the Member State of establishment
(certificate/license of professional registration)
 Authorisation to perform specific services (only if this authorisation is required)
 Russian regulations on market access by foreign operators at the start of the
concession
Professional capacity
 Reference projects that show:

Execution of the Schengen visa application process according to the Visa
Code

Capturing a live facial photo and fingerprints

Operating and maintaining an IT environment, which supports the visa
application process

Encrypting and transferring electronic data and scanned documents to
secured servers
 Quality control
Financial/economic component
 The contracting authority Turnover, Financial ratio, professional risk indemnity
insurance
 Balance sheet for at least 2 financial years with total assets exceeded total
liabilities;
 Proof of capability to perform the services with existing financial resources
 Regular audit
 Internal financial control;
 Minimum average annual turnover over the last 2 closed years;
 Professional Indemnity Insurance

Suitable options
Contracting authorities may only impose suitability requirements, which are linked to the actual risks
entailed by the contract or attributable to the competence or competences sought. Furthermore,
contracting authorities may not take multiple measures to mitigate one specific risk. There seems to
be overlap in the listed financial and economic criteria. All off the above requirements, with the
exception of the professional authorisation, meet these criteria. However, with regard to
proportionality to the Consulate needs to choose the best requirement for its specific situation
Regarding additional wish that the concessionaire provides space for promotional activities, the
Consulate may need to add another professional capacity requirement.
3.2.1.4.

Qualitative assessment of candidates

Legislations
The contracting authority or contracting entity may limit the number of candidates or tenderers to an
appropriate level, on condition that this is done in a transparent manner and on the basis of objective
criteria. The number of candidates or tenderers invited shall be sufficient to ensure genuine
competition.58
A qualitative assessment may be used to limit the number of candidates the contracting authority wants
to admit in the second phase, generally 5 or 7. If more than these 5 or 7 candidates meet the all
requirements regarding the exclusion grounds and suitability, the contracting authority may assess the

58

Directive 2014/23/EU article 37.3
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quality of the candidates, based on a set of selection criteria. This third stage of the selection process is
not obligatory.
The concession directive leaves contracting authorities much room for setting criteria. Important in this
regard is to take the fundamental principles into account, non-discrimination, equality, transparency
and proportionality.Like the suitability requirements, the selection criteria should relate exclusively to
the professional and technical ability and the financial and economic standing of operators, and be linked
to the subject-matter of the contract. The criteria should be clearly and unambiguously described in the
selection procedures. They must be drawn up in such a way that candidates can distinguish themselves
from others and can be assessed and ranked objectively. Here too, the candidate may rely on third
parties. The contracting authority may not ask the same question twice: when a subject is covered by
a suitability requirement, it cannot be a qualitative selection criteria.
Relevant choices from other tenders
The Dutch selection guidelines, p. 31-33):









Number of current application centres in each country where consular cervices are performed
by the candidate on behalf of contracting authorities;
Number of current contracting authorities in each country commissioning the candidate to
provide consular services (involving at least visa applications);
Extent of current assurance standards, such as ISAE3402 type 2, per country. Current (no older
than 12 months), certified (valid accreditation) and proven (detailed testing of controls over a
minimum six-month period) assurance standards per country;
Quality control per country;
Present availability of additional services per country;
Present ability to scan application documents and travel documents;
Present availability of an operational Document Management System.

The assurance standards, as well as the quality control, usually are granted a higher weight (each 20%25%) in comparison to the other criteria. Regarding assurance standards, a standard ISAE3402 type 2
accreditation is given a higher weight than for example an ISAE3402 type 1 accreditation. Regarding
quality control an ISO 9001 certificate is given a higher weight than for example a national quality
accreditation certificate.
The additional services could inter alia include:









A mobile application service as an additional service for those who wish to receive SMS
notification on the status of their application;
Courier services for applicants as an additional service for those who wish to receive their travel
documents at their home or business address by courier;
A mobile kit service as an additional service for registering applicants with a mobile “kit”
(registration station) on a location other than the visa application centre premises, including
capturing of biometric data;
Arrangement of optional travel health insurance, in which case applicants must be granted the
option of alternatives;
Completion assistance services for those who are unable to personally complete the application
form, e.g. due to the inability to read and write or due to physical handicaps;59
‘VIP Services’ or ‘Express Services’, which give applicants preferential treatment during the visa
application process;
Assistance in the legalisation of public documents of the host country.

Note that the ESP should not be allowed to charge any extra fees for merely advising the applicants on how to fill
in the application form (e.g. by providing explanations on the meaning of a particular field in the application form).
59
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If such services are present, the candidate receives the maximum of points, if not, the candidate will
receive zero points.
Suitable options
The qualitative assessment is not obligatory, but as said before, it provides an useful extra opportunity
to ensure the quality and dependability of the candidates/tenderers, especially since the options to do
this through the suitability requirement and in the award phase are limited.
The choice of proportionate, non-discriminatory and fair criteria, and their application to economic
operators is crucial for the operators’ effective access to the economic opportunities related to
concessions. In particular, the possibility for a candidate to rely on the capacities of other entities can
be decisive to enable the participation of SMEs. Therefore, it is appropriate to provide that the criteria
should relate exclusively to the professional and technical ability and the financial and economic standing
of operators, and be linked to the subject-matter of the contract.
3.2.2. Phase 2: The award process
3.2.2.1.

Minimum requirements

The first stage of phase 2 is checking whether a Tender satisfies the framework of the concession, the
characteristics, execution conditions and minimal requirements, regarding the requested services,
particularly technical, physical, functional, administrative and legal.
The minimum requirements are generally laid down in the Terms of References and other concession
documents. Often Tenderers are asked to fill out a declaration of conformities, in which they declare
that all these documents are met unconditionally (knock out). If he does not meet a specification,
Requirement, term or condition, the Tender will be excluded. The Tenders (award criteria) must be
consistent with the description of the Contracts and these specifications, Requirements, terms or
conditions. If a discrepancy is found, the Tender may be excluded.
The Directive states about the minimal requirements:
1. Technical and functional requirements shall define the characteristics required of the works or services
that are the subject-matter of the concession. They shall be set out in the concession documents. Those
characteristics may also refer to the specific process of production or provision of the requested works
or services provided that they are linked to the subject-matter of the contract and proportionate to its
value and its objectives. The characteristics may for instance include quality levels, environmental and
climate performance levels, design for all requirements (including accessibility for disabled persons) and
conformity assessment, performance, safety or dimensions, terminology, symbols, testing and test
methods, marking and labelling, or user instructions.
2. Unless justified by the subject-matter of the contract, technical and functional requirements shall not
refer to a specific make or source, or a particular process which characterises the products or services
provided by a specific economic operator, or to trade marks, patents, types or a specific production with
the effect of favouring or eliminating certain undertakings or certain products. Such a reference shall be
permitted, on an exceptional basis, where a sufficiently precise and intelligible description of the subjectmatter of the contract is not possible. Such reference shall be accompanied by the words ‘or equivalent’.
Other tenders
The Dutch Tender has an appendix with the Terms of Reference (including the requirements (knock out)
and the award criteria), concept agreement, confidentiality agreement and other documents.
Suitable options
Strongly depends on the Consulate’s specific wishes regarding the concession.
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It is important to be as specific as possible about the minimum requirements. However, if the Consulate
decides to apply the negation procedure, there must also be enough room to include (small) changes.
If the Consulate is not yet sure whether it will call off a specific service, it may also be included as option
in the Terms of Reference
3.2.2.2.

Award criteria

Legislation
Contracting authorities have to assess tenders on the basis of one or several award criteria. In order to
ensure transparency and equal treatment, criteria for the award of concessions should always comply
with some general standards. Those standards may refer to factors which are not purely economic, but
influence the value of a tender from the point of view of the contracting authority and permit it to
identify an overall economic advantage to the contracting authority. It is possible to include in award
criteria, inter alia, environmental, social or innovation-related criteria.
Award criteria should permit effective competition and be accompanied by requirements that allow the
information provided by the tenderers to be effectively verified. They have to be disclosed in advance
to all tenderers, be related to the subject-matter of the contract and they have to enable objective and
verifiable assessment.
Within this framework the contracting authority is free to determine the award criteria and sub-criteria,
to assign weights and develop an assessment model.
The Directive states:
1. Concessions shall be awarded on the basis of objective criteria which comply with the principles set
out in Article 3 and which ensure that tenders are assessed in conditions of effective competition so as
to identify an overall economic advantage for the contracting authority or the contracting entity.
2. The award criteria shall be linked to the subject-matter of the concession, and shall not confer an
unrestricted freedom of choice on the contracting authority or the contracting entity. They may include,
inter alia, environmental, social or innovation-related criteria.
Those criteria shall be accompanied by requirements which allow the information provided by the
tenderers to be effectively verified.
The contracting authority or the contracting entity shall verify whether tenders properly meet the
award criteria.
3. The contracting authority or the contracting entity shall list the criteria in descending order of
importance.
Notwithstanding the first subparagraph, where the contracting authority or contracting entity receive a
tender which proposes an innovative solution with an exceptional level of functional performance
which could not have been foreseen by a diligent contracting authority or contracting entity, the
contracting authority or contracting entity may, exceptionally, modify the ranking order of the award
criteria to take into account that innovative solution. In that case, the contracting authority or the
contracting entity shall inform all tenderers about the modification of the order of importance and shall
issue a new invitation to submit tenders, in respect of the minimal time limits referred to in Article
39(4). Where the award criteria have been published at the moment of the publication of the
concession notice, the contracting authority or entity shall publish a new concession notice, in respect
of the minimum time limits referred to in Article 39(3).
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The modification of the ranking order shall not result in discrimination.60
Relevant choices from other tenders
Contracts for performing visa processing services are awarded based on the “Quality” and “Price”
criteria. The weighting for particular criteria usually are:



Technical Quality - 80% - 90%
Financial Price – 20% - 10%

The Dutch award criteria for example are granted the following weighting (concession document p. 24):




Quality: quality of consular services, 900 points;
Price: service fee and hourly fee 100 points.
TOTAL: 1000 points.

The award criterion price thus consisted of two components: the service fee, with a weighing factor of
99% and the hourly fee, with a weighing factor of 1%. Both components are assessed in conjunction
based on an absolute scale.
The service fee is the fixed all-in price, in accordance with the requirements in the concession document
and the guarantees in the potential concessionaire’s tender, including all other costs like implementation
costs for application centres, ICT, equipment, etc.
Hourly fees are all-in rates, which means that they include at least the following costs: salaries,
overheads, support work, use of equipment, ordinary domestic travel and accommodation, commuting,
parking, training, recruitment and selection, replacement staff, insurance premiums, profit and any
other additional costs, such as the costs of preparations necessary to execute the contract.
Calculation / assessment methods
Submitted tenders assessed based on specified by the Grantor criteria and in accordance with assigned
ratings. For example:
For the “Quality” criteria, candidates rated using specified even-number or percent ratings, for example
from 0 to 10.
Where:
 0 = No Score - in cases when the candidate could not be rated due to failure to provide required
information or if the candidate has not given meaningful answer;
 10 = Maximum Score – in cases when candidate provided full response with required details
based on all the Grantor’s specifications
Following the assessment of all candidates, final rating for the “Quality” criteria is calculated by adding
together all scores to give the total weighting score. Candidates, usually, required to score around 60%70% of the maximum possible score in order to be assessed for the “Price” criteria.
For the “Price” criteria, candidates, usually, rated based on proposed service fee. As the EU Visa Code
capping visa service fee to a maximum of 30 Euro, all candidates that submit offer higher that 30 Euro
usually excluded from the tender.
The Dutch price assessment system, for example, based on 2 factors:



60

Service Fee with a weighting factor of 99%
- The minimum value for the Service fee component is 15 Euro, whereas the maximum
value is 30 Euro.
Hourly Fee with a weighting factor of 1%
The minimum value for the Hourly fee component is 25 Euro and the maximum value is
100 Euro

Directive 2014/23/EU article 41.
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Thus:
Price

Weighting factor

Minimum value

Maximum value

Service fee inc. VAT

99%

15 Euro

30 Euro

Hourly fee excl. VAT

1%

25 Euro

100 Euro

100%

100 points

0 points

Total

Candidates that submit Service or Hourly fee at the maximum value and above will be marked as invalid
and awarded 0 points.
Assessment Service Fee (99%)
The conditions of the service fee are:



Maximum points for the Service Fee will be granted to candidate with the ‘fixed all-in Service
Fee of 15 Euro’.
A candidate with an average fee lower than 15 Euro, including VAT will not be awarded with
more points

Assessment Hourly Fee (1%) is calculated as follows:

Where:



Submitted junior staff fee is 80% of submitted medior fee,
Submitted medior fee is 80% of senior fee.

Therefore, the minimum average hourly fee:

The conditions of the hourly fee are:


Candidate will receive 1 point for the weighted average hourly fee of 31.77 Euro (Junior staff
fee = 25 Euro; Medior staff fee = 31,21 Euro; Senior staff fee = 39,06 Euro). An average fee
lower than 31,77 Euro excluding VAT will not be awarded more points.



Additional points are not added in cases when candidate submits average fee lower than the
weighted average.



If the candidate submits the hourly fee of senior staff that is or is higher than 100 Euro
excluding VAT the tender will be excluded as invalid.



Dutch Hourly Assessment requires that ‘the hourly fee of a Junior staff is a maximum of 80%
of the hourly fee of a medior staff, which is a maximum of 80% of the hourly fee of a senior
staff’, all candidates that submit hourly fee lower that stated will be marked as invalid and
awarded 0 points.

Assessment of the “Price” criteria usually calculated as:
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Alternative formula that can be used for the price award assessment to determine average lower
submitted price as follows:

Tenderers, usually, cannot calculate their precise final score but can estimate the approximate score.
This is due to uncertainty over the quality assessment as the quality score, usually, provided by the
Grantor after tenderer submits its bid. There is additional level of uncertainty for the tenderer as the
final award score depends on the lowest price and the highest quality offered.
It is important for the tendering entity to specify pricing parameters as the price ranking highly
depends on particular range. Normally, the tenderer expected to submit the closest price to the
minimum allowed fee. The most precise estimate and the closest to the minimum allowed fee achieves
the highest score on a price award. However, particular approach may sometimes lead to a level of
uncertainty such as minimum allowed fee underestimation or overestimation. Underestimated fee may
result in decrease in total price level, whereas overestimation may result in increase in the price level.
After the weighting score for “Quality” and “Price” is calculated, all weights are added together to give
the final score for the Tender. The tender awarded to the best price-to-quality bid: the highest score for
the price and quality criteria.

Suitable options
Both options, 80-20 and 90-10 seem reasonable and would meet the needs of the Italian Consulate.
However, more important than the formal price-quality ratio is the distribution of the scores within the
award criteria. This spread can be strongly influenced by the assessment model and the quality of the
award criteria.
Example 1: The contracting authority uses a methodology whereby the price score is calculated on the
basis of a minimum and maximum (ceiling) price and the maximum price is relatively competitive.
Subscriptions will all be close to the price ceiling and will score approximately equally for the price. The
economic award criterion therefore becomes (almost) irrelevant, even if it formally weights heavily.
Example 2. The quality of the award criteria is also determined by the extent to which the (sub)award
criteria allow tenderers to distinguish themselves from the others. If the technical criteria are not very
critical and all tenderers achieve a high score, the technical award criteria become less relevant and
therefore the price is the determining factor. Even if the ratio is 90-10. This poses a particular risk in
the case of binary (yes/no) and quantitative award criteria. A smaller gap in the scores is often
considered less preferential as it can increase the chances of complaints and lawsuits, because tenderers
may think they can bridge the gap.
If the contracting authority receives a tender which proposes an innovative solution with an
exceptional level of functional performance, the contracting authority may modify the order of the
award criteria to take into account the new possibilities brought about by that innovative solution. To
ensure equal treatment the contracting authority has to issue a new invitation to tender or, where
appropriate, publishing a new concession notice. This retendering is very costly and time consuming.
The negotiation procedure also provides some room for changes, provided that the award criteria and
the minimum requirements are not changed during the course of the negotiations.
-

Price

Key assessment principles for the “Price” criteria are:


As the direct visa fees are usually capped by the Law (e.g. EU Visa Code), candidates are
assessed based on the fee for the visa processing service and the price range for the optional
and value added services provided by the ESPs;
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Hourly fees, could be capped in the concession document: it could for example be a requirement
that the hourly fee of a junior staff is a maximum of 80% of the hourly fee of a medior staff
which is a maximum of 80% of the hourly fee of a senior staff. The maximum hourly fee of a
senior staff could be capped to 100 EUR excluding VAT. If for a senior staff a higher fee than
100 EUR excluding VAT is submitted, the tender will be excluded;
The total weighed fee could be a weighed addition of the average service fee and the average
hourly fee;
Details on the calculation formula and the fact that the score on price assessment will be rounded
to a certain amount of digits.

The assessment of a tender should not take any account of information, data, prices, discounts,
conditions, etc. included by the potential concessionaire that have not been requested or demanded by
the contracting authority. Besides, the potential concessionaire is required to enter all the prices in the
form. It is not permitted to enter a zero or negative amount. Such tenders will be excluded as invalid.
Hourly fees are all-in rates, which means that they include at least the following costs: salaries,
overheads, support work, use of equipment, ordinary domestic travel and accommodation, commuting,
parking, training, recruitment and selection, replacement staff, insurance premiums, profit and any
other additional costs, such as the costs of preparations necessary to execute the contract.
Requirements that are typically foundational for the “Quality” criteria include: implementation of the
visa services; location and number of visa centres per region/city; quality and extent of the visa services
provided; ability to implement technological requests, data and privacy protection measures; quality
control, contract management and audit procedures, number of staff and staff training.
Suitable options
-

Technical offer

The assessment methodology should be carefully explained, both for the quantitative (e.g.
number of application centres) as well as the qualitative award sub-criteria (e.g. quality of application
centres):










Details on the composition, the methodology and the decision-making process of the assessment
committee (at least 4 members are deemed necessary); the contracting authority should
however be entitled to modify the composition of the assessment committee, including the
number of members;
A list of possible ratings that may be awarded to the qualitative award sub-criteria: this list
should be exhaustive and the assessment committee can only award the specified ratings (e.g.
even-number, in which case odd numbers and fractions will not be awarded); the score for the
response to an award sub-criterion should be entirely at the discretion of the assessment
committee and the contracting authority;
Information on the fact whether a qualitative award sub-criterion will be assessed as a whole
based on the interrelationship of the underlying aspects, or whether the under laying aspects
will be assessed separately;
Information on the calculation of the qualitative award sub-criterion resulting in a weighted
score, which is the number of points that a potential concessionaire receives for that award subcriterion; all the weighted scores for a particular tender are added together to give a total score
for that tender;
Who will be awarded the contract in case a number of tenders end up with the same total
number of points, which means that several potential concessionaires are eligible for award of
the contract as they have submitted the best price-to-quality-ratio; the choice should be made
based on objective criteria, for example the contract will be awarded for the tender among that
has the highest score for the qualitative award sub-criteria. In the event that several of those
tenders have the same score, the contract will be awarded for the tender among that group that
has the highest score with regard to the award sub-criterion with the highest weighting factor.
If this is still not decisive, lots could be drawn under the supervision of a notary;
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How the scores achieved will be rounded (e.g. to two decimal places and only with regard to the
total tender).

In the interests of objectivity, the qualitative award sub-criteria could be assessed before the assessors
know the prices.
In order to guarantee the quality, a tenderer must achieve at least a certain percentage of the maximum
score on the quality award sub-criteria (e.g. 60%) to be eligible for award of the contract. Only if this
percentage is reached, the tender will also be assessed on price. If the tender does not meet the
threshold, it will be excluded.
Suitable options
The Italian Consulate prefers the use of quantitative award criteria to assess the technical offer.
Advantages may be that they are:

Transparent

Easy to verify during the concession award process

Easy to enforce during the concession period

Less time consuming for the tenderer and the contracting authority

Leave little room for subjectivity during the assessment and therefor secure equal treatment of all
tenders.
The main disadvantages of quantitative assessment criteria are:

They leave little room for creative and innovative solutions.

The may leave tenderers little room to distinguish themselves from others.
Both of these points are required in the Directive.61
Quantitative criteria can still be distinctive, if they are based on open questions. (‘how many do you
have’ … instead of ‘do you have more than 10…’). Another possibility is to use a comparative scoring
method.
It is also possible to use a combination of quantitative and qualitative criteria.
3.2.3. Changing circumstances
Concession contracts typically involve long-term and complex technical and financial arrangements
which are often subject to changing circumstances. It is therefore necessary to clarify the conditions
under which modifications of a concession during its performance require a new concession award
procedure, taking into account the relevant case-law of the Court of Justice of the European Union.
A new concession procedure will even be required in the case of material changes to the initial
concession, in particular to the scope and content of the mutual rights and obligations of the parties,
including the distribution of intellectual property rights. Such changes demonstrate the parties’ intention
to renegotiate essential terms or conditions of that concession.
This is the case in particular if the amended conditions would have had an influence on the outcome of
the procedure, had they been part of the initial procedure. Modifications of the concession resulting in
a minor change of the contract value up to a certain level value should always be possible without the
need to carry out a new concession procedure. To that effect and in order to ensure legal certainty,
Directive 2014/23/EU provides for de minimis thresholds, below which a new award procedure is not
required.
Modifications of the concession above those thresholds should be possible without the need to carry out
a new award procedure, to the extent that such modifications comply with certain conditions. That might
be, for instance, the case of modifications which have become necessary following the need to
61

Directive 2014/23/EU article 41.1 and 41.3.
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accommodate requests from contracting authorities or contracting entities, with regard to security
requirements and taking into account specificities of such activities.
Relevant choices from the other tenders
The Dutch selection guidelines specifically refer to the following possible changes and provide for
acceptance of them by the ESPs (p. 12):




The ESP must accept that the service for Schengen visas may change in a country or at an
application centre as a result of changes to countries’ visa requirements and/or further European
cooperation in such forms as visa representation and common application centres as described
in the European Visa Code;
As there may be political, economic, budgetary, administrative or organizational changes within
the contracting authority, changes in the contracting authority’s position within the central
government or changes in funding, it is possible that the services to be provided under the
concession will change.

The Spanish administrative provisions, contain a general reservation (p. 3). It is stated that the object
of the contract, might change as a result of unforeseen circumstances and the contract will be adapted
accordingly. There are no details on the extent of the changes. The Spanish administrative provisions
also make a reservation in case of changes necessary for the public interest (p.3). Moreover, on page
22, the document says that there could be the changes in the list of the diplomatic missions to whom
the services are provided, and that could cause a change in the number of visa applications (by at least
15%) so the modification of the contract may be used with the limit that it does not affect more than
30% of the total diplomatic missions.
The Italian tender notice in China, mentioned “The Office is not responsible for any changes to Annex 1
of Regulation (EC) no. 539/2001 which determine the reduction in the volume of visa applications” (p.
2). It continues by saying that – on the occasion of the performance in Italy of major events of a
sporting, touristic, economic, social or promotional nature, with significant consequences in terms of the
number of entry visas – the contracting authority reserves the right to withdraw or extend the contract
giving a minimum of 6 months notice (p. 3).
In the German draft concession agreement, the following provisions are included (p. 92-93):






The parties to the contract may amend the content of the contract, in particular the catalogue
of the services to be rendered hereunder, at any time this becomes necessary (e.g. due to
changes in the legal and regulatory framework for the issuance of visas) by a written bilateral
amendment to this contract, provided that the overall character of the contract remains
unchanged;
The Federal Foreign Office may unilaterally authorize the supplementation of the services to be
rendered under the contract to include the scanning of the application documents received and
their transmission to the Mission by the service provider in cases where the Federal Foreign
Office has developed technology for the electronic archiving of visa files and has organizational
processes in place for this purpose. The ensuing costs shall be offset by an appropriate increase
in the service fee;
Furthermore, the Federal Foreign Office may unilaterally extend the service of acceptance of
national student visa applications to include the establishment of an academic assessment
centre for students, provided that the Federal Foreign Office concludes an agreement with the
German Academic Exchange Service and the Standing Conference of the Ministers of Education
and Cultural Affairs of the Länder in the Federal Republic of Germany as well as the TestAS
Organization, where appropriate.

Suitable options
Concessions may only be modified without a new concession award procedure:
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1. When the modifications have been provided for in the initial concession documents in clear, precise
and unequivocal review clauses, stating the scope and nature of possible modifications and the
conditions under which they may be used.
2. For additional services that have become necessary, where a change of concessionaire cannot be
made for economic or technical reasons; would cause significant inconvenience or substantial
duplication of costs; and does not exceed 50 % of the value of the original concession.
3. When the need for modification has been brought about by circumstances which a diligent
contracting authority could not foresee; the modification does not alter the overall nature of the
concession; and does not exceed 50 % of the value of the initial concession.
When the value of the modification is below is below the EU threshold for concessions and below10 %
of the value of the initial concessions. Effectively this leaves room for modifications up to 5.5 million
euro, provided that the total value of the concession is at least 55 million euro.
In line with criterion 1, the Dutch, Italian and German concession documents provide for possible
modifications in the future. The Spanish reservations in the Spanish concessions documents are far to
general and therefore do not seem to meet the requirements of criteria 1. The EU Directive does not
provide a specific exception for changes necessary for the public interest.
Criterion 2 has to be explained restrictively, which means it will be difficult to prove that the
concessionaire cannot be changed for economic or technical reasons. Unless the value of the
modifications is lower than 5.5 million euro (criterion 4) or the contracting authority is able to be quite
specific about possible future changes (criterion 1), the reasons for modifying the concession must fall
within criterion 3, unforeseen circumstances.
In this case including actual ‘unforeseen’ reasons in the concession documents is not relevant. However
indicating possible grounds for modification may prevent discussions later

3.2.4. Human rights and labour conditions
To mitigate the risks related to human rights and labour conditions (Dutch draft concession
agreement, p. 12-13 and Appendix D of the Dutch selection guidelines), the contracting authority may
want to ask the ESP to conduct a continuous due diligence process with regard to human and labour
rights including drafting a risk analysis and proposing an action plan following the award of the contract.
Moreover, the contracting authority might ask an ESP to provide annual reports on his efforts to improve
social conditions and indicate steps that were taken by ESP for that purpose. It could be required that
such a particular report should be published in an open source and that it should be accessible for the
public.
Caption 29. High-level due diligence process

Lastly, upon request, the ESP should immediately grant access to the agreements on employment
conditions if the contracting authority considers this necessary to prevent or deal with a salary claim
concerning work carried out for the purpose of the performance of the concession contract.
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The German draft concession agreement (p. 64), specifically mentions that – in order to prevent
corruption – the ESP shall upon request make available a table showing the salaries attached to all the
individual positions in the Visa Application Centre. It shall ensure that its staff members are paid decent
wages.
3.2.4. Performance guarantees
A concessionaire will perform the consular services for its own expense and risk. Concessionaires
claiming an increase in costs should give a verifiable and detailed account of these costs. In principle
there should be no entitlement to raise the charges.
A concessionaire can therefore not claim any costs from the contracting authority unless provided
specifically in the concession documents. Sometimes, during the performance of the concession
contract, the ESP may run into financial difficulties or fail to fulfil the terms of the contract. Therefore,
contracting authority may want to insure itself from any loss or damage that may be caused by the ESP.
Relevant choices from other tenders
A bank guarantee can be used as a promise to the contracting authority from the ESP to have the
relevant financial backing to fulfil the tender conditions in case of running into financial difficulties
(Spanish administrative provisions, p. 20; Dutch concession document, p. 22). Particular financial
legitimate will act as a safety measure for the contracting authority.
Besides a bank guarantee, the concessionaire also has to take out and retain adequate insurance
cover in respect of certain risks.
The Dutch draft concession agreement mentions the following insurance covers (p. 10):




Professional liability, i.e. the risks arising from professional errors;
Business liability, including liability for damage caused to persons or the contracting authority’s
property;
Loss of or damage to business property (including as a result of fire or theft), including items of
property owned by the contracting authority.

The German draft concession agreement requests that the concessionaire, at his own expense, takes
an ‘appropriate’ insurance cover for all damages caused by him, any of his staff members or any third
party engaged by the concessionaire for the purpose of execution of the concession contract (p. 90).
The concessionaire also has to take any insurance cover that might be obligatory by national law (p.
94).
The concessionaire should be able to immediately present either the original or certified copies of the
policies and proof of the payment of premium for the abovementioned insurances, or a statement from
the insurer to the effect that these policies exist and the premium has been paid. The concessionaire
will not terminate either the insurance contracts, or the terms applying to them without the contracting
authority’s prior written consent. Neither will the concessionaire change the insured sum to the
contracting authority’s disadvantage without his prior written consent. The insurance premiums owed
by the concessionaire cannot be recovered from the contracting authority.
Penalties could also be imposed for several reasons, other than force majeure. The penalty could be
payable for example per day the failure persists. The Dutch draft concession contract for example states
on page 6:
“If the Consular Services have not been performed in full in accordance with the terms of the
Concession Contract within the time limit as agreed or extended, the Concessionaire will owe
Grantor an immediately payable penalty of EUR 2500 per day, for every day the failure persists,
with a maximum of EUR 50,000. If it is clear that there is no prospect whatsoever of the Consular
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Services being performed in full for reasons other than force majeure, Concessionaire will
immediately be liable for the full penalty of EUR 50,000.”
In any case, the penalty should payable to the contracting authority without prejudice to all its other
rights, including:



Its right to demand that the consular services be performed as agreed;
Its right to financial compensation for any damages.

The penalty mentioned in the Dutch draft contract does not however apply to the concessionaire’s
performance under the primary KPI’s. Such performance is subject to the conditions with respect to the
bank guarantee as set out in the concession document.
The German draft concession agreement (p. 92) also contains a provision on penalties:
“Instead of terminating the Contract immediately and without notice, the Federal Foreign Office
may demand a contractual penalty if the serious infringement is due to intent or negligence on
the Service Provider's part. The contractual penalty shall amount to 0.3% of the contract value
for each violation, but shall not exceed a total of 5% for multiple violations. The contract value
corresponds to the estimated value set out in the prior information notice on the award
procedure. In so far as the serious infringement consists of exceeding the error rate as defined
by Clause I (3) a) of the Contract towards a specific Mission, the contract value is calculated as
follows: number of visa applications accepted by the Service Provider in the year prior to the
serious infringement in the administrative district of the specific Mission multiplied by 5 years
of contract duration multiplied by the fee for acceptance of a Schengen visa application in the
relevant administrative district. The Federal Foreign Office expressly reserves the right to bring
claims for further loss or damage.”
The Spanish administrative provisions, mentions that for each day of delay of the requests presented
to the ESP there should be 100 EUR indemnity (p. 23).
Provisions on liability in the concession contract, should at least contain the following aspects (German
draft concession agreement, p. 92; Dutch draft concession agreement p. 8-9):





The situations in which a notice of default is required or not;
The form of a notice of default (written);
The implications if the defaulting party fails to discharge its obligations as described by the end
of the extended time limit (which should be reasonable);
Possible situations in which limitation of liability applies.

As already mentioned, a concessionaire should be liable for all obligations in respect of its staff and
subcontractors, including those arising under tax and social insurance law. The concessionaire should
indemnify the contracting authority against any liability in this connection.
Suitable options
Here too it is important to avoid applying multiple measures to mitigate the same risk.
3.2.5. Fraud, favouritism and corruption
Legislation
A contracting authority should take appropriate measures to combat fraud, favouritism and
corruption and to effectively prevent, identify and remedy conflicts of interest arising in the conduct
of concession award procedures, so as to avoid any distortion of competition and to ensure the
transparency of the award procedure and the equal treatment of all candidates and tenderers.
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A distinction can be made between fraud and corruption during the concession award process and during
the execution of the concession. The first category is covered by the exclusion grounds. Preventive
measures against corruption during the execution of the concession can be included in the Terms of
Reference and the concession agreement.
The concept of conflicts of interest shall at least cover any situation where staff members of the
contracting authority or entity who are involved in the conduct of the concession award procedure or
may influence the outcome of that procedure have, directly or indirectly, a financial, economic or other
personal interest which might be perceived to compromise their impartiality and independence in the
context of the concession award procedure.
With regard to conflicts of interest, the measures adopted shall not go beyond what is strictly necessary
to prevent a potential conflict of interest or eliminate a conflict of interest that has been identified.
Relevant choices from other tenders
The analyzed concession documents in particular contain the following provisions (German draft
concession agreement, p. 64-65; Dutch draft concession agreement, p. 7-8, 13; French general
conditions, p. 5-6):













The Dutch concession document (p.13) mentions that:
“All communications relating to the Concession award procedure must be directed via Complete
Tender Management” since “direct approaches to other officials of the Grantor or the
procurement centre regarding the Concession award procedure are not permitted. Any attempt
to influence staff involved in the Concession award procedure, whether favourably or
unfavourably, will lead to exclusion from this Concession award procedure”.
German draft concession agreement (p. 65) indicates that the concessionary:
“Shall run regular contract-related training courses for its staff, at least twice a year, particularly
on optimising security, ensuring a low error rate, the continuous prevention of corruption,
compliance with current data protection”
Concessionaire’s staff and subcontractors involved in the performance of the consular services,
in so far as the consular services are performed on the contracting authority’s premises, must
comply with the contracting authority’s security procedures and other rules. The contracting
authority will however inform the concessionaire in good time about these procedures and rules;
The contracting authority may require certificates of good conduct to be produced in respect of
the concessionaire’s staff and subcontractors;
The contracting authority may carry out security checks on members of the concessionaire’s
staff and his subcontractors, in accordance with the rules usually applied by the contracting
authority. The concessionaire must lend its full cooperation to such checks;
The contracting authority may, on the basis of the results of a security check, refuse to allow
the person in question to work on the concession contract, without giving any reasons;
The concessionaire will adopt appropriate anti-corruption measures (for example a ‘dual-control’
system);
The concessionaire will not offer to the contracting authority or to third parties, or ask for, accept
or obtain a promise of, from the contracting authority or third parties, whether for themselves
or for any other party, any gift, reward, compensation or benefit of any form whatsoever if this
could be construed as constituting an illicit practice. Such a practice may constitute grounds for
dissolving the concession contract either in full or in part.

The German draft concession agreement (p. 13 and 64-65), specifically mentions that – in order to
prevent corruption – the ESP will operate a queue number system to send each applicant to a customer
desk at random. The counter staff will be rotated daily. The ESP shall, prior to the subcontractor
commencing the performance of its services, present the Federal Foreign Office with the subcontractor's
declaration of a commitment regarding the prevention of corruption.
The Spanish administrative provisions ask for a maximum control over the staff that is hired (p. 21-22).
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Suitable options
In line with Dutch concession document, German draft concession agreement and the French general
conditions the suitable options are all follows:











The concessionaire should have a comprehensive code of conduct that includes all the
information on any type of corruption, fraud and violation. The guide should aim to provide
simple, understandable instruction on working with integrity, fairness and transparency and
build a common understanding of how organization defines corruption, fraud and favoritism.
As corruption prevention is more critical than detecting it after it has happened the visa service
providers should have regular, bi-annual trainings on prevention of corruption, compliance with
data protection rules and security requirement.
The contracting authority should ensure regular planned and spot on checks on whether
appropriate anti-fraud, anti-corruption and anti-favoritism measures are in place.
Regular staff rotation could be used in order to decrease the possibility of corruption though
rotating human resources around vulnerable positions. As long term relationship between staff
and bribers build on confidence in each other, staff rotation could prevent such long term
relationships from building in the first place.
Strict rules have to be placed regarding any indication of fraud. Any employee directly or
indirectly aware of fraudulent activity should notify their respective manager and take anticorruptive measures.
Under reasonable judgement, no concessionaire is allowed to gift, accept, grant or receive a
promise from contractive authority or third parties that could be considered of illegal nature.

3.2.6. Control over the quality of the services
Legislation
The EU legislation does not prescribe or prohibit quality control measures, provided that the apply with
the fundamental principles. Which means they do need to be known to all tenderers and therefore
included in the Terms of Reference and the Concept concession agreement.
At all time, the contracting authority should have the chance to control the quality of the services
(German draft concession agreement, p. 90; Dutch draft concession agreement, p. 5; French general
conditions, p. 5-6, Spanish technical provisions, p. 17-18):









The contracting authority should formulate smart KPI’s (Key Performance Indicators), so that it
is clear for the ESP what the expectations are and what the contracting authority should check
during control;
Before opening of an application centre, the contracting authority may wish to undertake an
(external) audit to ensure that the application centre meets all the requirements to execute the
agreed services;
The contracting authority should always be allowed to direct, unlimited and unannounced access
to the visa application centres and the ESP should make available all data/documents for
monitoring the services (including complaints). The contracting authority can carry out
interviews. An active collaboration from the ESP is expected;
The contracting authority should reserve the right to make test telephone calls, lodge test
applications, etc. for monitoring the services;
If there is any possibility of the consular services being delayed, the concessionaire should
immediately notify the contracting authority, explaining the reasons for and the consequences
of the potential delay. The concessionaire will also propose measures to avoid further delay.
Within a certain period after receiving this notification (e.g. 14 days), the contracting authority
should notify the concessionaire whether or not it agrees with the proposed measures and the
consequences described by the concessionaire. However, the agreement should not imply any
acceptance by the contracting authority of the cause of the potential delay, and should not affect
any other rights of the contracting authority under the concession contract, including the rights
to claim damages;
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The concessionaire should present the contracting authority with the measures taken to protect
material against risks of major disasters (fires, water damage, destruction of material) and to
prevent climate-related and earthquake damage. If the visa application centre is exposed to
risks of disruption, for example due to electromagnetic or thermal rays or electromagnetic
pulses, the concessionaire must likewise take measures to protect the material and data against
them;
The concessionaire shall inform the contracting authority of any changes to the ownership
structure of its company without being requested to do so.

To guarantee the quality of services, the concessionaire should not be allowed to transfer his rights and
obligations under the concession contract to third parties without written consent from the contracting
authority. This is stated in the Spanish administrative provisions (p. 8), the Dutch draft concession
agreement (p. 7) and the German draft concession agreement (p. 90-91). The contracting authority
may attach conditions to this. In any case, a concessionaire should be liable for all obligations in respect
of its staff and subcontractors, including those arising under tax and social insurance law. The
concessionaire should indemnify the contracting authority against any liability in this connection.
In performing the concession contract, the concessionaire could be allowed to make use of third-party
services, but only after it has obtained the contracting authority’s written consent. The contracting
authority may attach conditions to its consent. The fact that the contracting authority has given its
consent should however not affect the concessionaire’s responsibility and liability for discharging the
obligations imposed on it under the concession contract, and for discharging the obligations imposed on
it as an employer under tax and social insurance law.
Lastly, as already mentioned, division into different lots, could lead to different concessionaires for the
separate lots, which makes a standard method and an effective control towards a uniform approach of
the visa process more difficult.
Suitable options
3.2.7. Intellectual property
Legislations
The EU legislation does not prescribe how contracting authorities and concessionaires should handle
intellectual property, provided that the apply with the fundamental principles. Which means they do
need to be known to all tenderers and therefore included in the Terms of Reference and the Concept
concession agreement.
Relevant choices from other tenders
Several countries have included stipulations on intellectual property into the concession contract,
such as The Netherlands in the draft concession contract (p. 10-11) and France in their general
conditions (point 9, ‘data collection provisions’). The contracting authority should be appointed as the
owner of all copyrights that may be exercised now or in the future in relation to the results of the
consular services performed by the concessionaire, included all rights irrespective of where and when
they may be exercised. In pursuance of the concession contract, the concessionaire should assign these
rights to the contracting authority as soon as they arise. If there is a difference of opinion between the
parties on the copyrights, it will be assumed, in the absence of proof to the contrary, that the rights rest
with the contracting authority. In all cases, the contracting authority may use the results for the
purposes specified in the concession contract.
The data shall not under any circumstances be retained, copied, modified or deleted without
authorization by the contracting authority.
Besides, the concessionaire should also indemnify the contracting authority against all claims brought
by third parties in respect of any breach of their intellectual property rights, including equivalent claims
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relating to knowledge, unlawful competition and suchlike. The concessionaire has to take any action
that may help to prevent stagnation and to limit the additional costs or losses incurred as a result of
such breaches, and to do so at its own expense.
Without prejudice to the above provisions, the contracting authority may, if a third party holds the
concessionaire liable for a breach of its intellectual property rights, dissolve the concession contract in
writing, in full or in part, out of court, without being liable for any damages. The contracting authority
will not exercise its right to dissolve the concession contract until it has first consulted the
concessionaire.
Suitable options
3.2.8. Confidentiality and data security
Legislation
Confidentiality during the award process and confidentiality during the performance of the concession
are differently governed. The Directive only sees to the first category. However, referring to EU
regulations on data security as the other tenders (should) do could be recommended to warranty the
right level of confidentiallyt
It is important to include in the concession contract clauses concerning confidentiality (Dutch draft
concession agreement, p. 8; German draft concession agreement, p. 93; Spanish administrative
provisions, p. 23):











The concessionaire should not divulge in any way any information that comes to its knowledge
in performing the concession contract (e.g. internal processes of the contracting authority) and
which it knows or may reasonably be assumed to know is confidential, except in so far as it is
compelled to divulge such information under a statutory regulation or court ruling;
The concessionaire should impose the same duty of confidentiality on its staff and
subcontractors and guarantees that they will fulfil it;
The concessionaire should not issue press releases or make other public statements about the
content of the present concession contract, except with the prior consent of the contracting
authority;
The concessionaire should hand over to the contracting authority, within a certain amount of
days (e.g. 10 working days) of the completion of the work, all information (i.e. written
documents, computer files, etc.) which the concessionaire has in its possession for the purpose
of performing the concession contract;
After termination of the concession contract, all documents surrendered to the concessionaire
shall be returned to the contracting authority immediately after termination of the cooperation
at any time, either on the basis of the concession contract or upon request;
In case the concessionaire should breach its duty of confidentiality, he will be liable to pay the
contracting authority a penalty per event (e.g. 50,000 EUR). The penalty is payable immediately
and does not discharge the concessionaire from its liability for indemnifying any loss caused by
the breach.

The obligation to confidentiality shall of course survive any termination of the concession contract.
The Spanish technical provisions, do not only add a declaration of protection of personal data in Annex
III, but also a declaration of confidentiality.
3.2.9. Dissolution and (early) termination of the contract
Legislation
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Contracting authorities and contracting entities are sometimes faced with circumstances that
require the early termination of the concession in order to comply with obligations under Union
law in the field of concessions. The Directive leaves it up to the Member States to:
ensure that contracting authorities and contracting entities have the possibility, under the
conditions determined by the applicable national law, to terminate a concession during its term,
where one or more of the following conditions is fulfilled:
(a) modification of the concession has taken place, which would have required a new
concession award procedure pursuant to Article 43;
(b) the concessionaire has been, at the time of concession award, in one of the situations referred
to in Article 38(4) and should therefore have been excluded from the concession award
procedure;
(c) the Court of Justice of the European Union finds, in a procedure pursuant to Article 258 TFEU,
that a Member State has failed to fulfil its obligations under the Treaties by the fact that a
contracting authority or contracting entity belonging to that Member State has awarded the
concession in question without complying with its obligations under the Treaties and this
Directive.
Relevant choices from other tenders
Lastly, the concession contract should contain provisions on the dissolution and termination of it
(German draft concession agreement, p. 92, Dutch draft concession agreement, p. 11-12, Spanish
administrative provisions, p. 25), more specifically when:



The concessionaire is in default or is permanently or temporarily unable to fulfil its obligations;
The concessionaire is unable to discharge its obligations under the concession contract for a
reasonable period as a result of force majeure. It is deemed necessary – in accordance with
relevant provisions in Italian contract law – to also define the concept of ‘force majeure’ or
indicate what it in any event does not include (e.g. staff shortages, strikes, staff illness, late
delivery or the unsuitability of items required for the performance of the work, liquidity or
solvency problems on the part of concessionaire or failures on the part of third parties engaged
by the concessionaire).

The contract should indicate the situations in which the dissolution of the concession contract is possible
immediately without notice of default and out of court, e.g. by registered mail. In case of termination
by the concessionaire, he should be held liable for any costs or damages. Lastly, the cooperation may
be terminated by mutual consent by both parties at any time.
The German draft concession agreement adds the following particular termination ground (p. 92):
“The Federal Foreign Office may moreover terminate the Contract by giving one month’s notice if
it is obliged to do so by national or European provisions. The same shall apply if the visa
requirement is abolished in a country where a Visa Application Centre is being operated. The Federal
Foreign Office shall have no obligation to provide compensation in this case.”
3.3. The possible inclusion of synergies
Legislation
Contrary to the Directive on public procurement the concession directive does not limit the number or
type of activities included in a concession contract. With regard to the fundamental principles to subject
of the concession had to be clear.
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Concession notices shall contain the information referred to in Annex V and, where appropriate, any
other information deemed useful by the contracting authority or entity, in accordance with the format
of standard forms.62
Annex V Information to be included in concession notices
(…)63
3. Description of the concession: nature and extent of services, order of magnitude or indicative value
and, were possible duration of the contract. Where the concession is divided into lots, this information
shall be provided for each lot.

Pursuant to paragraph 6 of article 43 of the Visa Code, an ESP may be entrusted with the performance
of one or more of the following tasks:







Providing general information on visa requirements and application forms;
Informing the applicant of the required supporting documents, on the basis of a checklist;
Collecting data and applications (including collection of biometric identifiers) and transmitting
the application to the consulate;
Collecting the visa fee;
Managing the appointments for appearance in person at the consulate or at the external service
provider;
Collecting the travel documents, including a refusal notification if applicable, from the consulate
and returning them to the applicant.

In addition, the contracting authority can evaluate the opportunity to request, during the tender, the
supply of additional services, considered crucial for reaching the greatest number of users, in light of
the local situation. For example, in disadvantaged or large countries, where the diplomatic-consular
presence is limited to the capital and/or the main centres, the ESP can be asked to open several offices,
located in several cities, for the collection of the visa applications.
However, since this option can determine the increase in the cost to the user, this service must be
evaluated carefully even when comparing the economic offers.
An effective and rapid processing of visa requests has, in particular for some types of both short and
long-term visas (business, tourism, entry of highly qualified personnel and researchers), a significant
positive impact in contributing to the increase in trade, of tourist flows and therefore to the economic
growth of the country. In recent years, a trend is recorded to take advantage of the visa offices also for
the purposes of tourism promotion of the country (distribution of information material, installation of
panels).
Article 1 of the Italian draft model contract stipulates:
“Le parti convengono che l’ubicazione dei locali da adibire a centro visti dovrà essere:
……….
L’Aggiudicatario si impegna ad allestire i locali ispirandosi al decoro e al prestigio, facendo
ricorso, ove possibile, anche a materiali che ricordino lo stile e la cultura italiana, d’intesa con
la Sede.
L’Aggiudicatario si impegna a permettere l’utilizzazione dei locali anche per attività di
promozione turistica dei flussi verso l’Italia, ove richiesto dall’Ambasciata / Consolato.” (The
parties agree that the location of the premises to be used as a visa centre must be:.......... The
Awardee undertakes to set up the premises inspired by decorum and prestige, making use,
where possible, also for materials that recall Italian style and culture, in agreement with the
headquarters. The Awardee undertakes to allow the use of the premises also for tourism
promotion activities of flows to Italy, where requested by the Embassy / Consulate.)
62
63

Directive 2014/23/EU article 31.1.
Directive 2014/23/EU Annex V Information to be included in concession notices referred to in article 31.
87

Market study of visa processing services in Russia
Legal and Administrative area

Besides the use of the offices for promotional services, we understand that the Italian Consulate General
also wishes to consider including the promotion of the image of the country, for example for economic,
commercial, cultural and tourist purposes, by the ESP into the concession.
In the European Court of Justice Joined Cases C‑458/14 and C‑67/15, advocate-general Szpunar stated:
“A services concession is characterised in particular by the fact that the public authority entrusts
the exercise of a service activity, a service the provision of which would as a rule fall to that
public authority, to the concessionaire, thus requiring that concessionaire to provide a specific
service.
For an instrument to be regarded as a services concession, it must therefore be established that
the provision of services is subject to specific requirements laid down by the public authority
concerned and that the economic operator is not at liberty to withdraw from the provision of
such services.
Those considerations are borne out by recital 14 of Directive 2014/23, according to which certain
Member State acts such as authorisations or licences, in particular where the economic operator
remains free to withdraw from the provision of works or services, should not qualify as
concessions. Unlike those acts, concession contracts provide for mutually binding obligations
whereby the execution of the works or services is subject to specific requirements defined by
the contracting authority.”
The promotion of the image of the country, is indeed a service the provision of which would as a rule
fall to the public authority. We understand that the ESP has to carry out the promotional activities –
without any payment by the contracting authority – and he will not be at liberty to withdraw from the
provision of such services.
It is also advisable to subject this promotion to specific requirements, in order to guarantee the good
image of the country and the quality of the services. Therefore, certain selection and award criteria
concerning this promotion should be included in the tender documents.
The situation may occur that the ESP will conclude contracts with third parties, in order to organize the
promotional activities.
These contracts could be concluded with the “users” of the services, for example tourist organizations,
who would pay the ESP to organize promotional tours together. In this case, the price for offering this
kind of service, should be included in the award criteria.
However, it is also possible that the ESP cooperates (exclusively) with a third party without receiving
any payment. In this case, the third party could be regarded as a subcontractor of the ESP.
The contracting authority should be in a position to verify the technical and economic capacities of the
subcontractors when examining the tenders and selecting the lowest tenderer (European Court of
Justice, Case C-314/01 of 18.03.2004). Due to the introduction of the ESPD, any candidate should
already mention the subcontractors in the form. When the subcontractor is not mentioned in the ESPD,
he cannot be introduced at a later stage. In such a case, the candidacy/tender will be regarded invalid.
We understand that there is a possibility that the current contracts between the ESPs and the tourist
organizations, do not have any basis in the concession contract and that it could be separate contracts
between two private entities.
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3.4. Suggestions made by ESPs
3.4.1. Quality guarantee of the venue
In order to guarantee the quality of the proposed venue (location and facilities of the building), an
independent appraisal of the venue by a real estate agent is highly recommended by the ESPs. After
award of the concession, there could also be a two-month prestart for example, in order for the
contracting authority to actually check the quality of the venue and assure that it meets the standards.
At the time of the contract award, the concessionaire should provide evidence of a rental agreement or
ownership document for the premises, if he is already in possession of these premises. In case the
premises must be newly sourced, then this can occur at the time of the concession contract signature.
The concession contract could expressly include a provision that the concessionaire assures that any
potential risk that can arise from the rental of property (eg. changes in ownership of the property) will
not impact the concessionaire’s service provision, beyond any reasonable expectations.
3.4.2. Transparency on the company structure
The candidate should be fully transparent with regard to its company structure and who will
deliver the critical processes (including for example IT management software and human
resources/selection of staff).64 In order to avoid any abuses, the candidate should not create joint
ventures in order be able to outsource the services to obscure third parties or joint affiliates for tax
reasons for example. A lack of transparency of the company structure, creates a risk for the contracting
authority of losing control over the service quality. Any disclaimer the candidate would use in this
respect, should be regarded as invalid.
To ensure the integrity of service, the candidate could be asked to present in detail all activities that are
to be subcontracted. The contracting authority could also put clear limits on any subcontracting
agreements (due to the importance of the document being mailed, courier services should for example
only be subcontracted to internationally recognised companies with suitable insurance coverage) or ask
the candidate for a risk analysis of all subcontracted activities.
3.5. Qualitative elements: facilities Features
There is a list of specific facilities requirements for the Visa Centers that Grantors expect potential ESPs
to provide, for example, the Dutch Procurement, Audit Quality of Application Centers (p.2) awarded
additional points, during audit of visa application center, if the potential ESP demonstrated following:
•
•
•
•
•

•
•
•
•
•
•

Accessibility of facilities such as toilets and photocopiers at locations
Availability of sufficient front desks at locations to deal with visitors
Possibility to store bags and mobile phones in a safe
Provision of sufficient facilities such as drinking water, sufficient and adequate climate control
and seating in the waiting room
The standing and appearance of the neighborhood as well as the interior and exterior of the
building where the Application Centre is located are of good standard customers feel safe and
comfortable
Accessibility for persons with a physical limitation
Accessibility by car and / or public transport
Security checks take place at the entrance and the purpose of the visit is verified
Portable fire extinguishers are installed and accessible. Emergency exits are clearly indicated
with exit signs and not obstructed
A CCTV monitoring system is installed. The public is notified of the CCTV presence with placed
signs at the entrance and in the CCTV area
Notice boards at the counters with information on all Consular Services
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Based on the analyzed concession documents, a secured Interview (Exam) Room should be available at
the visa application center. For example, the Dutch Procurement, Terms of reference Outsourcing
Consular Services (p.44) (Terms of Reference EDV 2018) mentioned that:
“The Grantor wants Concessionaire to be able to provide a secured room to facilitate online exams via
a secured computer and remote interviews via a call or video connection (skype, video conferencing
etc.)”
Interview (Exam) room should be equipped with the below facilities to support efficient delivery of
services (Dutch Procurement, Terms of reference Outsourcing Consular Services (p.44) :
•
•
•
•
•
•

separated so that no one can see who is inside;
provided with CCTV;
provided with an online computer with headphones and a microphone;
provided with a chair and table;
be secured that no one can enter without permission;
provided with a telephone line for incoming and outgoing international calls

There are specific requirements for the CCTV cameras, for example, the Dutch Procurement, Terms of
reference Outsourcing Consular Services (p.29):
“The Concessionaire installs CCTV cameras in all its public areas, including all front desks as well as the
entrances to its Application Centres where products and services are provided related to the contract.
The CCTV cameras shall cover the complete Application process, including all front- and back- office
activities within an Application Centre. The Concessionaire must have sufficient and adequately trained
staff to monitor the entire process 24/7. Imaged will be stored for at least a month. After a month, or
in accordance with local law in case stated differently, images are destroyed unless signs of any criminal
behaviour can be seen on the images”
German Award Procedure for Service concessions Relating to Acceptance of Visa applications in the
Regions Europe and South-East-Asia (p.15-16):
“The Service Provider shall have the collection of the biometric data recorded by video cameras. These
video recordings shall reflect the entire process of biometric data collection, which shall be done in a
single step. To ensure the authenticity of the video recordings, they shall be labelled with a so-called
time stamp or other appropriate mark”.
From analyzed concession documents (Dutch Procurement, Terms of reference Outsourcing Consular
Services (p.21, 24), countries have specific facility requirements for the documentation storage and
maintenance such as a fire and burglar proof locker and a paper document destruction facilities such as
shredding area, however concessioner may choose to use outsourcing company that specializes in paper
shredding for that purposes.
With regards to the visa application procedure, German Award Procedure for Service concessions
Relating to Acceptance of Visa applications in the Regions Europe and South-East-Asia (p.2-3) has
specific requirements for the biometric equipment and software:
“The Federal Foreign Office is currently using the “VIDEX” software allowing entry of the alphanumeric
application data for the visa procedure.
For the collection of the applicant’s biometric data the Service Provider shall exclusively use equipment
provided by the Federal Foreign Office or by a third party designated by the Federal Foreign Office. At
present, the Federal Foreign Office has exclusively authorized the Bundesdruckerei to hire out equipment
for biometrics collection to Service Providers. By the Bundesdruckerei’s account, the user fee currently
amounts to approximately 5,500 Euros net plus shipping and handling costs per equipment set and per
annum. One equipment set comprises: AP2 computer, flatbed scanner and fingerprint scanner”.
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Due to digital transformation of the visa application processes, systems and products (to be fully
implemented by 2020), the Dutch Selection Guidelines (p.21-22) has following facility requirements in
place for the Document Management process:
•
•
•
•
•
•
•

Handle manual and automated upload of multiple media types for documents, audio files and
video files. File types should not be a limiting factor;
Assign a unique Identifier to the uploaded media and relate this to the corresponding case file
(for a visa request, either bulk or single, new or known);
Apply OCR scanning technology (if possible: recognizing multiple languages) to stored text
documents and media metadata in order to index and search content;
The search engine should be scalable in order to improve document/media search and recovery
time;
Comply with and appropriate industry security standard covering such matters as privacy, user
roles/access, audit trail, encryption and availability;
Allow for (easy) system integration;
Provide a high level of user-friendliness with an intuitive user interface.

3.6. Optional services requested (not related to visa sector)
From analyzed concession documents, German Award Procedure for Service concessions Relating to
Acceptance of Visa applications in the Regions Europe and South-East-Asia (p.59) has the following
optional services requirements:
“The Service Provider shall use tourism information and advertising materials in the Visa application
Centre to promote Germany’s status as a tourism location in an appealing manner. It shall for this
purpose enter into agreement with the German National Tourist Board (a registered association) or
another organization specified by Federal Foreign Office”.
The Dutch Procurement, Terms of reference Outsourcing Consular Services (p.32):
“The Concessionaire offers the Grantor the opportunity to conduct promotional activities at the
Concessionaire’s Application Centre (by providing information at the front desk and / or on paper or on
screen)”.
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4. Best practices in visa
processing services
Overview of the best practices in visa processing services of
European countries:


Visa-application journey



Current cooperation with and performance of Visa
Management Services



Benchmark of visa processing services against 3 peer
groups: Schengen Member States, Non-Schengen
European countries and Baltic states
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4.1. Visa application process
Visa application centres offer applicants a wide range of services. Dedicated website enable applicants
to access visa-related information, download visa application forms and track the progress of visa
application at any time. Visa centre professional staff assists applicants in properly completing
applications forms, as incomplete applications can cause delays. Also, visa centres offer applicants
package services such as ‘Mobile Premium Service’ allowing applicants to submit visa application at their
home and wide range of other added value services such as Insurance policies, premium lounge service,
courier delivery and other.
4.1.1. Standard Schengen visa application process
There is a standard visa application process for 3 groups of countries considered in this analysis
(application processes for Baltic and Schengen countries are similar, however, there are several
differences for Non-Schengen visa application process – UK example will be considered further).

Caption 30. Schengen visa process

PROCESS 1: Preparation
STEP 1.1 on dedicated website, choose visa category and read the guidance, there are following
categories of short stay visas (less than 90 days):





Tourism / Private stay
Professional purpose
Studies and Training
Family purpose

STEP 1.2. From the dedicated website, download, fill, printout and sign visa application form. The printed
application form can also be obtained at visa centre. Visa application form must be filled either in English
language or local language of visa country.
STEP 1.3. Schedule appointment using online appointment system at the dedicated website. To book
an appointment applicant have to register as a new user: enter name and surname, email address,
contact number and password. Following registration, applicant will receive an activation link on
provided email. Using activation link, applicant should login to the online appointment scheduling
system:




Select visa type: from the dropdown menu, applicant should select a visiting country, select
residing country, visa application centre and visa category;
Fill-in applicant details: passport number, date of birth, passport expiry date, nationality, and
gender;
Schedule visa appointment: on the calendar page, applicant should select date and time of
appointment;
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Confirmation: after date of appointment is confirmed, applicant will receive email with details of
the booking.

Within same system, applicant can cancel, reschedule and print or email appointment confirmation
letter.
STEP 1.4. Prepare a supporting documents according to the guidelines
PROCESS 2: Submission
STEP 2.1. Visit visa centre and submit visa application form and supporting documents. Standard
documentation pack, that applicant should provide for visa processing purposes include:














Valid international passport and photocopies of all marked pages of this passport;
Photocopy of Russian internal passport;
Previous passports to show the travel history;
Evidence of marital status (marriage certificate, civil partnership certificate, a divorce certificate
or a death certificate);
Completed and signed visa application form;
2 photographs;
Travel medical insurance;
Travel arrangement confirmation - photocopy of ticket reservations, including return tickets. In
case if applicant planning to visit several Schengen countries, copies of ticket reservations
should be submitted;
Accommodation arrangement confirmation – hotel reservations for the duration of travelling,
including in other Schengen countries if planned; accommodation details with a supporting letter
from the occupant confirming that applicant able to stay with them;
Proof of financial means - statement from the bank account (not older than 3 months) showing
that applicant has sufficient funds to cover the tri;
Proof of employment or education – a letter from employer on a company headed paper,
detailing applicant’s position, salary, duration of employment, confirming that applicant was
given time off work and stating whether this time off is paid or unpaid; a letter from education
provider on headed paper confirming applicant’s enrolment and leave of absence

STEP 2.2. Submit biometric data at visa centre. Applicants should submit 10 fingerprints and photo,
particular procedure required to be taken once in 59 months. However, for security reasons and in order
to confirm the identity, applicants can ask to submit fingerprints every time when applying for a new
visa.
STEP 2.3. Make a payment for visa at the visa centre. Visa and visa processing fees are paid at the visa
centre in Russian Roubles, particular payments are not refundable.
STEP 2.4 After the payment, applicant will receive ICR-receipt with visa application reference number.
Also, applicants can select and pay for optional services such as courier, medical insurance,
photocopying etc.
PROCESS 3: Assessment
STEP 3.1 Visa processing - track visa application using online tracker tool. Standard visa application
assessment period is 15 days. Assessment period can be prolonged in case if further investigation is
required. To track visa application, on dedicated website, select ‘track your application’ option, then
enter visa application reference number and surname of the applicant. Once decision on application is
made, applicant will receive email notification that decision on visa has been made and passport is
available for collection.
STEP 3.2 Decision on visa: positive or adverse.
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STEP 3.3. Notification. Once passport is returned to visa centre applicant will receive email notification.
PROCESS 4: Return
STEP 4.1 Passport collection - collect documents from visa centre within 30 calendar days from the date
of receiving notification that a decision has been made and passport is ready for collection (post that
date all passports returned to the Embassy) or have it delivered by the courier. To collect documents
applicant should bring internal passport and ICR-receipt
4.1.2. Standard United Kingdom visa application process
Compared to Schengen visa application process, UK visa application process is more complicated, mainly
because the application form is longer and applicants expected to provide more information about
themselves. Also, there is a longer list of visa supporting documents, compared to one for the Schengen
visa. The key difference, is that applicants complete online visa application directly on the UK
Government Visas and Immigration website and pay visa and service fee following completion of the
application on the same website. Also, applicants can apply for any type of visa including long-term and
Indefinite Leave to Remain (ILR).
Caption 31. UK visa process

PROCESS 1: Preparation
STEP 1.1. Choose visa category and type. Applicants might be eligible for different visas depending on
the purpose of visiting UK and the length of travel. There are following visa categories:








Family visas
Settle in the UK (Indefinite leave to remain)
Sponsor workers or students visas
Student visas
Tourist and short stay visas
Transit visas
Work visas

STEP 1.2. Prepare visa supporting documentation. Applicants should check the document requirements
and supporting documents guide that is available on the on UK government Visas and Immigration
website, to identify types of documents that are mandatory, and suggested documents that applicants
might want to provide in order to demonstrate that all visa requirements are met. Standard visa
supporting documents that are important to provide:


Current and valid travel document or passport;
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1 passport size colour photograph;
Previous passports (if available as it shows travel history);
Evidence of marital status - marriage certificate, civil partnership certificate, a divorce certificate
or a death certificate;
Evidence of current employment or studies – a letter from employer on a company headed
paper, detailing salary and the length of employment, confirming that applicant have been given
time off work and stating whether this time is paid or unpaid; a letter from education provider
on headed paper confirming applicant’s enrolment and leave of absence;
Information about finances – evidence of total monthly income from all sources, all evidence
should cover up to the previous 6 months; if someone else paying for the trip, provide evidence
of that person’s income from all the sources including information about employment (bank
statements, naming the account holder, bank letter or balance certificate, payslips, etc.)
Accommodation and travel details – hotel booking confirmation, travel booking confirmation,
travel agent confirmation of both, accommodation details with a supporting letter from the
occupant confirming that applicant able to stay with them.
Information about visit to the UK - depending on the reason of visit, provide documents to show
what applicant plan to do while in the UK such as: a bookings or tickets for any excursions, trips
and outings; email conversations about any excursions, trips and outings; travel agent
bookings; supporting letter from a friend or sponsor in the UK.

STEP 1.3. Complete online visa application form: register on UK government Visas and Immigration
website, fill online application form and answer in English. After the completion, applicant will receive
unique GWF number that will later be used for application status tracking.
STEP 1.4. Pay visa and service fee on the UK government Visas and Immigration website – following
completion of online visa application form.
STEP 1.5. Book visa appointment on the UK government Visas and Immigration website – following
completion of online visa application form.
STEP 1.6. Print out completed application form and sign it. Also, print out document checklist and fill it.
Print out appointment confirmation letter.
STEP 1.7. Register on visa processing centre’s website and create account. Following registration,
applicant can enable application status tracker and purchase additional Added Value Services.
PROCESS 2: Submission
STEP 2.1. Attend appointment at the visa application centre. When attending appointment, applicant
must bring the original and a photocopy of all supporting documents as well as certified translations of
any supporting documents that are not in English or Welsh. Submit visa application form and all the
supporting documents to the visa processing officer.
STEP 2.2. Submit biometric data by capturing fingerprints and taking a photo.
PROCESS 3: Assessment
STEP 3.1. Visa processing. Visa application will be considered by the UK Visas and Immigration. During
the visa processing period applicant can log in to a dedicated website and track application status.
STEP 3.2 Decision on visa: positive or adverse.
STEP 3.3. Notification. Once passport is returned to visa centre by the UK Visas and Immigration, part
of the UK government, applicant will receive email notification.
PROCESS 4: Return
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STEP 4.1. Passport collection – collect passport from visa centre, for that purpose applicant should bring
internal passport.
4.1.3. On Demand Premium visa application process
Some visa centres, offer on demand mobile visa premium services to go through the entire visa
application process without leaving home / office / campus. For example, ‘Mobile Biometric Service’,
offered by the Visa Application Centre of Spain in Moscow, will collect visa application form, document
and biometric data at the applicant’s place of choice and once the application is processed, passport will
be returned to the applicant via courier. “Visa @ your doorstep” option for Netherlands offers similar
services, however particular option is only available to those applicants who have already given their
biometrics within 59 months.
Caption 32. On Demand premium visa process

PROCESS 1: Preparation
STEP 1.1. On dedicated website, choose visa category and read the guidance, there are following
categories of short stay visas (less than 90 days):





Tourism / Private stay
Professional purpose
Studies and Training
Family purpose

STEP 1.2. Book On Demand mobile premium service – applicant should check on relevant visa centre
website if particular option is available and contact the centre using specified details to receive a
proposed appointment and details of how to pay for this service.
STEP 1.3. Prepare visa supporting documentation - standard documentation pack, that applicant should
provide for visa processing purposes include:











Valid international passport and photocopies of all marked pages of this passport;
Photocopy of Russian internal passport;
Previous passports to show the travel history;
Evidence of marital status (marriage certificate, civil partnership certificate, a divorce certificate
or a death certificate);
Completed and signed visa application form;
2 photographs;
Travel medical insurance;
Travel arrangement confirmation - photocopy of ticket reservations, including return tickets. In
case if applicant planning to visit several Schengen countries, copies of ticket reservations
should be submitted;
Accommodation arrangement confirmation – hotel reservations for the duration of travelling,
including in other Schengen countries if planned; accommodation details with a supporting letter
from the occupant confirming that applicant able to stay with them;
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Proof of financial means - statement from the bank account (not older than 3 months) showing
that applicant has sufficient funds to cover the tri;
Proof of employment or education – a letter from employer on a company headed paper,
detailing applicant’s position, salary, duration of employment, confirming that applicant was
given time off work and stating whether this time off is paid or unpaid; a letter from education
provider on headed paper confirming applicant’s enrolment and leave of absence

PROCESS 2: Submission
STEP 2.1. Visa centre staff visit applicant’s preferred location at agreed date and time – professional
staff will assist with completing visa application form,
STEP 2.2. Professional staff during this visit will review supporting documents and collect them
STEP 2.3. Professional staff during this visit collect the biometric data (fingerprints and photo).
PROCESS 3: Assessment
STEP 3.1. During the Visa processing the applicant tracks visa application using online tracker tool.
STEP 3.2 Decision on visa: positive or adverse.
STEP 3.3. Notification. Once passport is returned to visa centre applicant will receive email notification.
PROCESS 4: Return
STEP 4.1. Passport collection – once decision on visa was made, passport is returned to the applicant
via courier.
4.1.4. Italian visa application process
The current application journey consists of the standard steps for Schengen visa: preparation,
submission, assessment and return. There is also an opportunity for the applicant to apply through an
accredited travel agencies that provide support in application and supporting documents preparation,
facilitate collection of the documents and biometrics submission.
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Caption 33. Italian visa application journey

4.2. Visa application procedures
4.2.1. Visa processing procedures
For any country (Schengen, Non-Schengen or Baltic), visa centres manage administrative, nonjudgmental tasks related to visa processing. Whereas, Embassy or Consulate is responsible for the
decision on whether to grant or refuse visa. Soon the process will shift in which more activities can be
done automatically and or outsourced to the VPC. The optimal process as described in the caption
highlights what changes are to be expected for the work carried out by the ESP and tasks carried out
by the consulate.
Another opportunity is to delegate more functions to the visa centres. Currently the visa processing
centres handles the limited procedures related to the documents, fees and biometrics collection,
documents completeness check. Although there is a possibility to enlarge the partnership with the visa
processing centres and make a considerably greater use of the market to benefit from specialist
expertise, increased efficiency, existing solutions and capabilities, and innovative technologies. The
Diplomatic mission would retain functions where direct control is necessary for ensuring Government
sovereignty over decision-making and the protection of the state interests.
Caption 34. Visa processing procedures
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Visa centres receive visa applications on behalf of the Embassy or Consulate, then process in accordance
with processes and procedures prescribed by the Embassy or Consulate and then submit applications
along with supporting document and biometric data to the Embassy or Consulate for the assessment
and decision. In addition, visa centres responsible for the visa fee collection and transfer to the Embassy
or Consulate.
Embassy or Consulate handle all operations related to visa assessment and decision whether to grant
or refuse visa. In relation to visa application, Embassy or Consulate may ask for further documentation
and information or require applicant to attend interview.
As soon as the decision on visa was made, visa centre is responsible for collection of the documents
from the Embassy or Consulate and for return to applicant.
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4.2.2. Practical cooperation between Consulate and ESP

In the interaction between the consulate and the ESP and activities could potentially be externalized to
the ESP. Considering the goal of increasing the number of visas issued an increased workflow is
expected. Optimizing this new workflow will be based on two components:



Optimization of existing processes
Delegation of some function currently performed by the consulate to the visa processing
centers
4.2.2.1.

Topic

Optimisation of the processes
Issue

Effective flow of passport
boxes



Full use of equipment



Order of documents in a
folder or dossier



Recommendation

Flow of the boxes with the
passports (at the the arrival)
within the Consulate is not
always transparent, currently 3
times a day 30-50 boxes arrive
and are placed in the consulate
at random places
1 out of 3 printers is normally
active





Full capacity of the consular
equipment or allocate space
for visa processing

Unclear order of the documents
in a folder or a dossier



Define a convenient order of
the document within the
dossier to ease their search
for decision-maker, e.g. same
order as the folders in the Visa
application software
VPC accepts the document
and put them into dossier
according to that order





Logic of Supporting
documents



Additional documents that are
supportive to the application
(bank statements, notary
documents, flight tickets, hotel
reservations, etc.) are notcategorised





Transparent and structured
flow of the boxes with
passports within the consulate
Use of sorting methods
(labeling, different coloured
boxes)

Develop a document
categorization logic for
additional documentation
that would allow to quickly
understand what category is
the document. The VPC could
be using for example coloured
stickers for each category
document (for hotel, flight,
notary, and other document
categories)
In the application form,
names from notary
documents, bank statements
are registered, so that upon
arrival at the consulate
directly on-line checks could
be completed
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Topic

4.2.2.2.
Delegation of some function currently performed by the consulate to
the visa processing centers
Recommendation

Affixing visas in the
passport




Printing the visas






Affixing visas could be done by the ESP, based on approval of the
consulate.
ESP would receive the passport and the ‘stamped’ visa sticker and will
attach it to the passport. They would also cross-check the name with
the name on the visa.
ESP could be granted the possibility to print the visa, once the
Consultate has approved visa application. Requirements would be that
in the visa centre there would be a secured place where the printing
would take place.
The Consulate would add a counting mechasism to match the number
of approved visa applications with printed number of visas.
Printing paper will be given in the same quantities as the number of
approved applications

4.2.3. Visa processing time
For the countries in the scope of analysis, average standard visa processing time is 10 working days.
Visa processing period, generally, excludes the day of submission and the day of collection of the
application as well as Public holidays and weekends. The period of visa processing can be extended in
cases where additional examination of the application is necessary. Also, there are types of visas that
may require special checks like civil status of the applicant or there may be a need for the Embassy or
Consulate to consult with different authorities in order to make a decision on visa issuance or rejection
– all that factors may extend visa processing period. However, visa processing period may also be
reduced in a justified cases of urgency and at additional fee.
Caption 35. Standard visa processing period

Overall, visa processing times can vary, depending on the nationality and purpose of travelling of the
applicant as well as location of the visa centre and its issuing conditions. Normally, visa centres
recommend to apply for a short-stay visa at least 2 weeks before intended travel. Nevertheless, visa
application cannot be submitted more than 3 months before planned visit.
4.2.4. Visa processing requirements
There are common set of supporting documents requirements to apply for standard short-term (up to
90 days) Schengen visa. In order to make visa application, applicants should have access to the following
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information: information about personal circumstances in the country that they are applying from;
information about finances and employment, accommodation and travel details. For the purpose of visa
processing, applicants to Schengen and Baltic countries are required to submit following visa supporting
documents:












Valid international passport and photocopies of all marked pages of this passport;
Photocopy of Russian internal passport;
Previous passports to show the travel history;
Evidence of marital status (marriage certificate, civil partnership certificate, a divorce certificate
or a death certificate);
Completed and signed visa application form;
2 photographs (photographs must be no more than 6 months old, 35-45 mm in width, face
should take up 70%-80% of the photograph, in sharp focus, using high quality with no ink marks
or creases);
Travel medical insurance;
Travel arrangement confirmation - photocopy of ticket reservations, including return tickets. In
case if applicant planning to visit several Schengen countries, copies of ticket reservations
should be submitted;
Accommodation arrangement confirmation – hotel reservations for the duration of travelling,
including in other Schengen countries if planned; accommodation details with a supporting letter
from the occupant confirming that applicant able to stay with them;
Proof of financial means - statement from the bank account (not older than 3 months) showing
that applicant has sufficient funds to cover the trip;
Proof of employment or education – a letter from employer on a company headed paper,
detailing applicant’s position, salary, duration of employment, confirming that applicant was
given time off work and stating whether this time off is paid or unpaid; a letter from education
provider on headed paper confirming applicant’s enrolment and leave of absence.

These requirements set for applicants create also a certain requirements for visa application centres.






Data protection (security protocol for staff);
IT solutions;
Human resources;
services quality;
3rd party policy.

Data protection
Data protection is one of the most important aspects of the visa application process as it comprises the
collection, the protection, and transfer of strictly confidential information. The visa processing centre
should provide a clear evidence of maintaining the full security of its daily activities .It could be for
example a relevant ISO certifications such as ISO/IEC 27001:2005 for Information Security
Management System, or other accreditation certificates.
The visa processing centre should also assure compliance with The General Data Protection Regulation
(GDPR) (EU) 2016/679 and the Binding Corporate Rules.
IT solutions
In course of the visa application procedures the following IT solutions are currently used:
-

Appointment system;
Visa management system;
Biometrics equipment and software;
Visa tracking solution.

Recently some visa processing centres implemented a mobile device applications that allows its users
to receive information about the visa process, make an appointment at the visa processing centre,
purchase the additional services, and track their application progress.
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The most innovative technological solutions rethink the document and biometric information collection
and flow:
-

mobile biometrics allows the visa centre’s representative to travel to the applicant in any
location;
self-service biometrics terminals enable visa processing centres to have a wider network of
biometric collection points that allows to reach the larger audience;
use of the cloud solutions to receive and store document and information that enables remote
and quick decisions without the move of the hard copies of the documents.

There is a number of options the Diplomatic mission could consider regarding the requirements for the
equipment and IT solutions requirements used by a visa centres:
1. Require a certain characteristics for the equipment and IT solutions – gives maximum
independence, economy on scale for the IT maintenance within the visa centre, assuring quality
and compatibility with the IT solutions used by the Diplomatic mission;
2. Require a certain equipment and IT solutions – impose limitations on the visa processing centre,
additional implementation costs but assure a quality from the outputs received by the Diplomatic
mission;
3. Provide their own equipment and IT solutions – impose limitations on the visa processing centre
but assure a quality from the outputs received by the Diplomatic mission.
Human resources
Visa processing centre have to maintain a certain share of the experienced and professional personnel
with recognition that their skills and understanding can be relied upon to perform their duties and resolve
any problem or ambiguous situations to the required standards. Normally an employee that has been
working in the current position for more than 3 months deliver a high quality results.
Services quality
The promotion of the visa premium services couldn’t be realized by unavailability or a poor quality of
the standard services (for ex., by queuing system inefficiency).
3rd party policy
Some of the functions that are not critical to the visa processing could be provided by 3 rd party (visa
centre’s subcontractor). The following services are commonly subcontracted by the outsourcing partner:
-

Security (physical security);
Maintenance and cleaning of the premises;
Courier services;
Value-added services: insurance, travel agents.

Although other services (related to the visa processing) should be maintained by the visa processing
centre as the control of their quality and the harmonized promotion of the country image have to be
retained and no 3rd party aren’t normally used for this type of services.
Visa centres should only subcontract to internationally recognised companies, require a suitable
insurance coverage. The 3rd party should be in compliance with any requirement set for the visa
processing centre (incl. data protection and IT solutions). There should be no use of the outsourcer that
is registered in the tax beneficiary countries.
4.2.5. Visa processing FTEs
All visa centres in the scope of the analysis have same FTE requirements for visa application process:
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Visa Centre Assistant – meets the applicant at the entrance, checks appointment confirmation number
and issues a waiting number.
Visa Submission Officer – checks visa application form for completeness and obvious errors and
accepts application and supporting documents. Issue applicant with visa and service fee invoice and
invoice for optional value added service (if selected by applicant). Transfers visa application and
supporting documents to the Embassy or Consulate.
Payment Processing Officer (Cashier) – using invoice, processes the payment for visa and visa
service and optional service, in case if selected by applicant. Issues receipt with payment confirmation
and application reference number.
Biometric specialist – enrols biometric data by capturing applicant’s fingerprints and photo and based
on the procedures prescribed by the Embassy or Consulate, securely transfers biometric data to the
Embassy or Consulate.
Visa return officer – accept the document assuring that the applicant’s submitted the document, his
ID and returning the passport and documents being assessed to the applicant.
Average FTE time per person limits are the following:
Table 6. FTEs of the visa processing centres and average time spent on visa processing
Time per person
(min)

FTE

Visa centre assistant

1-3

Visa submission officer

10-15

Payment processing officer (Cashier)

2-5

Biometric specialist

5-10

Visa return officer

1-5

4.3. Ratio between visa services provided by the Consulates / Embassies and Visa Centres
In general, the visa processing services consists of 4 key elements: application, verification, decision
and return of the documents. However, visa centres have no role, neither can influence the decision
process, as it is made solely by the Embassy or a Consulate. Visa centres will receive visa applications
for travel, enrol biometric data and receive related visa fees on behalf of the Embassy or Consulate,
then submit applications to the Embassy or Consulate for decision and, in the end, will return documents
to the applicants.
Caption 36. Ratio between visa services provided by the Visa Centres and Embassies or
Consulates
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4.4. Efficiency of visa application process
4.4.1. Visa application formats (full-digital, full-paper, half digital)
Innovation plays a great role in the application processes and visa centres and Diplomatic missions
moves from paper to digital formats. Currently majority of countries use half digital application format
that designed to complete the application for a visa online.
Full-paper process involve hand-filling of the printed application and submission of the hard copies of
the supported documents.
Half-digital consists of filling of an on-line application form and supporting document in hard copies.
Applicant should register on the online portal and fill visa application online. The online application form
can be filled at a time of convenience and can be corrected or erased. After completion, applicant will
receive the number of application form that later will be used for application tracking purposes. Visa
centres for the Netherlands and Spain ask their applicants to download visa application form from the
website in the PDF format or obtain a printed form at the visa centre or Embassy.
Full-digital process suppose the full on-line process that allows the e-copies submission.
Caption 37. Visa application format
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Nevertheless, all visa centres require applicants to print out visa application form, sign the form in
person, thus declaring that application is filled to the best knowledge of all particulars that provided
information is correct and complete and that applicant is aware of the rules of entering the Schengen
area. Visa application form and supporting documents must be submitted in person to the visa centre
(or to the Embassy).
4.4.2. Efficiency and user-friendliness of submitting visa application documents
Visa centres automated a large number of services that they provide, that enables applicants to access
visa information in efficient way, based on nationality, travel document and category/ type of visa, with
a possibility to interact with the Visa Centre staff, to send queries and requests for information, using
multiple electronic channels (online, phone, email, text messaging), and book a visa appointment online,
which is eliminating the need to visit the centre or the Embassy or Consulate personally.
The possibility to complete visa application online, makes the process more comfortable and efficient
for all parties of the visa application process. All visa centres developed detailed step-by-step instruction
or guidance on filling in visa application forms to make the process less complicated. Also, a reference
to the contact centres available on all visa centre websites, which would respond to applicant queries
via phone or email in case if questions arise regarding the application procedure.
Applicant will have to make a short visit, usually visa application procedure does not take longer than
20-25 minutes, to the visa centre only when visa application and all necessary supporting documents
are ready for submission. However, introduction of such services as ‘Mobile On Demand Visa Service’
or ‘Visa @ your doorstep’ at majority of visa centres, eliminates the need to visit visa centre personally
as visa centre’s representatives come to the applicant’s preferable location. Particular service is part of
the optional / added value services provided by visa centres for additional price.
Additional services that could add largely to the convenience of the applications clear examples are:

Insurance services on the premises

Tourist supprt servicces on the premises

In-house banking services for the payment of the consular and ESP fees

On-line payment services prior to the visit

Passport with visa collection at a corridor near the entrance, to avoid receiving and submitting
applicants

Use one number for all services, automtically pushed to the next step in the technical procedure
after completion of the previous services

Make the waiting time comfortable, with logical queuing system and places to sit.
All of these have been applied in a majority of the VPC.
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Caption 38. User-friendliness of online experience

4.4.3. In-house visa centres at large multinational companies and universities
Majority of visa centres, in the scope of analysis, offer in-house services such as ‘Mobile Biometric
Service’ or ‘Visa @ your house”. Particular services allow to take biometric data at any convenient
location that is preferred by the applicant or a group of applicants (up to 100 people per day). Visa
centre specialist using special mobile biometric portable kit with handheld devices for biometric
enrolment visits applicant’s preferred location. The kit usually includes following devices: fingerprint
scanner, high resolution camera, laptop with configurations and applicant’s data, signature pad. Mobile
biometric kit can effectively operate for around 8-9 hours without charging. Particular service can be
booked on an individual basis or by a large company, organisation, university, school, etc. Biometric
specialist will come to any location (town / city / region) and address at specified time and will collect
biometric data, as well as visa application and supporting documents.
Besides direct visa handling services, visa centres together with the Embassies or Consulates, often
participate in forums, fairs, conferences, road-shows and take part in presentations at the universities
or large multinational organisations. The purpose of particular visits is to provide information about the
country, ways to serve the growing number of nationals travelling abroad, initiatives to increase
efficiency of visa processing activities, inform about the work that is done by visa centres, the key
processes and services, optional / value added services, the use of electronic means for communication
and application processing, modernisation of procedural activities and logistic support as well as to
answer the questions.
4.4.4. Regional visa applications vs. Moscow visa applications
The applications of regional visas represents between 20-25 per cent of the total application visas.
The regional VPC are often characterised by simplified designs and fit-out, located in the centre and
close to public transport. The regional VPC are not always equipped with the sae equipment as the
Moscow visa centres and could even require the main VPC to send an agent to the regions for the
collections of the biometric data.
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The regional centres vary from small locations inside a bank to larger spaces (similar in size to the
Moscow centres. The additional space is often used for interviews and language testing. Occasionally,
additional space is made available to the Consulate and/or other public institutions for promotional
activities (ref. 5.1 synergies with public institutions.65)
The scope of optional / value added services, offered by visa centres, varies between the cities. For
instance, in large cities with higher level of applicants, such as Moscow, St Petersburg, Ekaterinburg,
Rostov-on-Don, visa centres offer wider selection of tailored services like premium / VIP lounge and
personal assistance or allows its applicants to keep passport during application process (offered by UK
visa centre only). In addition, visa processing time for applicants that applying for visa outside Moscow,
in regional visa application centres, the number of visa processing days will increase by 2-4 working
days: 1-2 days to deliver submitted applications to Moscow and same period for applications to return
back to the regional application centre.
4.5. Pricing structure of services (VIP services, courier services, primetime submission)
All visa centres offer applicants optional / value added services to enhance experience and ensure more
comfortable submission of visa application, such as priority visa (urgent) service that includes fast-track
of visa application by placing it at the front of the processing queue; premium lounge, that is also
available at majority of visa centres, offers applicants a personalised service in a dedicated lounge;
return courier service for the documents to be posted back to applicant directly to an address of
convenience.
Table 7. Pricing structure of services offered to applicants by visa centres66
Country

Consulate
fee

Consulate
fee (urgent)

Service
fee

Filling in
Photo
the form

SMS

Primetime

Mobile
on
demand

Courier
delivery

Netherlands

€35

€70

€28

€4

€4

€1

N/a

N/a

€4

France

€35

€70

€28

N/a

€3

N/a

€50

N/a

based on
destination

Spain

€35

€60

€15

€3

€3

€1

€14

€140

Germany

€35

€70

€19

€4

€4

€1

N/a

N/a

based on
destination

Greece

€35

N/a

€20

€4

€4

€1

€50

€150

based on
destination

Estonia

€35

N/a

€19

€4

€4

€1

N/a

€150

based on
destination

Latvia

€35

€70

€20

€8

€3

N/a

N/a

N/a

based on
destination

Lithuania

€35

€70

€20

€4

€3

€1

N/a

€150

€3

UK

€112

€180

N/a

€80

N/a

€1.5

€100

N/a

€ 16

€3

4.6. Current provider of visa processing services
LLC “Visa management service” was founded in 2008 in Moscow67. A company provides visa
processing activities as an outsourcer for Diplomatic Missions and Government Bodies. The head office
is located in Moscow (6 bldg. 1, Malyi Tolmachevskiy lane, Moscow, 119017, Russian Federation).

65

Deloitte analysis, based on different site visits to multiple visa centres in Russia of different ESP.

66

All fees nominated in rubles, USD or GDP were converted into EUR as of 2018, May 18, exchange rate source:
https://www.oanda.com (accesses 18 May 2018)
67
VMS corporate site, https://italy-vms.ru/about-us/ (accessed on 1 June 2018)
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VMS operates in 24 cities that are under jurisdiction of the Italian Consulate in Moscow. There are 3
visa processing centres in Moscow:
-

Near metro station Tretyakovskaya (Malyi Tolmachevskiy lane 6, bld.1) that provides services
to individual applicants
Near Kievskaya (Kievskaya str., est. 2) that provides services to individual applicants and
travel agencies (have a separate procedure for the travel agencies)
Oktyabrskaya (Mytnaya str. 1 bld. 1) that provide services to VIP applicants.

VMS provides assistance in processing the following types of visas: tourism; business; family reunion
visa; driver’s visa; sport; medical treatment visa; elective residence visa; visa for religious reasons;
studies; transit; re-entry visa and visa for work.
Visa processing centres of VMS are located in the centre of Moscow. VMS centres provide the private
premises for the interviews, the separate booths for biometrics collection.
Average wait time to the appointment is 1-3 working days, in Moscow 2-3 working days, in regions 1-2
working days68. Average time spent in visa application centre for submission of an application is 20-30
minutes for applicants who requested also some additional services such as photo, sms tracking.
Average time spent in visa application centre for collection of a passport was 5-10 minutes and a queue
of 1-3 people. The average visa processing time was 3-5 working days.
VMS provides the following services to the Diplomatic mission:

Dissemination of information through our call centres, email, text messages, Visa centres and
dedicated websites

Scheduling of appointments

Thorough scrutiny of visa application documents and forms

Data entry

Forwarding Visa applications and passports

Delivery of applications to the Consulate

Collection of applications from the Consulate

Delivery of the passport to the respective applicant

VMS provides the following additional customer services:








Prime time
International medical insurance
Photocopy and printout of documents
Form filling service and printout of filled application form
Courier
SMS notification
Photo service

VMS holds certificates on accordance to the international standards:


ISO 9001:2015 Quality management systems;
ISO 27001:2013 Information security management systems;
ISO 14001:2015 Environmental management systems;
OHSAS 18001:2007 Occupational health and safety management systems.

VMS’ IT core infrastructure is housed in a secure carrier neutral data centre in London, United
Kingdom. Security provisions include:

68

CCTV coverage;
According to the interviews and appointment scheduling page (accessed on 1 June 2018)
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Access restrictions;
Built-in redundancy in core components of the system including power, IP connectivity and disk
storage.

VMS applies information technology that enables:





Data entry of all relevant information from the documents provided by the applicant;
Real time interaction through internet with Consulates and the Ministry of Foreign Affairs;
Application of new biometric technology;
Back up facilities and independent power system.
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5. Synergies with Italian Public
entitities
Overview of the possible synergies with Italian Public
institutions:


Possible synergies between the Italian Consulate General
and interested Italian Public entities



International activities and requirements for deployment
of international activities carried out by the public
entities



Types of international activities and recommendations on
topics that can be offered to the public entities:
•
•
•
•
•

Studying activities
Tourism
Healthcare
Cultural activities
Italian language
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5.1. Possible synergies with Italian Public entities
During the study of the possible synergies with Italian Consulate General of Moscow the following Italian
public entities were contacted: Ministry of Foreign Affairs and International Cooperation, Italian Trade
Agency, Italian Agency for Tourism, Conference of Italian University Rectors, Conference of Regions and
Autonomous Provinces, Permanent Conference for relations between the State, the Regions and the
Autonomous Provinces of Trento and Bolzano, The Ministry of Cultural Heritage and Tourism, The Italian
Cultural Institute69. These entities showed excellent and grateful participation in this discussion.
Many of the proposals gathered concern aspects of promotion of the initiatives implemented and,
therefore, can also be integrated with the methods of disseminating the information currently used,
such as the site "latuaitalia.ru" which, for Russia, provides information and ideas for the promotion of
the country. In relation with these aspects, it is noticeable that the web site of the current outsourcer
does not provide other information except for those relating to the process of obtaining visas70.
All information concerning possible synergies received from the entities was grouped into the following
topics:







Studying activities;
Tourism;
Health care;
Cultural activities;
Italian language;
Attraction of foreign investments.

From the work performed, it seems to be appropriate that the outsourcer-to-be can include in its offer
additional services. These services, in addition to foreseeing the number and location of the visa centres,
could include:






their size and layout;
their aesthetic and technological preparation in order to allow the dissemination of promotional
information indicated by the entities involved;
the outsourcer’s support to applicants for travel information, such as transportation, museums,
theatres, etc.;
the courier support to Honorary Consuls for diplomatic mail and consular documents to be delivered
in/from Moscow;
the inclusion of promotional links in its web site.

All of the above should be foreseen in accordance with the administrative regulations concerning service
concession tenders and with the provisions of Chapter 3 of the Vademecum of March 16, 2017 issued
by DGIT, VI Office within the Ministry of Foreign Affairs and International Cooperation.
With respect to use of technology, the request for the modernization of the visa process in terms of
digital interfaces with the applicants is noticeable.
The main synergies would be in the usage of the space of the premises of the ESP.

69

Description of the Italian public entities are in the Appendix 1
The aspects related to the visa granting procedure were not discussed with entities. This is due to the fact that, based on the
outcome of the start-up meeting, these matters are not in the scope of the work presented herein, and in any case already
regulated by the Italian Consulate General with SOP (Comm. 158312 11/8/2016). Therefore, requests for changes in the timing
and lanes dedicated to specific categories of applicants, as now granted to the Chamber of Commerce, a white list of entities shared
with the Embassy, Italian Cultural Institute, Office military, school and ICE, have not been taken into consideration.
70
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Table below indicates international activities and requirements for deployment of international
activities carried out by public entities:
Table 8. Projected international activities and requirements

5.1.1. Studying activities
With respect to studying activities it is noteworthy that recently the MAE - Directorate for Cultural and
Economic Promotion and Innovation has concluded an important mapping of the educational offerings
of the Italian Higher Education System which includes:




Universities;
The Higher Education for Fine Arts, Music and Dance sector (AFAM- acronym for Alta Formazione
Artistica e Musicale);
Higher Technical Institutes (ITS – acronym for Istituti Tecnici Superiori).

Universities are also divided into private and publicly funded institutions. The quality of the education,
however, is comparably high at all institutions of higher education.
International students can apply to Italian Universities only if they have an educational qualification that
allows them to enrol. The website “studyinitaly.esteri.it” provides information regarding the Italian
educational system, enrolment procedures, recognition of qualifications, practical information about life
in Italy, tuition fees, grants and visa procedures.
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Caption 39. Study in Italy website

The tool also provides an interactive function in order to facilitate the student candidate’s choice of the
Italian institute to apply for. The facilitating tool is matching subjects (Arts, Business, Design,
Engineering, Health, Law, Sciences, Social Studies) with program cycles, cities and languages.
The highest dissemination of the information contained in this tool, in the visa centres, in the site
"latuaitalia.ru" and in the outsourcer website is able to create synergies between the granting of visas
and the Italian training offer.
It should be noted, however, that this website is in Italian and English. Therefore, it is necessary to
evaluate the opportunity and the responsibility of a possible translation in the Russian language and
subsequent updates.
It should be adequately advertised that, in any case, the Italian University applicant must obtain a presubscription that can only be issued by the Italian Cultural Institute in Moscow. In effect, the Institute
organizes through several locations in Russia, the exhibition “Studiare in Italia” that facilitates direct
contacts between Universities and potential Russian students.
The research activities must also be considered within the context of the flows concerning professional
training. Foreign researchers can find support, also through the visa centres, from the Euraxess network,
of which CRUI is representative for Italy. The network supports the selection of foreign researchers and
their insertion within the Italian research centres and universities.
Caption 40. Euraxess network website

Visa centres could also support the activities of CRUI in its international road show, considering the
logistic capillarity of the outsourcer-to-be network. This activity could be carried out in coordination with
the Italian Cultural Institute, which is already supporting CRUI with its structures in other countries.
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5.1.2. Tourism
With respect to tourism, it is a priority to assume the innovation represented, in this sector, by the
Strategic Plan of Tourism. As a result of a wide and synergic participation process among many public
and private stakeholders, including other Ministries and Regions, the new 2017 Tourism Strategic Plan2022 elaborates a great wealth of ideas and proposals.
Caption 41. The Ministry for Cultural Heritage and Activities and Tourism website

The Plan of the Ministry of Cultural Heritage and Activities and Tourism intends to promote a new
mode of tourist use of the heritage of our country, based on the renewal and expansion of the tourism
offer of strategic destinations and the development of new destinations and new products. To pursue
these objectives, the Plan acts on fundamental levers like technological and organizational innovation,
adaptability to the transformations of the market, the enhancement of the territorial and cultural
heritage; the adjustment of skills; favourable conditions for the activities business.
All the touristic system is now committed in re-allocating the touristic flows from the classic offer
including, for example, the big artistic Italian cities to the beauty of small Italian villages (borghi) and
characteristic paths. The change of the National strategy can certainly be enhanced throughout the
communication in the site and offices of the outsourcer-to be.
Additional details, were collected through the following opportunities:





the accreditation of tour operators, being competitive with the conditions applied by other Schengen
countries such as the use of the operator's password, the ability to accept applicants from different
cities and working days necessary for issuing the visa, etc. would facilitate the effectiveness of
accredited tour operators;
a longer duration of the multiple visa, in line with other Schengen countries, would facilitate the
volume of visa applications and the operability of accredited tour operators;
the possibility to organize an urgent process visa dedicated also to various Russian regions, as it
seems to be available only in Moscow.

The Conference of Regions and Local Autonomies, plays a coordinating role that, for the tourism
sector, has been delegated to the Abruzzo Region for over 10 years (currently with the third consecutive
mandate). The Conference, which mainly deals with aspects related to the law, can be addressed, by
the Italian General Consulate in Moscow and the visa centres of particular instances and opportunities
to channel efficiently and synergistically to all the tourism departments of the Italian regions and to
local autonomies.
It is also necessary to take into account the ongoing development envisaged by the MIBACT regarding
the Destination Management System that is the co-ordinated management of all the elements that make
up a destination (attractions, access, marketing, human resources, image and pricing). It takes a
strategic approach to link very separate entities for the better management of the destination. The
importance of digital/ tools/ technologies / applications in the tourism sector is certainly greater and
more pervasive than in other economic sectors.
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Caption 42. National catalogue of international trade shows and Exhibitions in Italy

(website)
Particular importance should be given to the visibility of the national catalogue of international trade
shows and Exhibitions in Italy. The portal www.catalogofiereinternazionali.it managed by the Conference
of Regions, provides useful information by cataloguing trade shows and exhibitions by industry and
regional location. This tool could integrate Russian visitors’ routes by adding these important events.
5.1.3. Healthcare
With respect to Healthcare in the future, the National System is expected to compete for becoming a
Medical Tourism Champion. This will require the necessity to have an offering focused on specific patient
needs. The global growth in the flow of patients and health professionals as well as medical technology,
capital funding and regulatory regimes across national borders will give rise to new patterns of
consumption, provision and production of healthcare services.
If we look at 2020 in a nutshell:







Patients seek medical care globally when they are not satisfied with what they are offered in their
country. These patients are willing to travel to access faster care, specialized treatment or medical
tests, or better technology not available (or affordable) in their healthcare system.
Quality and Cost balance of care becomes the main issue while choosing medical destination.
Medical tourism is one of the main industries for the country with effective and efficient Healthcare
System and related patient services (travel, accommodation etc.)
Telemedicine and telehealth are progressively lowering distance barriers, thus allowing patients to
be connected with the best healthcare practices in the world.
Private Healthcare Group operate at global scale with Hospitals in different countries.

The vision to open considerable flows from Russia to Italy in the field of health tourism is considered as
an enormous opportunity for the Country system. At the moment, it seems that the realization of this
path still requires specific activities but, at least to start, it might be useful to produce a tool to address
potential travellers for reasons of health and physical regeneration similar to that already available for
the selection of study facilities.
5.1.4. Cultural activities
With respect to Cultural activities, all the activities carried out by the Italian Cultural Institute could be
more visible in Visa centres, together and in synergy with, the initiatives conducted by Italian Ministries.
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For example, the promotion of Italian cinema in Russia is now a reality thanks to the constant
commitment of the Italian Cultural Institute, the Italian Embassy in Russia, and ICE, which carry out
successful initiatives in Moscow.
In synergy with these initiatives, visa centres could extend the promotion of the locations that, in Italy,
have been used by successful film productions, for the information benefit of Russian travellers.
Caption 43. Portal Italy for Movies

The Portal Italy for Movies was recently launched by the Directorate for Cinema and Directorate for
Tourism, both from the Ministry for Cultural Heritage and Activities and Tourism, to set up a
national portal of locations and production incentives, as expressly provided for in the Plan for the
Implementation of the Strategic Tourism Plan 2017-2022.
The portal gives industry professionals access to information on filming locations in the Italian regions
and funding opportunities at regional and national level. The strategic aim here is to increase the appeal
and visibility of the Italian regions to tourists through film production, and to secure an increasing flow
of foreign investments for more effective tourism promotion through cine-tourism, also intensifying the
use and appreciation of cultural, environmental and landscape assets.
The content of the portal includes a catalogue of locations broken down into individual territories and a
regional map of existing films and audio-visual works (photos and videos) with links to production
websites. It also constitutes a guide to incentives, both national and regional, for producers, as well as
the technical facilities provided by the Film Commissions.
5.1.5. Italian language
With respect to the Italian language, the Portal of Italian Language is noteworthy and includes news,
events, and relevant documents for studying the Italian language. Developed by the Ministry of
Foreign Affairs and International Cooperation (Directorate General for Cultural and Economic
Promotion and Innovation), the website of the Italian Language works in collaboration with the Ministry
of Economy and Finance and the Italian State Bureau of Printing and the Mint.
The selection of the main documents, articles and studies on the teaching of the Italian language is
made with the contribution of the linguistic Scientific Societies: AItLA (Associazione Italiana di
Linguistica Applicata); ASLI (Associazione per la Storia della Lingua Italiana); DILLE (Società di Didattica
delle Lingue e Linguistica Educativa); SIG (Società Italiana di Glottologia); SLI (Società di Linguistica
Italiana); SIFR (Società Italiana di Filologia Romanza).
Recently (May 21, 2018) the MAE - Directorate for Cultural and Economic Promotion and Innovation
has concluded an important project for the development of a new App in order to provide a tool to be
downloaded in portable devices which include a training course in the Italian language perfectly suitable
to travellers from foreign countries.
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Caption 44. ItaliAmo App

In collaboration with the European Institute of Design (IED) and the Italian web agency Ovosodo, the
"ItaliAmo" App, is a free course for Italian language and culture of A1 level for iOS and Android devices.
The goal of "ItaliAmo" is to offer a new interactive tool for teaching Italian and promoting Italian cultural
and productive excellence abroad.
The course, available for free on Google Play and App Store, is structured in ten stages set in as many
Italian cities and regions and it is built as a journey to discover Italy together with Leo and Lisa, two
characters that recall, in a modern key, Leonardo da Vinci and Mona Lisa. Each stage is in turn divided
into four sections: dialogue, expressions, exercises, culture. Currently in English and Chinese, the App
will be translated by the end of the year in the main languages. The app can be downloaded with the
scanning of the relative QR code. A possible synergy can be the creation of a poster with the advertising
and the QR code of this new app within Visa centre locations and the outsourcer-to-be website.
5.1.6. Attraction of foreign investments
With respect to attraction of foreign investments, some opportunities related to the investment activities
in Italy have been reported. These opportunities could be highlighted and supported by the visa centres
or indicated in the website of the outsourcer-to-be.
Certainly, the integration of the following information could be easily and effectively placed to integrate
the site of the Italian Embassy in Russia "latuaitalia.ru".
The introduction of a visa for investors is very recent. The new program is officially known as the
“Investor Visa for Italy” (investorvisa. mise.gov.it). This website contains a guidance that represents a
comprehensive source of information and a step-by-step guide for the user in the visa application
procedure. This is a new type of entry visa for foreign nationals who intend to make an investment or
donation. The investor visa is not subject to the annual limits on entries (“quotas”).
With the investor visa, a two-year residence permit is granted, renewable for further three-year periods
and issued to investor visa holders after they arrive in Italy. The conditions for issue and maintenance
of the permit are:



the investment or donation declared in the visa application must be made within three months
of the date of entry into Italy;
the original investment must be maintained for the entire permit validity period. If one of these
two conditions is not satisfied, the investor residence permit may be revoked, even before the
envisaged expiry date, and renewal is not permitted.
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Caption 45. Ministry of Economic Development website – investor visa for Italy section

Investinitalyrealestate.com is a portal for presenting opportunities for investment in real estate in Italy.
The project is part of the framework of initiatives designed to promote investment in Italy, by the Prime
Minister’s Department in coordination with the Ministry for Economic Development, through ICE, in
collaboration with the Treasury Department of the Ministry of Economy and Finance and with the State
Property Office. One of our main objectives in designing this portal was to facilitate the exchange of
information among all stakeholders, both private and public, who share an interest in the potential sale,
acquisition and development of real estate property in a given Italian region.
Furthermore, the diffusion of the contents of websites and brochures relating to the investments
opportunities in Italy, well documented at www.investinitaly.com, could be useful.
The dimension of the Russian territory and the capillarity of the presence of visa centres could help the
promotion of all governmental activities relating to the investment opportunities in Italy.
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Appendix 1. Presence of VPCs in Tier 1 and Tier 2 regions

Tier 1 & 2
Priority
regions
Number of
VPCs
Country
Austria
Belgium
Bulgaria
United Kingdom
Germany
Greece
Denmark
Iceland
Spain
Italy
Latvia
Lithuania
Malta
Netherlands
Norway
Poland
Portugal
Slovakia
Slovenia
Finland
France
Croatia
Czech Republic
Switzerland
Sweden
Estonia
Cyprus
Ireland
Hungary

Moscow

28

●
●
●
●
●
●
●
●
●
●
●
●
●
●
●
●
●
●
●
●
●
●
●
●
●
●
●
●
●

Sverdlovsk Tatarstan
Oblast

23

Krasnodar
Krai

N. Nov
gorod
Oblast

Primorsky
Krai

Samara
Oblast

Bashkortos Tyumen
tan
Oblast

Perm Krai

22

22

22

20

21

19

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●
●
●

●
●
●

●
●
●

●
●
●

●
●
●

●
●
●

●
●
●

●
●
●
●
●
●
●
●
●

●
●
●
●
●
●
●
●
●

●
●
●
●
●
●
●
●
●

●
●
●
●
●
●
●

●
●
●
●
●
●
●
●
●

●
●
●
●
●
●
●

●
●
●
●
●
●
●

●
●
●
●
●
●
●

●
●

●
●
●
●
●

●
●
●
●
●

●
●
●
●
●

●
●

●
●
●

●
●
●
●
●

●

●

●

●

●

●

●
●
●

●
●

●
●
●
●
●
●
●
●
●
●
●
●
●
●

●

●

●

●
●

3

20

●

●
●

●
●
●
●
●

●

●

●
●

●
●

●
●
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Appendix 2. Presence of VPCs in Tier 3 regions

Tier 3
Priority
regions
Number of
VPCs
Country
Austria

Rostov
Oblast

Khaba
rovsk Krai

Kaliningrad Belgorod
Oblast
Oblast

23

17

14

●

●

●
●
●
●
●
●
●
●
●
●
●
●
●
●

●

●
●

●

●
●

●
●
●
●

●
●

●
●

●

●

●
●

●
●

4

Chelya
binsk
Oblast

4

Novosibirsk Irkutsk
Oblast
Oblast

Krasno
yarsk Krai

24

21

19

●

●

●

●

●

●

●

●

●
●
●

●
●

●
●
●
●
●
●
●
●
●
●
●
●
●
●
●

●
●
●

●
●
●

●
●
●
●
●
●
●
●

●
●
●

●
●
●
●
●
●
●

●
●
●
●
●

●
●

●

●

●
●

●
●

●
●

Stavropol
Krai

Tula Oblast

4

3

●
●

●

●
●

●
●

Belgium
Bulgaria
United Kingdom
Germany
Greece
Denmark
Iceland
Spain
Italy
Latvia
Lithuania
Malta
Netherlands
Norway
Poland
Portugal

●
●
●
●
●

●
●

●
●

●
●

●
●
●

●
●
●
●

Slovakia
Slovenia
Finland
France
Croatia
Czech Republic
Switzerland
Sweden

●
●

Estonia
Cyprus
Ireland
Hungary

●
●

●
●
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Appendix 3. Comparison of the key indicators related to visa processing services
NETHERLANDS

FRANCE

SPAIN

GERMANY

GREECE

ESTONIA

LATVIA

LITHUANIA

UK

10 days

10 days

15 days

5 days

10 days

10 days

15 days

full-paper

half-digital

half-digital

half-digital

half-digital

half-digital

half-digital

€ 35

€ 35

€ 35

€ 35

€ 35

€ 35

€ 112

€ 70

€ 60

€ 70

N/a

N/a

€ 70

€ 70

€ 180

€ 28

€ 15

€ 19

€ 20

€ 19

€ 20

€ 20

N/a

N/a

€3

€4

€4

€4

€8

€4

€ 80

€3

€3

€4

€4

€4

€3

€3

N/a

N/a

€1

€1

€1

€1

N/a

€1

€2

€ 50

€ 14

N/a

€ 50

N/a

N/a

N/a

€ 100

N/a

€ 140

N/a

€ 150

€ 150

N/a

€ 150

N/a

based on
destination

€3

based on
destination

based on
destination

based on
destination

based on
destination

€3

€ 16

Visa processing period
15 days

48 hours

Visa application format
full-paper

half-digital

Pricing structure of services
Consulate fee
€ 35

€ 35

Consulate fee (urgent)
€ 70
Service fee
€ 28
Filling in the form
€4
Photo
€4
SMS
€1
Prime-time
N/a
Mobile on demand
N/a
Courier delivery
€4
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Appendix 5. Public and private entities contacted for study of the possible synergies with
Italian Diplomatic mission in Russia
The Ministry of Foreign Affairs and International Cooperation is responsible for the State’s
functions, tasks and duties in matters concerning Italy’s political, economic, social and cultural relations
with other countries. It operates through a network of offices throughout the world: embassies,
permanent missions to the international organizations, special diplomatic delegations, consular offices
and Italian cultural institutes. For the scope of this work mainly the directorate responsible for entry
visas to Italy and the directorate responsible for cultural and economic promotion and innovation were
contacted.
Italian Trade Agency (ICE) is the Governmental agency, supervised by the Ministry for Economic
Development that supports the business development of Italian companies abroad and promotes the
attraction of foreign investment in Italy. For the scope of this work the Office in Moscow, responsible for
Russian Federation, Belorussia and Armenia was contacted.
Italian Agency for Tourism (ENIT) is the Governmental agency, supervised by the Ministry for
cultural
heritage
and
activities
and
tourism,
that
promotes
the Italian tourist image abroad and the national tourist offering, as well as the integrated promotion of
the tourism resources of the Regions and of the territorial autonomies in agreement with the Conference
of Regions. The Agency also implements the promotional strategies at national and international level
and for information abroad in order to support the marketing of Italian tourism products. For the scope
of this work, the Executive Directorate in Rome and the operating office in Moscow were approached.
The Conference of Italian University Rectors (CRUI) is the association of state and private
universities. Established as a private association of Rectors CRUI has, over time, acquired an
acknowledged institutional and representative role, as well as a practical capacity to influence the
development of the university system through its intense activity of study and experimentation. For the
scope of this work the Directorate of International Relationships was contacted.
The Conference of Regions and Autonomous Provinces is a body of political coordination between
the Presidents of the Regional Councils and the Autonomous Provinces. The functions of the Conference
are those linked to the need for moments and places of coordination. The Conference guarantees the
establishment of a permanent interregional comparison to promote the "best practices", it covers the
need to constantly represent the "system of regional governments" outside and in institutional relations
and underlines the role of the Region institution in the construction of the European Union. For the scope
of this work, the department responsible for tourism was contacted.
The Permanent Conference for relations between the State, the Regions and the Autonomous
Provinces of Trento and Bolzano operates within the national community to foster cooperation
between the activities of the State and that of the Regions and the Autonomous Provinces, constituting
the " privileged seat "of political negotiation between central administrations and the regional autonomy
system. It is part of the National Government within the Prime Minister’s Department. For the scope of
this work, the Secretary of the Department was interviewed.
The Ministry of Cultural Heritage and Tourism (MIBACT) manages the cultural heritage and the
promotion of tourism activities in order to ensure the organic protection of interests of extreme
importance both at home and at national level. For the scope of this work, the Directorate for economic
development, international Expos, Digital Agenda, Technological innovation, Information and statistical
systems and the Directorate for Cinema and audio-visual and internationalization and the Secretary
General for International Relations were contacted.

The Italian Cultural Institute (ICI) of Moscow aims to promote and spread the Italian language and
culture in Russia through the organization of cultural events promoting the circulation of ideas, the arts
and the sciences. As part of the network of Ministry of Foreign Affairs and International Cooperation it
supports the activity already carried out by the Embassy and Consulates and offers the opportunity to
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learn about the Italian language and culture, through the organization of courses, the management of
libraries and the offer of educational and editorial material. It creates contacts and assumptions to
facilitate the integration of Italian operators in international cultural exchange and production processes.
It provides information and logistical support to public and private cultural operators, both Italian and
foreign and supports initiatives that promote intercultural dialogue based on the principles of democracy
and international solidarity.
The ICI of Moscow is responsible for the territory of the entire Russian Federation, including the areas
for which the ICI of Saint Petersburg is competent (St. Petersburg, Leningrad region, Murmansk and
province, Autonomous Republic of Karelia, Pskov and province, Vologda and province, Archangelsk and
province).
Private entities contacted include The Italian-Russian Chamber of Commerce, Confindustria Russia,
GIM-Unimpresa, National Association of Film and Audio-visual Industry.
The Italian-Russian Chamber of Commerce (CCIR) aims to contribute to the development of
economic, commercial, technical, legal, scientific and cultural cooperation between Italy, the Russian
Federation and other CIS States. To strengthen and facilitate economic and trade exchanges between
the two countries, the Italian-Russian Chamber of Commerce operates in close contact and in
collaboration with the Italian and Russian institutions and operates on the two parallel levels which are
integrated each other. The activity of the CCIR takes place in assiduous and close collaboration with the
Embassies, Ministries and other Institutions of the two countries. In fact, the first Economic and
Commercial Councillor of the Embassy of Italy in Moscow and the President of the Sales Representative
at the Embassy of the Russian Federation in Rome are rightful members of the Board of Directors of the
Italian-Russian Chamber of Commerce.
Confindustria Russia is a non-profit association that aims to represent, assist and support not only
Italian companies and businesses in the territory of the Russian Federation, but also those companies
that are entering the Russian market. Its mission is to provide useful information, tools, projects, ideas,
initiatives, through events, seminars, B2B meetings, missions and business tours, both in Russia and
abroad. Its activity is suitable to Italian companies that intend to study the market, invest and look for
industrial or financial partners, set up Russian companies and localize their industrial production in the
territory of the Russian Federation.
GIM-Unimpresa is the Association of Italian entrepreneurs in Russia, a non-profit association that for
over 20 years defends and protects the interests of Italian companies in the Russian Federation. The
Association brings together companies from all the major economic sectors, among the members are
small, medium and large companies as well as banks, service companies and production sites. Its
mission is to assist its members with useful information, tools and events and for the organization of
B2B meetings and team working. It provides Visa assistance, support in the participation to tenders,
involvement of the Italian honorary consuls, dealing with customs matters and supervising of quotas
for work permits.
National Association of Film and Audio-visual Industry (ANICA) is the association which
represents Italian film and audiovisual multimedia industries when dealing with political and union
institutions while also establishing relations with all the key players in the promotion of films and
communication products in Italy and abroad. ANICA is a member of Confindustria (the Italian Industry
Confederation), actively representing the film industry.
The association is divided into three sections: producers, distributors and technical enterprises (printing
and development, film studios and sound-sets, equipment rental, editing, audio and video postproduction, dubbing and transport).
ANEM (the National Association of Theatre Owners), Cartoon Italia (Association of Animation Producers),
and UNEFA (Union of Film and Audio-visual Exporters) are all adherents of ANICA.
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In terms of International promotion, ANICA, in collaboration with the public institutions in charge, is
consolidating itself in seasoned markets and opening new opportunities for the internationalization of
audio-visual companies, and particularly, of Italian audio-visual products.
With this goal, ANICA – in conjunction with the APT (Association of Television Producers), with the
support of the Ministry for Economic Development, the Ministry of Cultural Heritage and Tourism, Italian
Trade Agency (ICE) and the Regione Lazio – has developed MIA, the International Audio-Visual Market,
which takes place in autumn in Rome.
In collaboration with the Ministry of Foreign Affairs and International Cooperation – Directorate
responsible for cultural and economic promotion and innovation, relating to the project “Vivere
all’Italiana”, Anica organises in Russia, together with the Embassy and the Italian Cultural Institute, the
Italian film Week (Fare Cinema).
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Appendix 6. List of the interviews and contacted officials
Entity

Description

Title

Status

Date of
meeting

ICE

Italian Trade AgencyBranch of Moscow Agency of the Italian
Ministry of Economic
Development (MISE) for
the development of
Italian export,
internationalisation of
Italian companies and
Investment attraction

Director of the Moscow office

Interview
completed

April, 27

MAE

Italian Ministry of
Foreign Affairs and
International
Cooperation

Principal of Office VI - Visas Directorate General for Italian
Citizens Abroad and Migration
Policies

Contacted

N/A

Head of Office II - Foreign
Investments in Italy and financial
tools for internationalisationDirectorate for Cultural and
Economic Promotion and Innovation

Interview
completed

May, 14

Head of Office III Internationalisation of territorial
autonomies, tourism and sportDirectorate for Cultural and
Economic Promotion and Innovation

Interview
completed

May, 10

Manager Office III Internationalisation of territorial
autonomies, tourism and sportDirectorate for Cultural and
Economic Promotion and Innovation

Contacted

N/A

Head of Office VII - Promotion of
the Italian language and
publications, internationalisation of
Universities, fellowship- Directorate
for Cultural and Economic
Promotion and Innovation

Interview
completed

May, 14

MAE

Italian Ministry of
Foreign Affairs and
International
Cooperation

Office VII - Promotion of the Italian
language and publications,
internationalisation of Universities,
fellowship- Directorate for Cultural
and Economic Promotion and
Innovation

Contacted

N/A

Conferenza
delle Regioni

The Conference of
Italian Regions and
Territorial Autonomies

Coordinator for Tourism

Interview
completed

May, 15

Director for Economic development,
international Expos, Digital Agenda,
Technological innovation,
Information and statistical systems

Interview
completed

May, 18

Assembly of Regional Ministries and
Directors for Tourism

Presentation
Held

May, 22

Director of Service II - Directorate
for Cinema and audio-visual and
internationalization

Interview
completed

May, 18

Secretary General - International
relations

Interview
Ccompleted

May, 22

Conferenza
delle Regioni
MIBACT

Italian Ministry for
cultural heritage and
activities and tourism
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CRUI

The Conference of
Italian Rectors

Director for International Relations

Interview
completed

May, 17

Conferenza
Stato Regioni

Presidency of the
council of ministries The Conference of
Italian State and
Regions

Director

Contacted

N/A

ANICA

Italian Association of
Multimedia Audio-visual
Cinematography
Industries
(Confindustria network)

Director of International
Development

Interview
completed

May, 21

ENIT

Italian Agency for
Tourism of the Italian
Ministry for cultural
heritage and activities
and tourism

Executive Director

Interview
completed

May, 15

Branch Director

Interview
completed

May, 24

Confindustria
Russia

Association of Italian
Companies in Russia

General Manager

Interview
completed

May, 28

Istituto
Italiano di
Cultura
Russia

Italian Cultural Institute
in Russia (MAE)

Director

Interview
completed

May, 28

CCIR

Italian Russian Chamber
of Commerce

Director

Interview
completed

May, 24

GIM
Unimpresa

Association of Italian
Companies in Russia

President

Interview
completed

May, 28

Vice President

Interview
completed

May, 28

General Director

Interview
completed

May, 24

ICE

Italian Trade AgencyBranch of Moscow Agency of the Italian
Ministry of Economical
Development (MISE) for
the development of
Italian export,
internationalisation of
Italian companies and
Investment attraction

Director of the Moscow office

Interview
completed

April, 27

MAE

Italian Ministry of
Foreign Affairs and
International
Cooperation

Principal of Office VI - Visas Directorate General for Italian
Citizens Abroad and Migration
Policies

Contacted

N/A

Head of Office II - Foreign
Investments in Italy and financial
tools for internationalisationDirectorate for Cultural and
Economic Promotion and Innovation

Interview
completed

May, 14

Head of Office III Internationalisation of territorial
autonomies, tourism and sportDirectorate for Cultural and
Economic Promotion and Innovation

Interview
completed

May, 10
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MAE

Italian Ministry of
Foreign Affairs and
International
Cooperation

Manager Office III Internationalisation of territorial
autonomies, tourism and sportDirectorate for Cultural and
Economic Promotion and Innovation

Contacted

N/A

Head of Office VII - Promotion of
the Italian language and
publications, internationalisation of
Universities, fellowship- Directorate
for Cultural and Economic
Promotion and Innovation

Interview
completed

May, 14

Office VII - Promotion of the Italian
language and publications,
internationalisation of Universities,
fellowship- Directorate for Cultural
and Economic Promotion and
Innovation

Contacted

N/A
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