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Contract Summary

The State Contracts Control Board has appointed a single travel management company Carlson Wagonlit Travel (CWT)
as the NSW Government’s travel agent where all bookings for air travel, car hire and accommodation are to be made. All
travel is to be booked via CWT

NSW Procurement has negotiated a range of highly competitive discounted airfares — domestically with Qantas, Regional
Express (REX) and Virgin Blue, and internationally with Qantas, Cathay Pacific, Air New Zealand, Emirates, Etihad,
Lufthansa, Singapore Airlines and Virgin Blue. These specially discounted fares can only be booked through CWT.

NSW Procurement

McKell Building 2-24 Rawson Place Sydney NSW 2000
T 1800 NSW BUY (1800 679 289)
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I www.nswbuy.com.au

Always ensure you obtain the latest version of the Contract Guide.

Enquiries to 1800 NSW BUY (1800 679 289) or visit the www.nswbuy.com.au
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Introduction

This Contract Guide is designed to provide customers
with all the necessary information needed to utilise the
Travel Management Services Contract - Contract 1008.

Contracting Services provides a full range of
procurement services for government agencies and other
eligible organisations. Services include contract
management of common use period contracts. These are
period contracts on a rolling one to five year renewal
cycles for the supply of products and services in common
use across many agencies. Under these contracts,
suppliers provide a range of products and services at
prices established on the basis of aggregated whole of
government buying power, achieving significant savings.

Contract 1008 is for the supply of Travel Management
Services. Contract 1008 commenced 1 October 2005 for
a term of 3 years. It has since been extended and is
currently due to expire 30 November 2010.

This period contract allows users to achieve
considerable cost savings due to the combined
purchasing power of the NSW government. It offers
value for money including competitive rates, and a
quality range of product and services.

CWT also has access to a range of highly competitive
discounted airfares from a number of airlines. NSW
Procurement has subsidiary arrangements with Qantas,
Regional Express (REX) and Virgin Blue under the Travel
Management Services contract.

CWT is the sole contractor for Travel Management
Services. CWT is responsible for all aspects of booking
Domestic and International Travel and other related
services such as car hire, rail bookings and
accommodation etc. The travel arrangements are a "one
stop shop" concept, with CWT having the capacity to
arrange all your travel requirements with just the one
telephone call.

All NSW government agencies are obliged to use the
Travel Management Services contract.

Included in this Contract Guide is information on how to
access the full range of travel services offered by CWT.




Section 1 —
Accessing

the Contract: A Step
by Step Guide

CWT Accounts Set Up

CWT Australia and NSW Procurement have identified
2,285 accounts, which will be serviced and covered
within Contract 1008. Please find below the steps
required to set up a new account that has not already
been identified by CWT and NSW Procurement.

If you are unsure whether your organisation has an
account with CWT, please contact your own accounts
section or NSW Procurement. Organisations need only
register once with NSW Procurement i.e. there is no
need to register for each individual contract. Your NSW
Procurement registration number enables your
organisation to use any of the period contracts
administered by NSW Procurement.

Not all organisations are eligible to access the Travel
Management Services Contract. See Section 5 of this
Contract Guide for more information surrounding eligible
customers.

New Accounts Set Up

If your organisation is seeking to set up an account the
process for doing so is as follows:

1. Contact the CWT representative below:

Contact: Simone Saadi

Phone: (02) 8666 1572

Facsimile: (02) 8666 1803

Email: nswgovclients@carlsonwagonlit.com.au

When contacting the CWT representative please provide
them with the following details:
- Name of new account (ie.division/agency name)
Name of the person requesting new account set
Name of key contact within division or agency to
be contacted in order to set up account
Telephone number of key contact
Email address for both key contact and person
requesting set up.

2. Travel consultant will send request to set up an

account to the CWT Strategic Program Manager - NSW
Government.
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3. The CWT NSW Government Strategic Program
Manager will review the request and send to the CWT
National Account Manager — NSW Government.

4. The CWT will approve application and send to Vendor
Manager — NSW Procurement as per details below:

Contact: Adam Cranney
Telephone: (02) 9372 7755
Email: adam.cranney@services.nsw.gov.au

5. If approved, the contract officer of your organisation is
then to verify that your organisation has been issued with
a supplier code. If your organisation has not been issued
with a supplier code, the contract officer will confirm new
supplier code requirements

6. Your contract officer is to then notify CWT in writing to
go ahead and issue the new CWT Account.
Communications should contain the following details:
- CFA

Descriptions of Levels (L2 and L3)

CWT Code (cost centre)

CWT Code Description

Record of charges address for invoicing

purposes.

7. The CWT will organise an account set up internally.
Account set up might take up to five days

8. The CWT will send updated copy of the CWT NSW
Government hierarchy to your contract officer in order to
notify your organisations key contact of booking details
including CWT Code.

9. The CWT will ensure that your organisation is aware of
requirements to book through CWT (eg. Profiles, credit
card/Diners Account, travel policy etc)

a) Please note products implementation takes approx 5-6
weeks

b) Diners Account implementation takes approx 2 weeks.

10. Once account is set up, the CWT National Account
Manager — NSW Government will send a communication
to the CWT Strategic Program Manager — NSW
Government advising of new CWT Account details. Citrix
link will be immediately updated with new CWT Code
details to update regional centres.

11. If your organisation is not part of an exiting account
the CWT will ensure the new account receives a copy of
the Travel Organiser User Guide and Service Level
Agreement.

12. The CWT Strategic Program Manager — NSW
Government will communicate details to NSW
Government Travel Centre Staff.




13. If your organisations account does not have a CFA
set up yet, the process might take up to six weeks for
total implementation.

14. If your organisations new account is an additional
CWT Code to an existing CFA the process might take up
to five days.

In order to complete this you need to:

a) Complete the ‘Information for Account Set Up’ form as
attached via email to Simone Saadi — Client Services
Coordinator nswgovclients@carlsowagonlit.com.au

b) CWT will check the details you have provided and
allocate a CWT Code.

¢) CWT will send details to Diners to set up new account.
d) Diners will then provide all the account details to you
including Diners and CWT Code.

If you have any questions or enquires surrounding setting
up a new account please contact:

Contact: Simone Saadi

Phone: (02) 8666 1572

Facsimile: (02) 8666 1803

Email: nswgovclients@carlsonwagonlit.com.au

Create Your User Account

Once your organisation has created an account the next
step is for employees to create a user account. If you are
not a registered traveller or travel arranger follow the
steps below in order to create a user account;

1. Obtain the following from your organisation’s travel
department:

Client Identifier
Company Name

Password

2. Go to the CWT registration page (URL below). Follow
the prompts and complete the required fields:

https://connect.carlsonwagonlit.com/reqister

3. CWT Client Care will email you with your PIN, initial
password and relevant links shortly after you complete
the registration.

Create Your User profiles

It is recommended that all travellers and travel arrangers
have profiles on CWT'’s system. To set up a user profile
complete the following steps:

1. Log into the CWT system with your PIN and password
that was provided to you when setting up your user
account.

https://sbt.carlsonwagonlit.com/thetravelersite?NSWGOV

2. Follow the prompts and create your profile

The person travelling must establish the User Profile
initially. Once this is done, the traveller may assign up to
40 travel arrangers to his/her profile. All profiles must
have a valid CWT code.

NSW Government travellers are not permitted to add
Frequent Flyer numbers to their profiles.

Payment and Diners Club set-up

Your organisation may utilise one of the following two
options:

OPTION ONE - Your organisation’s own corporate
credit/procurement card.

If your organisation chooses to use its own corporate
card as form of payment, please notify CWT.

Contact: Simone Saadi

Phone: (02) 8666 1572

Facsimile: (02) 8666 1803

Email: nswgovclients@carlsonwagonlit.com.au

OPTION TWO - Diners Club Corporate Travel System
(CTS) invoicing facility.

The Diners Club CTS is an invoicing facility that is
outsourced to Diners Club. If your organisation chooses
this option, please notify CWT (details above) and
request the following forms:

Diners Club CTS Application form
Authority to Access Account Information
form

Either a Direct Debit Request form or EFT
Payment to Diners Club

Account, Payment and Billing Structure




Please send ALL Diners Club Application Forms to:

To: Key Accounts
Fax: +61 3 8643 2805
Email: key.accounts@dinersclub.com.au

Please see section ‘Diners Club’ for more information.




Section 2 —
Placing an Order — A
Step by Step Guide

Making a booking

If your user account and profile is set up, you may make
a booking. You have four options. You may make a
booking directly via the Online Booking Tool (OBT), over
the phone via the CWT NSW Government Travel Centre,
by completing the NSW Government Booking Form or via
one of the CWT travel agent partners. You must have
your CWT Account Code before making a booking.
Detailed instructions follow.

1. Via the Online Booking Tool (OBT):

a) Go to the CWT Online Booking Tool (OBT) at:
https://sbt.carlsonwagonlit.com/thetravelersite?NSWGOV
b) Log in with your PIN or email address and password.
c) Click ‘Book a Trip’ and follow the steps.

Note the Online Booking Tool is for Domestic bookings
only.

Some organisations’ policies preclude their travellers
from using the Online Booking Tool to self-book. Please
check with your organisation whether you are allowed to
book via the OBT.

Online users must have a CWT profile (see above).

If you need to change a booking that has been made via
the Online Booking Tool, you must call the NSW
Government Travel centre (details below).

2. Via the NSW Government Booking Form

Complete the attached form and fax or email it to the
NSW Government Travel Centre:

Contact: NSW Government Travel Centre
Fax: 1800 229 423 or 02 8666 1705
Email:

Domestic - nswgdom.syd.au@contactcwt.com

International - nswagint.syd.au@contactcwt.com
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3. Via the NSW Government Travel Call Centre
Domestic bookings

To make a domestic booking all the domestic booking
number:

Phone: 1300 307 629

If you encounter any difficulties domestic bookings are
managed by three separate teams at CWT. Agencies
must call only the team to which they are assigned. For
the phone number of your agency’s domestic booking
team please contact CWT (in order or escalation):

Contact: Bianca Sobotta

Phone: 02 8666 1761

Email: bsobotta@carlsonwagonlit.com.au
Contact: Suzanne Quinn

Phone: 02 8666 1747

Email: nswgovclients@carlsonwagonlit.com.au
Contact: Simone Saadi

Phone: 02 8666 1572

Email: nswgovclients@carlsonwagonlit.com.au

International bookings
The one call-centre team handles international bookings:
Phone: 1300 657 378 or 02 8666 1703

If it is decided to call the CWT Travel Centre direct the
following information is required to be provided:

Identify yourself, agency/organisation
name and name of traveller

Details of emergency contact

Identify the nature of travel

The details for accompanying travellers, if
applicable

Provide dates of travel and the departure
city/airport and desired departure times,
arrival city/airport and desired arrival times.
Indicate any special requests/needs e.g.
meals, seating, medical assistance.

Please note, the opening hours of the CWT Travel
Centre is 8:00am — 6:00pm Monday to Friday (EST). If
you call after hours, you will be transferred to the
emergency travel service, which operates from 6pm to 8
am Monday to Friday and 24 Hours on Weekends and
Public Holidays.




Changes to bookings:

If calling the CWT Travel Centre in order to change an
existing reservation you need to do the following:

Identify your call as a change to an existing
reservation.

Provide the name of the traveller and date of
travel.

Confirm whether ticket has been delivered

If a ticket has already been delivered and
changes are made that affect the routing, airline,
or cost of ticket, a new ticket must be issues.
Travellers should make every effort to exchange
an existing ticket as payment toward the new
ticket. The NSW Government Travel Centre will
advise you of the best way to make the
exchange.

4. Via a regional NSW Government Travel Centre

Please refer to Section 4 of this Contract Guide (page 17)
for a list of regional travel agent partners.

Please provide the same information to a regional travel
agent as you would provide when calling the CWT Travel
Centre.

Important information about booking
flights

Lowest Logical Fare and Ticket Flexibility

The Lowest Logical Fare is defined as the lowest suitable
fare available at the time of booking, including both
restricted and flexible fare types. The principal objective
of every department should be to minimise overall travel
costs consistent with flexibility, which might be required
for travel. CWT will provide travellers with a choice of up
to three airfare quotations where applicable within each
organisation’s travel policy. The traveller (or travel
arranger) then selects the cheapest option taking into
account the suitability of flight schedules based on
business requirements. The suitability of the cheapest
fare may be determined by the following:

Seat availability

Timing

Acceptability of any fare conditions or
other restrictions associated with lower
cost fares

Likelihood that a change will be required,
independently considering out and inbound
Availability of a ticket credit if a change is
required

The cost of making changes to a booking
versus the additional cost of a flexible

ticket (for instances where flexibility may
not be required e.g. on an inbound flight)

The suitability of the cheapest fare should not be
influenced by:

A traveller’'s preference for a particular
airline/carrier
A carrier’s reward schemes

Due to these conditions the selected flight may not
always be the cheapest fare available on the day. For
example, it may be best to fly the lowest fare on the
outbound trip (because no flexibility is required), however
flexibility may be required on the return flight. A flexible
flight in this instance may be defined as the lowest logical
fare of the day.

Flexible fares should be avoided where there is

certainty of the travel arrangements  and consideration
given to the cost benefits of non-refundable compared to
refundable fares. Deeply discounted fares offer
substantial savings. Where there is a low risk of
cancellation, you will be asked to provide a reason why
the discounted fare is not chosen. Mixed ticketing (as per
example above) should be utilised by all agencies as an
initial step in reducing the cost of travel across
government.

The CWT Travel Centre will source the Lowest Logical
Fare for NSW Government travellers resulting in
significant savings, which is pursuant to the Premier’s
Circulars on travel. Refer to section ‘NSW Government
Travel Policy’ in this document (pagel5).

Online Booking Tool savings

CWT is able to offer a reduced transaction fee
$15.00 (Plus GST) per transaction on all domestic
bookings made via the Online Booking Tool.

If your organisation does not utilise the Online Booking
Tool, please speak with your CWT Account Manager.
Please refer to section ‘CWT transaction fees below

(page 12).
Timing

The closer to departure date, generally the less likely a
discounted economy fare will be available. Consider
making your booking with CWT as early as possible to
increase the likelihood of greater discounts. In order to
obtain the lowest logical fare for the journey, it is
recommended that travel bookings be made more than
15 days prior to the expected travel date, where possible.




Choice of Airline/Carrier

When making a booking, the traveller should specify only
the required destination/s and required times of departure
and return flights, and not the airline on which she/he
travels.

Quotes for fares

The practice of requesting quotes for domestic fares in
order to gain approval for travel often does not allow for
the purchasing of the Lowest Logical Fare. Within your
agency’s own purchasing policy, you should purchase
the Lowest Logical Fare even if you have approval for a
more expensive fare.

Approval to travel should be based on the demonstrated
need to travel and not the not the price of an airline ticket.
There is no need to obtain quotes for domestic travel, as
the lowest logical fare of the day will be used. Quotes
may though be required for international travel.

Credit for cancelled or unused tickets

Some agencies may be reluctant to purchase the
cheapest fare if the same fare does not offer flexibility.
Please be mindful of the fare credit facility. The fare
credit facility enables you to credit a fare to a future flight
if you change or cancel a booking. The carrier’s own fare
conditions will determine whether a credit is available and
whether a credit is transferable to another traveller in
your agency. If it is likely that a change will be required,
please discuss the credit facility with the Government
Travel Centre when choosing flights.

If there is a credit available each traveller must alert the
travel-booking officer when booking travel.

Authorisation

Domestic air travel must be authorised by a staff member
with an appropriate delegation. This person must receive
a copy of the traveller’s travel itinerary at the time of the
booking. Ministerial approval is required for all
international travel.

Some agencies require travellers to complete an
Electronic Authority to Travel or similar form. Usually
these forms are to be completed by staff and approved
by the appropriate delegate before being submitted to the
travel-booking officer. This is an organisation’s own
internal process, one which CWT are not involved. CWT
is not required to verify whether a person within any
agency has delegation to travel or to arrange travel. This
is the responsibility of the agency.
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Urgent Bookings

If you need to make a reservation within 24hrs of the
required departure time, please call the CWT Travel
Centre. This will ensure your booking is processed and
confirmed within the required time frame. The OBT is
unavailable within 24hrs prior to departure.

Frequent Flyer numbers, lounge memberships and
flight preferences.

Public agencies and public officials, including people
travelling at government expense, are not allowed to
seek or accept frequent flyer points from any airline in
respect of official travel; this policy applies without
exception. Refer to Premier’s Circular C2002-29 and
following section entitled ‘NSW Government Travel
Policy’ for more information (page 15).

Individual organisations should decide whether to meet
the cost of staff joining or maintaining membership of
airline lounge facilities or similar services. The frequency
and duration of official travel by a member of staff, and
the scheduling of flights and official business
commitments, are considerations relevant to such
decisions. Staff members may join and maintain
membership of such schemes and facilities at their own
expense irrespective of the nature and extent of their
official travel.

Airline carriers’ frequent flyer rewards and lounge
membership systems are intrinsically associated. Due to
the Premier's Department Circular C2002-29, which
precludes the collection of frequent flyer points at the
time of booking, care must be taken to ensure that the
special needs and preferences of travellers are properly
collected and communicated to the airlines. Likewise
NSW Government travellers must be careful not to
accrue Frequent Flyers points. This is due to the
conditions associated with official government travel; this
is not a limitation of this contract or CWT’s systems.

Access to airline lounges:

If a traveller is permitted membership to an
airline lounge, she/he may access that
lounge by presenting his/her lounge
membership card at the entry point at the
airport.

Seating preferences and online check-in:

The CWT profile allows selection of isle
and window seating. In addition, major
domestic carriers allow their travellers to
check-in online between 48 hours and up




to 1 hour before departure. The opening
times vary between the carriers.

With online check-in, travellers can view
and change seat allocation. Plus, if a
return trip is booked on the same day, they
can usually check-in for both flights at the
same time. Online check-in also allows
travellers to print their boarding passes to
take to the airport.

It is important to note that advance seat
allocation is not guaranteed. There are
occasions when the type of aircraft may
change and the seat allocation no longer
exists. The airline may also is required to
use the seat for passengers with special
needs.

In-flight meal preferences:
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CWT’s profile records meal preferences
and other important information in
travellers’ profiles. It is strongly
recommended that all travellers keep their
profiles updated. Even a flight is booked
via the CWT call centre; CWT’s system will
pick up meal preferences from travellers’
profiles. If a traveller's profile is incomplete
and a booking is made via the CWT Travel
Centre, the traveller (or travel arranger)
must clearly state the preferences.

Please note meal selection is not
applicable on all flights. Travellers should
also check their itinerary for confirmation
that the carrier has accepted their
particular meal preference.




Section 3 —
Products & Services
Avalilable Under this
Contract

This contract operates as a travel agency type service,
via a central reservations centre or any of the regionally
appointed Government Travel Agents (Regional Travel
Agents) located throughout NSW. CWT has a contractual
obligation to offer customers the Best Fare of the Day
regardless of the carrier, subject to availability.

The contract affords users substantial savings and other
benefits that can greatly extend travel budgets. CWT
offers contract users discounted airfares for Intrastate,
Interstate and International air travel, which are available
on certain fares including economy, business and first-
class travel. Both the CWT centre and the Regional
Travel Agents located throughout New South Wales can
offer the full range of discounted airfares.

Travel bookings and booking-related
services

CWT, as the Travel Manager, as well as the Regional
Travel Agents will book flights on any Commercial Airline,
for both domestic and international, with access to
Government rates and access to preferred arrangements
with Qantas, REX and Virgin Blue.

CWT will arrange all bookings, tickets and delivery of
associated documents for domestic and international
travel. In addition, CWT offers the following travel-related
services:

Rental cars with access to Government rates for
domestic and international travel.

Bookings for coaches.

Conferencing facilities both international and
domestic.

Accommodation at metropolitan, country and
international destinations. NSW Government
preferred rates with selected hotels in many of
the major capital cities worldwide and towns
within Australia.

Chauffer driven cars, Sydney Metropolitan area
at Government rates.
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Rail Bookings, both domestic and international.
The CWT Travel Centre can assist in visa
applications where required by the traveller. At
the time of reservation, the Customer Service
Consultant will advise on visa requirements and
provide the relevant visa forms prior to visa
processing.

Package deals may be available which combine
airfares, accommodation and other additional
services, to users of this contract.

Group bookings can be organised for groups of
any size, for international or domestic
destinations.

CWT provides dedicated numbers for
international and direct numbers to three
dedicated domestic booking teams.

CWT Connect and Online Booking Tool (OBT)
allows agencies to make their own bookings,
manage their itineraries and have their trips
allocated to their account automatically.
Itineraries are then emailed directly to the
traveller.

The assistance of a dedicated Account Manager
dealing with Government travel.

Bookings may be made for all the above travel
services directly with CWT and the regionally
appointed Regional Travel Agents for the above
travel services.

Emergency Travel Centre

CWT offers an after hour emergency travel service which
operates from 6pm to 8am Monday to Friday and 24
hours on weekends and public holidays.

The after hours emergency travel service is used by all
CWT clients so it should be used for genuine
emergencies only.

If you call the CWT Travel Centre after hours the call will
be automatically diverted to the Emergency Travel
Centre.

Calls to the CWT After Hours Emergency Travel Service
attract a $25 charge per call.

The CWT After Hours Emergency Travel Service can be
contacted on the following:

Toll Free 1300 302 578
+61 (2) 8666 1731
+61 (2) 8666 1801

Telephone within Australia:
Telephone outside Australia:
Facsimile:

Carlson Events and Travel — Groups, Conferences
and Meetings




CWT has a department that deals only in conference and
group travel. This department is available to assist with
conference organisation or group bookings if required.
This service includes all air travel, accommodation,
transportation, entertainment etc.

Group bookings can be made where 10 or more people
are travelling to the same destination on the same day,
and can result in significant savings on airfares.

For further information go to:
www.events.carlsonwagonlit.com.au

Carlson Events and Travel — Groups, Conferences and
Meetings can also be contacted on:

Telephone within Australia: 1300 302 794
Telephone outside Australia:  +61 (2) 8666 1706
Email events.travel@carlson.com.au

General Training

CWT provides training to users of the contract to help
them understand and better utilise the contract. Please
contact your CWT Account Manager for more
information.

CWT Program Management Office Reporting

The CWT Program Management Office reporting tool is
available via the Internet at the Business Travel Portal
(linked from the online booking tool) and CWT Connect.
The CWT Program Management Office reporting tool can
provide information to contract users on anything from
travel expenditure, missed savings to traveller location.

CWT provides training and support services for the CWT
Program Management Office reporting tool. To register
your interest in such reporting systems or for training,
contact your CWT Account Manager.

Diners Club Online Transaction Summary (OTS) and
Diners Data-Feed

Issues can occur which may make reconciling your
statements difficult. These issues may include missing
information for charges and refunds or charges for travel
agency fees and airfares appearing separately over
monthly statements.

As a result Diners Club provides access to the OTS. OTS
enables contract users to access statement information
online. OTS holds twelve months historical data as well
as your current unbilled statements, which can be
accessed as often as you wish.

Those involved in reconciling accounts can upload
statement information into excel and sort information by
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various fields. This is an invaluable tool for the
reconciliation process.

Diners Club can also provide a data file, which can be
uploaded into your chosen expense management system
for reconciliation. Files are provided in ASCII (Text) flat
file format. The file is encrypted prior to transmission
using Citigroup Information Security Office approved
tools; Winzip version 9 or greater or PGP encryption.
This file can be provided daily or monthly. It is basically
an electronic version of your paper statement.

Diners Club provides training and support services to
users of the OTS and the Data-Feed. Contact Diners
Club Key accounts at key.accounts@dinersclub.com.au
for an application form and/or to arrange training.

Air Travel Insurance and International
SOS

The NSW Treasury Managed Fund (TMF) covers state
ministers, members of parliament and the judiciary,
officers and employees of the public service and certain
other persons and their personal property when travelling
by air on official business. Cover is for:

a) Loss of life or disablement during travel except when
the employee is covered under the Workplace Injury
Management and Workers Compensation Act 1998;

b) Recovery of overseas hospital, medical and
ambulance expenses arising from any one accident; and
¢) Loss or damage to baggage and personal effects.

Further information may be obtained from the TMF by
contacting Wayne Chandler (02) 8121 3686 or Gary
McCourt (02) 8121 3672.

Additionally the TMF has purchased a separate provider
contract from international SOS for emergency
assistance in medical and security emergencies.
International SOS is available to TMF members. The
TMF membership numbers are as follows:

Medical: 12 AMMS 000 001

Security: 12 ACSS 000 014

For advice or assistance under the SOS international
program, make a reverse charge calls to the International
SOS Alarm Centre. Details follow:

Sydney: +61 2 9273 2781
Singapore: +65 6338 7800
London: +44 20 8762 8008
Philadelphia:  +1 215 245 4707

More information is available on the internet at:
www.internationalsos.com




Departments not participating in the TMF are free to
make their own arrangements but generally, should
comply with the Treasurer’s direction in this regard.
Please refer to the NSW Treasurer’s circular at:
www.treasury.nsw.gov.au/treasds/900-999.html

CWT Transaction Fees

The travel management services contract is transacted
under a transaction fee agreement. Transaction fees are
charged at point of sale. All fees exclude GST and are as
follows:

Domestic Fee AUD $25
Trans Tasman Fee AUD $25
International Fee AUD $170

If a particular agency decides to use the CWT online
booking tool, the online transaction fee can be reduced
as follows, excluding GST:

Domestic Fee AUD $15

NOTE: A one-time assist fee of AUD $10 is applied to an
online booking should alterations be made.

The NSW Government definition of a transaction is per
PNR (one passenger) inclusive of one or more air
segments plus all land content.

The transaction fee will not be applied in the following

circumstances:
Where a non Global Distribution System (GDS)
ticket is combined with a GDS ticket — only a
single fee will apply.
Where two different airfare types or fare basis,
including private fares, are combined — only a
single fee will apply.
Where two different airlines or more are
combined in one booking — only a single fee will
apply.
Where land only (hotel and car) segments are
booked — No fee will apply
Where rail or bus is booked with no air segments
— the transaction fee will apply.
Where changes are required to the original
booking, whether the charge is made before or
after ticketing — No additional fee will apply.
Where an unused ticket credit is re-used — No
additional fee will apply.

The transaction fees will be charged by CWT at the time
of ticketing to the Diners account or designated credit
card.
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Diners Accounts and Procedure for
Account Queries

Your organisation may utilise one of the following two
payment options (see step by step guide above for more
detail).

1. Your organisations own corporate credit or
procurement card.

2. Diners Club Corporate Travel System (CTS) invoicing
facility.

Your accounts payable department usually determines
this.

Diners CTS stands for Corporate Travel System. It is a
card-less account that is used to book ALL travel that is
related to your cost centre. The Diners Club CTS is an
invoicing facility that is outsourced to Diners Club.
Payment of the CTS account is the same process as
paying any corporate or travel card account. The CTS
card-less account is used to book air travel and to pay for
CWT transaction fees.

The Diners Club CTS is an invoicing facility. The CTS
invoicing facility does not have any plastic cards attached
to it. It is an invoice account only.

If the Diners Club CTS is chosen as the method of
payment the following needs to be completed:

Diners Club Corporate Travel System Application Form
Authority to Access Account Information Form

Direct Debit request or EFTPOS payment to Diners Club
Account, Payment and Billing Structure

The payment for accommodation and car hire booked by
CWT on behalf of a traveller, have not changed from
previous arrangements. The Diners account is to be used
for air and transaction payments only.

Payment Terms

If your organisation is utilising the Diners Club CTS, you
must be aware of the following payment Terms
associated with the NSW Government travel contract:
Liquidated Damages Charges (LDCs) are
applied to late payments. LCDs are charged at
the greater of $30 or 3% on the overdue amount
(or any part thereof) that remains unpaid by the
due date.
You may accrue Liquidated Damages Charges
on unpaid Liguidated Damages Charges.
Your organisation must nominate the payment
due period at the time the account is set up.




You must pay your Diners bill within the payment
due period of statement issue date even if the bill
contains items that you dispute.

Your Diners Club travel account may be closed if
you have unpaid charges.

Diners Club will issue monthly statements on the
4th day of each month.

Depending on your preference, you have up to
45 days to pay the account.

Diners Club statement is an ATO approved
substitute tax invoice for GST compliance
purposes.

The above points are contract terms. Please see section
entitled “Account Enquiries” in this document for the
procedure surrounding disputed charges and for
instructions on the OTS.

The following information is provided on Diners
statements regarding airline bookings:
Date of transaction
Cost (net of GST)
Date of travel
Amount of GST
Airline name
Cost (incl of GST)
Passenger name
ABN of merchant (airline)
Sectors travelled
Airline booking
Booking reference
Name of travel booker
Ticket number
CWT account number
Purchase order number

Diners Club Rebate

Diners Club offers a rebate for agencies who use their
services. Diners Club have available two options for
NSW Government Departments, which will determine the
amount of rebate each Department will be paid. All
rebates are paid on an annual basis to the individual
Departments. The offer is as follows:

OPTION ONE

Payment on the account is due within 45 days of the
statement issue date.

The statement is issued on the 4th day of every month.

The account is to be paid by either direct debit or
EFTPOS.

Rebate offered is 10 basis points on turnover
OPTION TWO

Payment on the account is due within 28 days of the
statement issue date.
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The statement is issued on the 4th day of every month.
The account is to be paid by direct debit.
Rebate offered is 30 basis points on turnover.

Your organisations’ rebate will depend on the option that
you have selected. Eg

Option One = 10 basis points, $2,000,000 spend on
Diners at 10 basis points = $2,000 rebate.

Option One = 30 basis points, $2,000,000 spend on
Diners at 30 basis points = $6,000 rebate.

If you must make a travel booking before your
organisations Diners account is set up, you must contact
your Chief Financial Officer and confirm the applications
have been processed. If you do not have a Diners
account yet, you need to process the application as soon
as possible. In the meantime you can provide an
alternate form of payment such as a corporate credit card
or purchase card to make your bookings. Diners
applications might take up to two weeks to process.

Diners Account Enquiries

Forwarding your enquiries through the correct channels
will help ensure that a resolution to your enquiry is met in
a timely manner. Enquiries sent to the below email
address will receive an auto email reply with a tracking
number for your reference.

Email: nswgfinance.syd.au@contactcwt.com

All Diners queries relating to travel charges are
to be sentto CWT not Diners.

If you are querying charges which were booked
by your Regional Travel Agent, you must contact
the same Regional Agent to resolve payment.
A covering letter should include your
departments CWT Code, the details of your
enquiry and your email address for return
correspondence.

CWT require only the charges in question to be
marked with an asterisks *.

Enquiries can be made via fax. Your email address must
be included on all faxed enquiries:

Facsimile: (02) 8905 9644

All queries will be responded to as soon as possible and
resolved within a maximum of 10 days from date of
receipt. All enquiries will be responded to by email only.

To follow up an enquiry which has been registered,
please contact the CWT Finance team on 1300 790 511
for assistance. Ensure you have your tracking number
ready to quote.




Further Information

If you have any further form of payment related
guestions, contact:

Contact: Suzanne Quinn

Position: Strategic Program Manager -
NSW Government

Company: Carlson Wagonlit Travel

Email: nswgovclients@carlsonwagonlit.com.au
Phone: (02) 8666 1747

If you have any further Diners Club CTS related
guestions, contact:

Contact: Duksha Hearne
Position: Business Relationship Manager
Company: Diners Club International
Email: duksha.hearne@dinersclub.com.au
Phone: (02) 8225 4983
Mobile: 0400158986
®
smartbuy

smartbuy® is the NSW Government’s electronic
procurement system that supports departments and other
authorised buyers to streamline procurement processes,
assisting with the move from paper-based to electronic
procurement. Delivering a complete procurement solution
from catalogue management, through to purchasing and
reporting, Smartbuy provides a real-time, electronic
connection to suppliers.

smartbuy® solutions can support your electronic
procurement initiative and achieve direct savings by:

Increasing purchasing compliance, leading to
direct cost savings and product rationalisation
Reducing transaction and administration costs of
purchasing by decreasing the effort of placing
orders and removing duplicate processes
Reducing consumption and improving cash
management through reduction of purchasing
cycle times

Reducing an organisations IT investment and
system duplication by utilising existing
applications

Delivering purchasing advantages to
organisations through access to a large
competitive range of suppliers

Providing low to zero cost entry for suppliers,
removing duplicate costs in the trading support of
each agency

Bringing transparency to the purchasing element
of the supply chain through improved
reportability.
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For more information visit the website at
www.smartbuy.nsw.gov.au or contact the smartbuy®
Helpdesk on 1800 003 985 or smartbuy-

infocentre @services.nsw.gov.au

NSW Government Travel Policy

The Premier's Department issues guidelines on official
travel via Memorandums and Circulars. The following
Memorandums and Circulars have been issued, which
provide a summarisation of the travel policies set out by
the Premier’s Department.

Official Travel Within Australia and Overseas —
Reference M2009-04:

http://www.dpc.nsw.gov.au/publications/memos_and circ
ulars/ministerial memoranda/2009/m2009-
04 official travel within australia and overseas

All domestic and international travel bookings are to be
made through the NSW Government’s appointed Travel
Management Company. (Further information can be
obtained from the Department of Services, Technology
and Administration at www.nswbuy.com.au)

The “lowest logical fare of the day” is to be used for all
domestic flights. This means the cheapest fare available
meeting the traveller’s logistical needs.

In line with the “lowest logical fare of the day”, public
officials may only specify destination, date and
nominated time of the required travel; and not specify
airlines. The Travel Management Company will allocate
tickets within 20 minutes either side of the nominated
time of travel on the most appropriate airline.

Senior officials may now only fly business class to
Western Australia and the Northern Territory

Air Travel Bookings — Reference C2005-46:

http://www.dpc.nsw.gov.au/publications/memos_and circ
ulars/circulars/2005/c2005-46

The NSW Government contract for the provision of
Travel Management Services is held by Carlson Wagonlit
Travel (pronounced Carlson Vagon Lee) hereafter
referred to as CWT for the period 1 December 2005 to 30
November 2008. The Department of Services,
Technology and Administration (formerly The Department
of Commerce), on behalf of the State Contracts Control
Board, issued public tenders and awarded the contract in
July 2005. The Department of Services, Technology and
Administration is responsible for providing ongoing
contract management and oversight of the arrangement.




CWT provides its travel agency-type services through the
contract by three alternative methods, travel consultants
of CWT based in Sydney, 23 appointed travel agents in
regional NSW, and the internet using the CWT Connect
on-line system.

The main purpose of the contract is to obtain air travel
bookings, regardless of the carrier, based on each
customer's particular travel needs. Such criteria known
as "Best Fare of the Day" or "Lowest Logical Fare"
includes cost, seat availability, timing and the
acceptability of any fare conditions or other restrictions
associated with lower cost fares (e.g. changes in timing).
Due to this it may not always be the lowest fare available
on the day. It is the lowest logical fare available that
meets the traveller's needs.

It is critically important that public funded air travel is
determined fairly in choosing the lowest logical fare
regardless of the carrier.

Government customers should ensure that they are
provided with enough information by the travel
consultants (CWT or the appointed regional agents) or
CWT Connect internet system to demonstrate that air
travel options have been adequately explored and
costed. Particularly, consideration should be given to the
cost benefits of non-refundable compared to refundable
fares.

All bookings must be made through the contract. Also,
attached is a list of airlines servicing NSW destinations
which shows routes serviced by single or multiple carriers
for your information.

Frequent Flyer Programs - Reference C2002-29:

http://www.dpc.nsw.gov.au/publications/memos_and circ
ulars/circulars/2002/c2002-29

The NSW Government policy on Frequent Flyer
programs is that public agencies and public officials,
including other people travelling at Government expense,
are not allowed to seek or accept frequent flyer points
from any airline in respect of official transport with effect
from 1 July 2002.

Australian and Overseas Travelling Allowances —
Reference C2008-37:

http://www.dpc.nsw.gov.au/publications/memos_and circ
ulars/circulars/2008/c2008-37

To view these Memorandums and Circulars in their
entirety, please log on to the Premier's Department
website
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http://www.dpc.nsw.gov.au/publications/memos_and circ
ulars and follow the links.

Some Government Departments have released their own
policies over and above those initiated by the Premier’s
Department. It is important when arranging travel to
comply with all the guidelines that govern your particular
Department or agency.

Other Related Services & Government
Contracts

1. Accommodation

There is currently no government contract for
accommodation. However, CWT is able to make
bookings at government rates

The NSW State Government Hotel programme is
currently being developed by NSW Procurement. Once a
programme has been finalised an official list will be
distributed across all agencies.

A number of hotels and hotel chains have offered NSW
Government rates. These are listed in the CWT online
booking tool or alternatively can be booked through the
CWT Travel Centre by email or telephone.

Until an official NSW State Government Hotel
programme has been issued, government rates should
be used for travel unless a lower fare offered by CWT is
available.

The use of CWT when booking accommodation is not
mandatory.

Payment:

Please note accommodation booked by CWT on behalf
of a traveller may be guaranteed to the Agencies’ Diners
Account. However all accommodation accounts must be
settled on checkout by the traveller, unless a prior
arrangement has been made with the hotel i.e.
Department has pre-arranged a charge-back facility.

It should be noted that the primary service provided by
CWT is as a booking service only for accommodation. It
may be necessary for clients to “shop around” to ensure
that the chosen accommodation venue represents the
best value for money and meets the desired
requirements.

An option for users is for CWT to match deals on Internet
sites. However, when booking last minute these rates, as
per the requirements on the Internet, you must pay via
personal credit card and there is likely to be no refund.




It is important to note that CWT does not charge a
transaction fee for booking accommodation. Please refer
to section entitled ‘CWT Transaction Fees’ in this
document for more information (page 12).

2. Rental Cars

The New South Wales State Government has a preferred
supplier agreement with Avis and Thrifty, which is part of
an Australia wide arrangement. Avis is the principal
supplier under the arrangement, whilst Thrifty is the
‘overflow’ supplier, where Avis is unable to supply.
Contacts:

Avis Australia Ph: 1800 035 222
Thrifty Ph: 1300 365 564

Simply quote your account/ corporate discount number
and order number to CWT when arranging your booking.
An invoice will be forwarded to you directly from the
rental car company at the end of each month.

Before you place an order for a vehicle, you will need to
establish an account with the relevant rental car
company. Be sure to tell them that you are a
Government entity and quote your Contracting Services
Registration number. This will ensure that your account
is then billed at the correct government rates. Some
companies will supply you with two numbers — an
account number and a discount profile number. In these
instances, you will need to quote both numbers to make
your booking.

Payment:

Please note cars booked by CWT on behalf of a traveller
may be guaranteed to the Diners Account. However all
car hire accounts must be settled upon collection or drop-
off of the vehicle by the traveller, unless a prior
arrangement has been made with the car supplier i.e.
your Department has pre-arranged a charge-back facility.

If an account has not been opened with the supplier, a
credit card will be required to secure the vehicle. On the
return of the vehicle, the credit card will be billed with the
gross expenditure based on the usage over the rental
period. Please note though, that unless a discount profile
number has been quoted you will not be offered the NSW
government discount.

Hirers will be entitled to use their own personal credit
cards or a card designated to them by their relevant
department.

If an account has been opened with the supplier, the
charges will be allocated to the appropriate account as
requested.
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More information on the Rental Car contract can be
found in the Contract Guide at:

http://www.nswbuy.com.au/travel.aspx

3. Hire of Vehicles with Drivers — Cars, Buses and
Coaches

CWT can access the rates and services delivered under
this contract when arranging bookings on your behalf. A
summary of the contact number for the contractor
represented on Contract 657 for Cars within Sydney
Metropolitan Area is listed below:

Astra Hire Cars, Mascot

Ph: (02) 9693 5033




Section 4 —
Suppliers

This Contract is for a period of three years commencing 1
October 2005. It has subsequently been extended until
30 November 2010. The following Contractor has been
appointed to Contract 1008: Travel Management
Services.

Carlson Wagonlit Travel (CWT)

ABN: 83 069 087 538

Post: Level 20, 233 Castlereagh St. Sydney NSW 2000
Site: Same as postal address
Internet: www.carlsonwagonlit.com/en/countries/au/

Phone (Domestic) 1300 307 852
Phone (International) 1300 307 852

E-mail — Domestic
nswgdom.syd.au@contactcwt.com

E-mail — International
nswgint.syd.au@contactcwt.com

Facsimile (Domestic) - 02 8905 9631

Facsimile (International) - 02 8905 9646

Printed Catalogues

The supplier may be able to provide hard copy
catalogues of the products available for supply under the
contract. These are free of charge to customers on a
reasonable request basis. The information in the
catalogues will be regularly updated by the Supplier
through newsletters and other bulletins to ensure that
customers are kept up to date on changes to the range of

products available,
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Supplier Detalls

Strategic Program Manager — NSW
Government

Contact: Simon Halpin

Phone: (02) 8666 1748

Mobile: 0488 499 330

Fax: (02) 8666 1803

Email: shalpin@carlsonwagonlit.com.au

Client Services Coordinator — NSW
Government

Contact: Simone Saadi

Phone: (02) 8666 1572

Fax: (02) 8666 1803

Email: ssaadi@carlsonwagonlit.com.au

Regional Travel Partners

You can make domestic and international travel bookings
through any one of the following Carlson Wagonlit Travel

regional travel agent partners:

Location Travel Agent Telephone

Albury Travelbrokers (02) 6023 5333
Armidale Harvey World Travel (02) 6772 1177
Ballina Jetset (02) 6686 6566
Broken Hill Travelworld (08) 8087 1969
Coffs Harbour Travelworld (02) 6652 6766

Western Plains

Dubbo (02) 6882 2833
Travel

Goulburn Travelworld (02) 4821 5777
Grafton Travelscene (02) 6642 3777
Kempsey Travelscene (02) 6562 6111
Lismore Travelworld (02) 6627 6100
Moree MGTravel (02) 6752 3055
Newcastle Travelworld (02) 4968 9885
Nowra Travelworld (02) 4421 2666
Orange Travelworld (02) 6362 1744
Tamworth Jetset (02) 6766 8400
Tweed Heads Travelworld (07) 5524 8199
Wagga Traveleaders (02) 6925 8822
Wagga

Wollongong Travelworld (02) 4228 6566




Section 5 —
Contract Conditions

Organisations Eligible to Purchase
from the Contract

The following organisations are eligible to purchase from

the Contract:

a) Any department, agency or office of the
Commonwealth including any Statutory Authority
constituted under Commonwealth legislation

b) Any department, agency or office of any State
or Territory of the Commonwealth, including
any Statutory Authority constituted under
State/Territory legislation

¢) Any council of a city, municipality or shire constituted
by a State or Territory

d) Any other organisation constituted by or subject to
an Act of Parliament either Commonwealth or State
or by a Regulation thereunder

e) Any body or association, other than a trading,
commercial or industrial firm or corporation, which
conducts a service, not being a trade, business or
industry followed or carried on for profit, at the request
of the Government, in respect of such service

f) Any authority, person, body, corporation, association
or organisation, whether incorporated or not, to which
permission has been given by the Minister for the
Department of Services, Technology & Administration,
or an official delegate of the Minister, to issue orders
for supplies comprised in that agreement.

For the purpose of parts (d) and (e) examples of typical
organisations include, but are not limited to:
. Government Schools and Private Schools

TAFE Colleges

Public Hospitals and Area Health Services

Trustees of Public Parks

Boards

Tribunals

Commissions

Registries.

For the purposes of part (f) authorities to which
permission has been given generally have:
. Charitable or benevolent status
Non-profit objective
Level of government subsidy/support.
Examples are:
Non-Government Schools
Pre-Schools/Kindergartens and Child Care
Centres
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Child Care Centres (excluding privately owned)
Family Day Care Administrations

Nursing Homes (excluding privately owned)
Other community based service providers
Student support groups which are established
under the auspice of the relevant school or
education institution

Arts based groups sponsored by the Ministry for
the Arts

Operation of Nominee Purchasing

Introduction

The Nominee Purchaser Arrangement was created under
REG 18 of the Public Sector (Goods and Services)
Regulation 2000 (NSW). The Regulation allows the State
Contracts Control Board (“SCCB”) to provide access to
suppliers of public sector agencies to SCCB standing
offer agreements for the provision of goods and services.
These suppliers are known as Nominee Purchasers. The
public sector agencies making the nominations are
known as Nominating Agencies.

What is a Nominee Purchaser?

“Nominee Purchaser” means a supplier to a public sector
agency, nominated by the public sector agency to be
authorised to place Orders under Standing Offer
Agreements for works done as such a supplier and
registered by NSW Procurement. Access of nominee
purchasers to SCCB standing offer agreements:

Is limited to standing offer agreements relevant to the
contract between the nominating agency and the
nominee purchaser, and which are specifically listed

in the nominee purchaser’s registration; and

Is for a fixed period of registration, usually ending on

the completion of the term of the contract between the
nominating agency and the nominee purchaser.

A nominee purchaser must not purchase goods or
services under a SCCB standing offer agreement,
unless they are related to its obligations under a
contract with a public sector agency and are used during
the term of such a contract or included or incorporated
in works, goods or services to be provided to the public
sector agency.

If you have any further enquires, or are interested in
using this facility please call NSW Procurement

Client Support Centre on telephone 1800 NSW BUY
(1800 679 289) or e-mail nswbuy@services.nsw.gov.au




Settlement of Disputes

If a dispute arises then both you and the Contractor must
use your best efforts to resolve the dispute.

Try to resolve the matter through discussions with the
Contractor’s Client Service Representative or Operations
Manager (see Section 4 for contact details).

If, however, you are unable to resolve the matter then
you should contact Contracting Services. If the matter
cannot be resolved by mutual agreement of both parties
in consultation with Contracting Services the matter will
be referred to expert determination. This more formal
process will require you to keep a higher level of detailed
documentation and records.
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Section 6 — Contract
Administration

& Supplier
Performance Survey

To help us maintain a high level of service and to meet
agencies’ obligations under NSW Government Service
Provider Performance Management Guidelines, we seek
your feedback concerning suppliers’ performance under
contracts established by NSW Procurement (an office of
the Department of Services, Technology &
Administration) on behalf of NSW government agencies.

Information on "Service Provider Performance
Management" is available on the NSW Procurement
website at
http://www.nswprocurement.com.au/PDF/Policy/Service-
Provider-Performance-Reporting-Guideline.aspx

For more information on supplier performance feedback
please call the NSW Procurement Client Support Centre
on 1800 NSW BUY (1800 679 289)

NSW Procurement Contact Numbers

The contract has been arranged and is administered by
NSW Procurement. If you have any questions relating
to the operation of the contract then contact:

NSW Procurement Representative

Contact: Adam Cranney

Position: Vendor Manager

Telephone: (02) 9372 7755

Facsimile: (02) 9372 7622

E-mail: adam.cranney@services.nsw.gov.au

NSW Procurement Client Support Centre

McKell Building 2-24 Rawson Place Sydney NSW 2000
T 1800 NSW BUY (1800 679 289)

F (02) 9372 8077

E nswbuy@services.nsw.gov.au

I www.nswbuy.com.au
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Contract Summary




Contract Summary

The State Contracts Control Board has appointed a single travel management company Carlson Wagonlit Travel (CWT)
as the NSW Government’s travel agent where all bookings for air travel, car hire and accommodation are to be made. All
travel is to be booked via CWT

NSW Procurement has negotiated a range of highly competitive discounted airfares — domestically with Qantas, Regional
Express (REX) and Virgin Blue, and internationally with Qantas, Cathay Pacific, Air New Zealand, Emirates, Etihad,
Lufthansa, Singapore Airlines and Virgin Blue. These specially discounted fares can only be booked through CWT.

NSW Procurement

McKell Building 2-24 Rawson Place Sydney NSW 2000
T 1800 NSW BUY (1800 679 289)

E nswbuy@services.nsw.gov.au

I www.nswbuy.com.au

Always ensure you obtain the latest version of the Contract Guide.

Enquiries to 1800 NSW BUY (1800 679 289) or visit the www.nswbuy.com.au
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Introduction

This Contract Guide is designed to provide customers
with all the necessary information needed to utilise the
Travel Management Services Contract - Contract 1008.

Contracting Services provides a full range of
procurement services for government agencies and other
eligible organisations. Services include contract
management of common use period contracts. These are
period contracts on a rolling one to five year renewal
cycles for the supply of products and services in common
use across many agencies. Under these contracts,
suppliers provide a range of products and services at
prices established on the basis of aggregated whole of
government buying power, achieving significant savings.

Contract 1008 is for the supply of Travel Management
Services. Contract 1008 commenced 1 October 2005 for
a term of 3 years. It has since been extended and is
currently due to expire 30 November 2010.

This period contract allows users to achieve
considerable cost savings due to the combined
purchasing power of the NSW government. It offers
value for money including competitive rates, and a
quality range of product and services.

CWT also has access to a range of highly competitive
discounted airfares from a number of airlines. NSW
Procurement has subsidiary arrangements with Qantas,
Regional Express (REX) and Virgin Blue under the Travel
Management Services contract.

CWT is the sole contractor for Travel Management
Services. CWT is responsible for all aspects of booking
Domestic and International Travel and other related
services such as car hire, rail bookings and
accommodation etc. The travel arrangements are a "one
stop shop" concept, with CWT having the capacity to
arrange all your travel requirements with just the one
telephone call.

All NSW government agencies are obliged to use the
Travel Management Services contract.

Included in this Contract Guide is information on how to
access the full range of travel services offered by CWT.




Section 1 —
Accessing

the Contract: A Step
by Step Guide

CWT Accounts Set Up

CWT Australia and NSW Procurement have identified
2,285 accounts, which will be serviced and covered
within Contract 1008. Please find below the steps
required to set up a new account that has not already
been identified by CWT and NSW Procurement.

If you are unsure whether your organisation has an
account with CWT, please contact your own accounts
section or NSW Procurement. Organisations need only
register once with NSW Procurement i.e. there is no
need to register for each individual contract. Your NSW
Procurement registration number enables your
organisation to use any of the period contracts
administered by NSW Procurement.

Not all organisations are eligible to access the Travel
Management Services Contract. See Section 5 of this
Contract Guide for more information surrounding eligible
customers.

New Accounts Set Up

If your organisation is seeking to set up an account the
process for doing so is as follows:

1. Contact the CWT representative below:

Contact: Simone Saadi

Phone: (02) 8666 1572

Facsimile: (02) 8666 1803

Email: nswgovclients@carlsonwagonlit.com.au

When contacting the CWT representative please provide
them with the following details:
- Name of new account (ie.division/agency name)
Name of the person requesting new account set
Name of key contact within division or agency to
be contacted in order to set up account
Telephone number of key contact
Email address for both key contact and person
requesting set up.

2. Travel consultant will send request to set up an

account to the CWT Strategic Program Manager - NSW
Government.
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3. The CWT NSW Government Strategic Program
Manager will review the request and send to the CWT
National Account Manager — NSW Government.

4. The CWT will approve application and send to Vendor
Manager — NSW Procurement as per details below:

Contact: Adam Cranney
Telephone: (02) 9372 7755
Email: adam.cranney@services.nsw.gov.au

5. If approved, the contract officer of your organisation is
then to verify that your organisation has been issued with
a supplier code. If your organisation has not been issued
with a supplier code, the contract officer will confirm new
supplier code requirements

6. Your contract officer is to then notify CWT in writing to
go ahead and issue the new CWT Account.
Communications should contain the following details:
- CFA

Descriptions of Levels (L2 and L3)

CWT Code (cost centre)

CWT Code Description

Record of charges address for invoicing

purposes.

7. The CWT will organise an account set up internally.
Account set up might take up to five days

8. The CWT will send updated copy of the CWT NSW
Government hierarchy to your contract officer in order to
notify your organisations key contact of booking details
including CWT Code.

9. The CWT will ensure that your organisation is aware of
requirements to book through CWT (eg. Profiles, credit
card/Diners Account, travel policy etc)

a) Please note products implementation takes approx 5-6
weeks

b) Diners Account implementation takes approx 2 weeks.

10. Once account is set up, the CWT National Account
Manager — NSW Government will send a communication
to the CWT Strategic Program Manager — NSW
Government advising of new CWT Account details. Citrix
link will be immediately updated with new CWT Code
details to update regional centres.

11. If your organisation is not part of an exiting account
the CWT will ensure the new account receives a copy of
the Travel Organiser User Guide and Service Level
Agreement.

12. The CWT Strategic Program Manager — NSW
Government will communicate details to NSW
Government Travel Centre Staff.




13. If your organisations account does not have a CFA
set up yet, the process might take up to six weeks for
total implementation.

14. If your organisations new account is an additional
CWT Code to an existing CFA the process might take up
to five days.

In order to complete this you need to:

a) Complete the ‘Information for Account Set Up’ form as
attached via email to Simone Saadi — Client Services
Coordinator nswgovclients@carlsowagonlit.com.au

b) CWT will check the details you have provided and
allocate a CWT Code.

¢) CWT will send details to Diners to set up new account.
d) Diners will then provide all the account details to you
including Diners and CWT Code.

If you have any questions or enquires surrounding setting
up a new account please contact:

Contact: Simone Saadi

Phone: (02) 8666 1572

Facsimile: (02) 8666 1803

Email: nswgovclients@carlsonwagonlit.com.au

Create Your User Account

Once your organisation has created an account the next
step is for employees to create a user account. If you are
not a registered traveller or travel arranger follow the
steps below in order to create a user account;

1. Obtain the following from your organisation’s travel
department:

Client Identifier
Company Name

Password

2. Go to the CWT registration page (URL below). Follow
the prompts and complete the required fields:

https://connect.carlsonwagonlit.com/reqister

3. CWT Client Care will email you with your PIN, initial
password and relevant links shortly after you complete
the registration.

Create Your User profiles

It is recommended that all travellers and travel arrangers
have profiles on CWT'’s system. To set up a user profile
complete the following steps:

1. Log into the CWT system with your PIN and password
that was provided to you when setting up your user
account.

https://sbt.carlsonwagonlit.com/thetravelersite?NSWGOV

2. Follow the prompts and create your profile

The person travelling must establish the User Profile
initially. Once this is done, the traveller may assign up to
40 travel arrangers to his/her profile. All profiles must
have a valid CWT code.

NSW Government travellers are not permitted to add
Frequent Flyer numbers to their profiles.

Payment and Diners Club set-up

Your organisation may utilise one of the following two
options:

OPTION ONE - Your organisation’s own corporate
credit/procurement card.

If your organisation chooses to use its own corporate
card as form of payment, please notify CWT.

Contact: Simone Saadi

Phone: (02) 8666 1572

Facsimile: (02) 8666 1803

Email: nswgovclients@carlsonwagonlit.com.au

OPTION TWO - Diners Club Corporate Travel System
(CTS) invoicing facility.

The Diners Club CTS is an invoicing facility that is
outsourced to Diners Club. If your organisation chooses
this option, please notify CWT (details above) and
request the following forms:

Diners Club CTS Application form
Authority to Access Account Information
form

Either a Direct Debit Request form or EFT
Payment to Diners Club

Account, Payment and Billing Structure




Please send ALL Diners Club Application Forms to:

To: Key Accounts
Fax: +61 3 8643 2805
Email: key.accounts@dinersclub.com.au

Please see section ‘Diners Club’ for more information.




Section 2 —
Placing an Order — A
Step by Step Guide

Making a booking

If your user account and profile is set up, you may make
a booking. You have four options. You may make a
booking directly via the Online Booking Tool (OBT), over
the phone via the CWT NSW Government Travel Centre,
by completing the NSW Government Booking Form or via
one of the CWT travel agent partners. You must have
your CWT Account Code before making a booking.
Detailed instructions follow.

1. Via the Online Booking Tool (OBT):

a) Go to the CWT Online Booking Tool (OBT) at:
https://sbt.carlsonwagonlit.com/thetravelersite?NSWGOV
b) Log in with your PIN or email address and password.
c) Click ‘Book a Trip’ and follow the steps.

Note the Online Booking Tool is for Domestic bookings
only.

Some organisations’ policies preclude their travellers
from using the Online Booking Tool to self-book. Please
check with your organisation whether you are allowed to
book via the OBT.

Online users must have a CWT profile (see above).

If you need to change a booking that has been made via
the Online Booking Tool, you must call the NSW
Government Travel centre (details below).

2. Via the NSW Government Booking Form

Complete the attached form and fax or email it to the
NSW Government Travel Centre:

Contact: NSW Government Travel Centre
Fax: 1800 229 423 or 02 8666 1705
Email:

Domestic - nswgdom.syd.au@contactcwt.com

International - nswagint.syd.au@contactcwt.com
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3. Via the NSW Government Travel Call Centre
Domestic bookings

To make a domestic booking all the domestic booking
number:

Phone: 1300 307 629

If you encounter any difficulties domestic bookings are
managed by three separate teams at CWT. Agencies
must call only the team to which they are assigned. For
the phone number of your agency’s domestic booking
team please contact CWT (in order or escalation):

Contact: Bianca Sobotta

Phone: 02 8666 1761

Email: bsobotta@carlsonwagonlit.com.au
Contact: Suzanne Quinn

Phone: 02 8666 1747

Email: nswgovclients@carlsonwagonlit.com.au
Contact: Simone Saadi

Phone: 02 8666 1572

Email: nswgovclients@carlsonwagonlit.com.au

International bookings
The one call-centre team handles international bookings:
Phone: 1300 657 378 or 02 8666 1703

If it is decided to call the CWT Travel Centre direct the
following information is required to be provided:

Identify yourself, agency/organisation
name and name of traveller

Details of emergency contact

Identify the nature of travel

The details for accompanying travellers, if
applicable

Provide dates of travel and the departure
city/airport and desired departure times,
arrival city/airport and desired arrival times.
Indicate any special requests/needs e.g.
meals, seating, medical assistance.

Please note, the opening hours of the CWT Travel
Centre is 8:00am — 6:00pm Monday to Friday (EST). If
you call after hours, you will be transferred to the
emergency travel service, which operates from 6pm to 8
am Monday to Friday and 24 Hours on Weekends and
Public Holidays.




Changes to bookings:

If calling the CWT Travel Centre in order to change an
existing reservation you need to do the following:

Identify your call as a change to an existing
reservation.

Provide the name of the traveller and date of
travel.

Confirm whether ticket has been delivered

If a ticket has already been delivered and
changes are made that affect the routing, airline,
or cost of ticket, a new ticket must be issues.
Travellers should make every effort to exchange
an existing ticket as payment toward the new
ticket. The NSW Government Travel Centre will
advise you of the best way to make the
exchange.

4. Via a regional NSW Government Travel Centre

Please refer to Section 4 of this Contract Guide (page 17)
for a list of regional travel agent partners.

Please provide the same information to a regional travel
agent as you would provide when calling the CWT Travel
Centre.

Important information about booking
flights

Lowest Logical Fare and Ticket Flexibility

The Lowest Logical Fare is defined as the lowest suitable
fare available at the time of booking, including both
restricted and flexible fare types. The principal objective
of every department should be to minimise overall travel
costs consistent with flexibility, which might be required
for travel. CWT will provide travellers with a choice of up
to three airfare quotations where applicable within each
organisation’s travel policy. The traveller (or travel
arranger) then selects the cheapest option taking into
account the suitability of flight schedules based on
business requirements. The suitability of the cheapest
fare may be determined by the following:

Seat availability

Timing

Acceptability of any fare conditions or
other restrictions associated with lower
cost fares

Likelihood that a change will be required,
independently considering out and inbound
Availability of a ticket credit if a change is
required

The cost of making changes to a booking
versus the additional cost of a flexible

ticket (for instances where flexibility may
not be required e.g. on an inbound flight)

The suitability of the cheapest fare should not be
influenced by:

A traveller’'s preference for a particular
airline/carrier
A carrier’s reward schemes

Due to these conditions the selected flight may not
always be the cheapest fare available on the day. For
example, it may be best to fly the lowest fare on the
outbound trip (because no flexibility is required), however
flexibility may be required on the return flight. A flexible
flight in this instance may be defined as the lowest logical
fare of the day.

Flexible fares should be avoided where there is

certainty of the travel arrangements  and consideration
given to the cost benefits of non-refundable compared to
refundable fares. Deeply discounted fares offer
substantial savings. Where there is a low risk of
cancellation, you will be asked to provide a reason why
the discounted fare is not chosen. Mixed ticketing (as per
example above) should be utilised by all agencies as an
initial step in reducing the cost of travel across
government.

The CWT Travel Centre will source the Lowest Logical
Fare for NSW Government travellers resulting in
significant savings, which is pursuant to the Premier’s
Circulars on travel. Refer to section ‘NSW Government
Travel Policy’ in this document (pagel5).

Online Booking Tool savings

CWT is able to offer a reduced transaction fee
$15.00 (Plus GST) per transaction on all domestic
bookings made via the Online Booking Tool.

If your organisation does not utilise the Online Booking
Tool, please speak with your CWT Account Manager.
Please refer to section ‘CWT transaction fees below

(page 12).
Timing

The closer to departure date, generally the less likely a
discounted economy fare will be available. Consider
making your booking with CWT as early as possible to
increase the likelihood of greater discounts. In order to
obtain the lowest logical fare for the journey, it is
recommended that travel bookings be made more than
15 days prior to the expected travel date, where possible.




Choice of Airline/Carrier

When making a booking, the traveller should specify only
the required destination/s and required times of departure
and return flights, and not the airline on which she/he
travels.

Quotes for fares

The practice of requesting quotes for domestic fares in
order to gain approval for travel often does not allow for
the purchasing of the Lowest Logical Fare. Within your
agency’s own purchasing policy, you should purchase
the Lowest Logical Fare even if you have approval for a
more expensive fare.

Approval to travel should be based on the demonstrated
need to travel and not the not the price of an airline ticket.
There is no need to obtain quotes for domestic travel, as
the lowest logical fare of the day will be used. Quotes
may though be required for international travel.

Credit for cancelled or unused tickets

Some agencies may be reluctant to purchase the
cheapest fare if the same fare does not offer flexibility.
Please be mindful of the fare credit facility. The fare
credit facility enables you to credit a fare to a future flight
if you change or cancel a booking. The carrier’s own fare
conditions will determine whether a credit is available and
whether a credit is transferable to another traveller in
your agency. If it is likely that a change will be required,
please discuss the credit facility with the Government
Travel Centre when choosing flights.

If there is a credit available each traveller must alert the
travel-booking officer when booking travel.

Authorisation

Domestic air travel must be authorised by a staff member
with an appropriate delegation. This person must receive
a copy of the traveller’s travel itinerary at the time of the
booking. Ministerial approval is required for all
international travel.

Some agencies require travellers to complete an
Electronic Authority to Travel or similar form. Usually
these forms are to be completed by staff and approved
by the appropriate delegate before being submitted to the
travel-booking officer. This is an organisation’s own
internal process, one which CWT are not involved. CWT
is not required to verify whether a person within any
agency has delegation to travel or to arrange travel. This
is the responsibility of the agency.
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Urgent Bookings

If you need to make a reservation within 24hrs of the
required departure time, please call the CWT Travel
Centre. This will ensure your booking is processed and
confirmed within the required time frame. The OBT is
unavailable within 24hrs prior to departure.

Frequent Flyer numbers, lounge memberships and
flight preferences.

Public agencies and public officials, including people
travelling at government expense, are not allowed to
seek or accept frequent flyer points from any airline in
respect of official travel; this policy applies without
exception. Refer to Premier’s Circular C2002-29 and
following section entitled ‘NSW Government Travel
Policy’ for more information (page 15).

Individual organisations should decide whether to meet
the cost of staff joining or maintaining membership of
airline lounge facilities or similar services. The frequency
and duration of official travel by a member of staff, and
the scheduling of flights and official business
commitments, are considerations relevant to such
decisions. Staff members may join and maintain
membership of such schemes and facilities at their own
expense irrespective of the nature and extent of their
official travel.

Airline carriers’ frequent flyer rewards and lounge
membership systems are intrinsically associated. Due to
the Premier's Department Circular C2002-29, which
precludes the collection of frequent flyer points at the
time of booking, care must be taken to ensure that the
special needs and preferences of travellers are properly
collected and communicated to the airlines. Likewise
NSW Government travellers must be careful not to
accrue Frequent Flyers points. This is due to the
conditions associated with official government travel; this
is not a limitation of this contract or CWT’s systems.

Access to airline lounges:

If a traveller is permitted membership to an
airline lounge, she/he may access that
lounge by presenting his/her lounge
membership card at the entry point at the
airport.

Seating preferences and online check-in:

The CWT profile allows selection of isle
and window seating. In addition, major
domestic carriers allow their travellers to
check-in online between 48 hours and up




to 1 hour before departure. The opening
times vary between the carriers.

With online check-in, travellers can view
and change seat allocation. Plus, if a
return trip is booked on the same day, they
can usually check-in for both flights at the
same time. Online check-in also allows
travellers to print their boarding passes to
take to the airport.

It is important to note that advance seat
allocation is not guaranteed. There are
occasions when the type of aircraft may
change and the seat allocation no longer
exists. The airline may also is required to
use the seat for passengers with special
needs.

In-flight meal preferences:
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CWT’s profile records meal preferences
and other important information in
travellers’ profiles. It is strongly
recommended that all travellers keep their
profiles updated. Even a flight is booked
via the CWT call centre; CWT’s system will
pick up meal preferences from travellers’
profiles. If a traveller's profile is incomplete
and a booking is made via the CWT Travel
Centre, the traveller (or travel arranger)
must clearly state the preferences.

Please note meal selection is not
applicable on all flights. Travellers should
also check their itinerary for confirmation
that the carrier has accepted their
particular meal preference.




Section 3 —
Products & Services
Avalilable Under this
Contract

This contract operates as a travel agency type service,
via a central reservations centre or any of the regionally
appointed Government Travel Agents (Regional Travel
Agents) located throughout NSW. CWT has a contractual
obligation to offer customers the Best Fare of the Day
regardless of the carrier, subject to availability.

The contract affords users substantial savings and other
benefits that can greatly extend travel budgets. CWT
offers contract users discounted airfares for Intrastate,
Interstate and International air travel, which are available
on certain fares including economy, business and first-
class travel. Both the CWT centre and the Regional
Travel Agents located throughout New South Wales can
offer the full range of discounted airfares.

Travel bookings and booking-related
services

CWT, as the Travel Manager, as well as the Regional
Travel Agents will book flights on any Commercial Airline,
for both domestic and international, with access to
Government rates and access to preferred arrangements
with Qantas, REX and Virgin Blue.

CWT will arrange all bookings, tickets and delivery of
associated documents for domestic and international
travel. In addition, CWT offers the following travel-related
services:

Rental cars with access to Government rates for
domestic and international travel.

Bookings for coaches.

Conferencing facilities both international and
domestic.

Accommodation at metropolitan, country and
international destinations. NSW Government
preferred rates with selected hotels in many of
the major capital cities worldwide and towns
within Australia.

Chauffer driven cars, Sydney Metropolitan area
at Government rates.
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Rail Bookings, both domestic and international.
The CWT Travel Centre can assist in visa
applications where required by the traveller. At
the time of reservation, the Customer Service
Consultant will advise on visa requirements and
provide the relevant visa forms prior to visa
processing.

Package deals may be available which combine
airfares, accommodation and other additional
services, to users of this contract.

Group bookings can be organised for groups of
any size, for international or domestic
destinations.

CWT provides dedicated numbers for
international and direct numbers to three
dedicated domestic booking teams.

CWT Connect and Online Booking Tool (OBT)
allows agencies to make their own bookings,
manage their itineraries and have their trips
allocated to their account automatically.
Itineraries are then emailed directly to the
traveller.

The assistance of a dedicated Account Manager
dealing with Government travel.

Bookings may be made for all the above travel
services directly with CWT and the regionally
appointed Regional Travel Agents for the above
travel services.

Emergency Travel Centre

CWT offers an after hour emergency travel service which
operates from 6pm to 8am Monday to Friday and 24
hours on weekends and public holidays.

The after hours emergency travel service is used by all
CWT clients so it should be used for genuine
emergencies only.

If you call the CWT Travel Centre after hours the call will
be automatically diverted to the Emergency Travel
Centre.

Calls to the CWT After Hours Emergency Travel Service
attract a $25 charge per call.

The CWT After Hours Emergency Travel Service can be
contacted on the following:

Toll Free 1300 302 578
+61 (2) 8666 1731
+61 (2) 8666 1801

Telephone within Australia:
Telephone outside Australia:
Facsimile:

Carlson Events and Travel — Groups, Conferences
and Meetings




CWT has a department that deals only in conference and
group travel. This department is available to assist with
conference organisation or group bookings if required.
This service includes all air travel, accommodation,
transportation, entertainment etc.

Group bookings can be made where 10 or more people
are travelling to the same destination on the same day,
and can result in significant savings on airfares.

For further information go to:
www.events.carlsonwagonlit.com.au

Carlson Events and Travel — Groups, Conferences and
Meetings can also be contacted on:

Telephone within Australia: 1300 302 794
Telephone outside Australia:  +61 (2) 8666 1706
Email events.travel@carlson.com.au

General Training

CWT provides training to users of the contract to help
them understand and better utilise the contract. Please
contact your CWT Account Manager for more
information.

CWT Program Management Office Reporting

The CWT Program Management Office reporting tool is
available via the Internet at the Business Travel Portal
(linked from the online booking tool) and CWT Connect.
The CWT Program Management Office reporting tool can
provide information to contract users on anything from
travel expenditure, missed savings to traveller location.

CWT provides training and support services for the CWT
Program Management Office reporting tool. To register
your interest in such reporting systems or for training,
contact your CWT Account Manager.

Diners Club Online Transaction Summary (OTS) and
Diners Data-Feed

Issues can occur which may make reconciling your
statements difficult. These issues may include missing
information for charges and refunds or charges for travel
agency fees and airfares appearing separately over
monthly statements.

As a result Diners Club provides access to the OTS. OTS
enables contract users to access statement information
online. OTS holds twelve months historical data as well
as your current unbilled statements, which can be
accessed as often as you wish.

Those involved in reconciling accounts can upload
statement information into excel and sort information by
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various fields. This is an invaluable tool for the
reconciliation process.

Diners Club can also provide a data file, which can be
uploaded into your chosen expense management system
for reconciliation. Files are provided in ASCII (Text) flat
file format. The file is encrypted prior to transmission
using Citigroup Information Security Office approved
tools; Winzip version 9 or greater or PGP encryption.
This file can be provided daily or monthly. It is basically
an electronic version of your paper statement.

Diners Club provides training and support services to
users of the OTS and the Data-Feed. Contact Diners
Club Key accounts at key.accounts@dinersclub.com.au
for an application form and/or to arrange training.

Air Travel Insurance and International
SOS

The NSW Treasury Managed Fund (TMF) covers state
ministers, members of parliament and the judiciary,
officers and employees of the public service and certain
other persons and their personal property when travelling
by air on official business. Cover is for:

a) Loss of life or disablement during travel except when
the employee is covered under the Workplace Injury
Management and Workers Compensation Act 1998;

b) Recovery of overseas hospital, medical and
ambulance expenses arising from any one accident; and
¢) Loss or damage to baggage and personal effects.

Further information may be obtained from the TMF by
contacting Wayne Chandler (02) 8121 3686 or Gary
McCourt (02) 8121 3672.

Additionally the TMF has purchased a separate provider
contract from international SOS for emergency
assistance in medical and security emergencies.
International SOS is available to TMF members. The
TMF membership numbers are as follows:

Medical: 12 AMMS 000 001

Security: 12 ACSS 000 014

For advice or assistance under the SOS international
program, make a reverse charge calls to the International
SOS Alarm Centre. Details follow:

Sydney: +61 2 9273 2781
Singapore: +65 6338 7800
London: +44 20 8762 8008
Philadelphia:  +1 215 245 4707

More information is available on the internet at:
www.internationalsos.com




Departments not participating in the TMF are free to
make their own arrangements but generally, should
comply with the Treasurer’s direction in this regard.
Please refer to the NSW Treasurer’s circular at:
www.treasury.nsw.gov.au/treasds/900-999.html

CWT Transaction Fees

The travel management services contract is transacted
under a transaction fee agreement. Transaction fees are
charged at point of sale. All fees exclude GST and are as
follows:

Domestic Fee AUD $25
Trans Tasman Fee AUD $25
International Fee AUD $170

If a particular agency decides to use the CWT online
booking tool, the online transaction fee can be reduced
as follows, excluding GST:

Domestic Fee AUD $15

NOTE: A one-time assist fee of AUD $10 is applied to an
online booking should alterations be made.

The NSW Government definition of a transaction is per
PNR (one passenger) inclusive of one or more air
segments plus all land content.

The transaction fee will not be applied in the following

circumstances:
Where a non Global Distribution System (GDS)
ticket is combined with a GDS ticket — only a
single fee will apply.
Where two different airfare types or fare basis,
including private fares, are combined — only a
single fee will apply.
Where two different airlines or more are
combined in one booking — only a single fee will
apply.
Where land only (hotel and car) segments are
booked — No fee will apply
Where rail or bus is booked with no air segments
— the transaction fee will apply.
Where changes are required to the original
booking, whether the charge is made before or
after ticketing — No additional fee will apply.
Where an unused ticket credit is re-used — No
additional fee will apply.

The transaction fees will be charged by CWT at the time
of ticketing to the Diners account or designated credit
card.
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Diners Accounts and Procedure for
Account Queries

Your organisation may utilise one of the following two
payment options (see step by step guide above for more
detail).

1. Your organisations own corporate credit or
procurement card.

2. Diners Club Corporate Travel System (CTS) invoicing
facility.

Your accounts payable department usually determines
this.

Diners CTS stands for Corporate Travel System. It is a
card-less account that is used to book ALL travel that is
related to your cost centre. The Diners Club CTS is an
invoicing facility that is outsourced to Diners Club.
Payment of the CTS account is the same process as
paying any corporate or travel card account. The CTS
card-less account is used to book air travel and to pay for
CWT transaction fees.

The Diners Club CTS is an invoicing facility. The CTS
invoicing facility does not have any plastic cards attached
to it. It is an invoice account only.

If the Diners Club CTS is chosen as the method of
payment the following needs to be completed:

Diners Club Corporate Travel System Application Form
Authority to Access Account Information Form

Direct Debit request or EFTPOS payment to Diners Club
Account, Payment and Billing Structure

The payment for accommodation and car hire booked by
CWT on behalf of a traveller, have not changed from
previous arrangements. The Diners account is to be used
for air and transaction payments only.

Payment Terms

If your organisation is utilising the Diners Club CTS, you
must be aware of the following payment Terms
associated with the NSW Government travel contract:
Liquidated Damages Charges (LDCs) are
applied to late payments. LCDs are charged at
the greater of $30 or 3% on the overdue amount
(or any part thereof) that remains unpaid by the
due date.
You may accrue Liquidated Damages Charges
on unpaid Liguidated Damages Charges.
Your organisation must nominate the payment
due period at the time the account is set up.




You must pay your Diners bill within the payment
due period of statement issue date even if the bill
contains items that you dispute.

Your Diners Club travel account may be closed if
you have unpaid charges.

Diners Club will issue monthly statements on the
4th day of each month.

Depending on your preference, you have up to
45 days to pay the account.

Diners Club statement is an ATO approved
substitute tax invoice for GST compliance
purposes.

The above points are contract terms. Please see section
entitled “Account Enquiries” in this document for the
procedure surrounding disputed charges and for
instructions on the OTS.

The following information is provided on Diners
statements regarding airline bookings:
Date of transaction
Cost (net of GST)
Date of travel
Amount of GST
Airline name
Cost (incl of GST)
Passenger name
ABN of merchant (airline)
Sectors travelled
Airline booking
Booking reference
Name of travel booker
Ticket number
CWT account number
Purchase order number

Diners Club Rebate

Diners Club offers a rebate for agencies who use their
services. Diners Club have available two options for
NSW Government Departments, which will determine the
amount of rebate each Department will be paid. All
rebates are paid on an annual basis to the individual
Departments. The offer is as follows:

OPTION ONE

Payment on the account is due within 45 days of the
statement issue date.

The statement is issued on the 4th day of every month.

The account is to be paid by either direct debit or
EFTPOS.

Rebate offered is 10 basis points on turnover
OPTION TWO

Payment on the account is due within 28 days of the
statement issue date.
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The statement is issued on the 4th day of every month.
The account is to be paid by direct debit.
Rebate offered is 30 basis points on turnover.

Your organisations’ rebate will depend on the option that
you have selected. Eg

Option One = 10 basis points, $2,000,000 spend on
Diners at 10 basis points = $2,000 rebate.

Option One = 30 basis points, $2,000,000 spend on
Diners at 30 basis points = $6,000 rebate.

If you must make a travel booking before your
organisations Diners account is set up, you must contact
your Chief Financial Officer and confirm the applications
have been processed. If you do not have a Diners
account yet, you need to process the application as soon
as possible. In the meantime you can provide an
alternate form of payment such as a corporate credit card
or purchase card to make your bookings. Diners
applications might take up to two weeks to process.

Diners Account Enquiries

Forwarding your enquiries through the correct channels
will help ensure that a resolution to your enquiry is met in
a timely manner. Enquiries sent to the below email
address will receive an auto email reply with a tracking
number for your reference.

Email: nswgfinance.syd.au@contactcwt.com

All Diners queries relating to travel charges are
to be sentto CWT not Diners.

If you are querying charges which were booked
by your Regional Travel Agent, you must contact
the same Regional Agent to resolve payment.
A covering letter should include your
departments CWT Code, the details of your
enquiry and your email address for return
correspondence.

CWT require only the charges in question to be
marked with an asterisks *.

Enquiries can be made via fax. Your email address must
be included on all faxed enquiries:

Facsimile: (02) 8905 9644

All queries will be responded to as soon as possible and
resolved within a maximum of 10 days from date of
receipt. All enquiries will be responded to by email only.

To follow up an enquiry which has been registered,
please contact the CWT Finance team on 1300 790 511
for assistance. Ensure you have your tracking number
ready to quote.




Further Information

If you have any further form of payment related
guestions, contact:

Contact: Suzanne Quinn

Position: Strategic Program Manager -
NSW Government

Company: Carlson Wagonlit Travel

Email: nswgovclients@carlsonwagonlit.com.au
Phone: (02) 8666 1747

If you have any further Diners Club CTS related
guestions, contact:

Contact: Duksha Hearne
Position: Business Relationship Manager
Company: Diners Club International
Email: duksha.hearne@dinersclub.com.au
Phone: (02) 8225 4983
Mobile: 0400158986
®
smartbuy

smartbuy® is the NSW Government’s electronic
procurement system that supports departments and other
authorised buyers to streamline procurement processes,
assisting with the move from paper-based to electronic
procurement. Delivering a complete procurement solution
from catalogue management, through to purchasing and
reporting, Smartbuy provides a real-time, electronic
connection to suppliers.

smartbuy® solutions can support your electronic
procurement initiative and achieve direct savings by:

Increasing purchasing compliance, leading to
direct cost savings and product rationalisation
Reducing transaction and administration costs of
purchasing by decreasing the effort of placing
orders and removing duplicate processes
Reducing consumption and improving cash
management through reduction of purchasing
cycle times

Reducing an organisations IT investment and
system duplication by utilising existing
applications

Delivering purchasing advantages to
organisations through access to a large
competitive range of suppliers

Providing low to zero cost entry for suppliers,
removing duplicate costs in the trading support of
each agency

Bringing transparency to the purchasing element
of the supply chain through improved
reportability.
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For more information visit the website at
www.smartbuy.nsw.gov.au or contact the smartbuy®
Helpdesk on 1800 003 985 or smartbuy-

infocentre @services.nsw.gov.au

NSW Government Travel Policy

The Premier's Department issues guidelines on official
travel via Memorandums and Circulars. The following
Memorandums and Circulars have been issued, which
provide a summarisation of the travel policies set out by
the Premier’s Department.

Official Travel Within Australia and Overseas —
Reference M2009-04:

http://www.dpc.nsw.gov.au/publications/memos_and circ
ulars/ministerial memoranda/2009/m2009-
04 official travel within australia and overseas

All domestic and international travel bookings are to be
made through the NSW Government’s appointed Travel
Management Company. (Further information can be
obtained from the Department of Services, Technology
and Administration at www.nswbuy.com.au)

The “lowest logical fare of the day” is to be used for all
domestic flights. This means the cheapest fare available
meeting the traveller’s logistical needs.

In line with the “lowest logical fare of the day”, public
officials may only specify destination, date and
nominated time of the required travel; and not specify
airlines. The Travel Management Company will allocate
tickets within 20 minutes either side of the nominated
time of travel on the most appropriate airline.

Senior officials may now only fly business class to
Western Australia and the Northern Territory

Air Travel Bookings — Reference C2005-46:

http://www.dpc.nsw.gov.au/publications/memos_and circ
ulars/circulars/2005/c2005-46

The NSW Government contract for the provision of
Travel Management Services is held by Carlson Wagonlit
Travel (pronounced Carlson Vagon Lee) hereafter
referred to as CWT for the period 1 December 2005 to 30
November 2008. The Department of Services,
Technology and Administration (formerly The Department
of Commerce), on behalf of the State Contracts Control
Board, issued public tenders and awarded the contract in
July 2005. The Department of Services, Technology and
Administration is responsible for providing ongoing
contract management and oversight of the arrangement.




CWT provides its travel agency-type services through the
contract by three alternative methods, travel consultants
of CWT based in Sydney, 23 appointed travel agents in
regional NSW, and the internet using the CWT Connect
on-line system.

The main purpose of the contract is to obtain air travel
bookings, regardless of the carrier, based on each
customer's particular travel needs. Such criteria known
as "Best Fare of the Day" or "Lowest Logical Fare"
includes cost, seat availability, timing and the
acceptability of any fare conditions or other restrictions
associated with lower cost fares (e.g. changes in timing).
Due to this it may not always be the lowest fare available
on the day. It is the lowest logical fare available that
meets the traveller's needs.

It is critically important that public funded air travel is
determined fairly in choosing the lowest logical fare
regardless of the carrier.

Government customers should ensure that they are
provided with enough information by the travel
consultants (CWT or the appointed regional agents) or
CWT Connect internet system to demonstrate that air
travel options have been adequately explored and
costed. Particularly, consideration should be given to the
cost benefits of non-refundable compared to refundable
fares.

All bookings must be made through the contract. Also,
attached is a list of airlines servicing NSW destinations
which shows routes serviced by single or multiple carriers
for your information.

Frequent Flyer Programs - Reference C2002-29:

http://www.dpc.nsw.gov.au/publications/memos_and circ
ulars/circulars/2002/c2002-29

The NSW Government policy on Frequent Flyer
programs is that public agencies and public officials,
including other people travelling at Government expense,
are not allowed to seek or accept frequent flyer points
from any airline in respect of official transport with effect
from 1 July 2002.

Australian and Overseas Travelling Allowances —
Reference C2008-37:

http://www.dpc.nsw.gov.au/publications/memos_and circ
ulars/circulars/2008/c2008-37

To view these Memorandums and Circulars in their
entirety, please log on to the Premier's Department
website
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http://www.dpc.nsw.gov.au/publications/memos_and circ
ulars and follow the links.

Some Government Departments have released their own
policies over and above those initiated by the Premier’s
Department. It is important when arranging travel to
comply with all the guidelines that govern your particular
Department or agency.

Other Related Services & Government
Contracts

1. Accommodation

There is currently no government contract for
accommodation. However, CWT is able to make
bookings at government rates

The NSW State Government Hotel programme is
currently being developed by NSW Procurement. Once a
programme has been finalised an official list will be
distributed across all agencies.

A number of hotels and hotel chains have offered NSW
Government rates. These are listed in the CWT online
booking tool or alternatively can be booked through the
CWT Travel Centre by email or telephone.

Until an official NSW State Government Hotel
programme has been issued, government rates should
be used for travel unless a lower fare offered by CWT is
available.

The use of CWT when booking accommodation is not
mandatory.

Payment:

Please note accommodation booked by CWT on behalf
of a traveller may be guaranteed to the Agencies’ Diners
Account. However all accommodation accounts must be
settled on checkout by the traveller, unless a prior
arrangement has been made with the hotel i.e.
Department has pre-arranged a charge-back facility.

It should be noted that the primary service provided by
CWT is as a booking service only for accommodation. It
may be necessary for clients to “shop around” to ensure
that the chosen accommodation venue represents the
best value for money and meets the desired
requirements.

An option for users is for CWT to match deals on Internet
sites. However, when booking last minute these rates, as
per the requirements on the Internet, you must pay via
personal credit card and there is likely to be no refund.




It is important to note that CWT does not charge a
transaction fee for booking accommodation. Please refer
to section entitled ‘CWT Transaction Fees’ in this
document for more information (page 12).

2. Rental Cars

The New South Wales State Government has a preferred
supplier agreement with Avis and Thrifty, which is part of
an Australia wide arrangement. Avis is the principal
supplier under the arrangement, whilst Thrifty is the
‘overflow’ supplier, where Avis is unable to supply.
Contacts:

Avis Australia Ph: 1800 035 222
Thrifty Ph: 1300 365 564

Simply quote your account/ corporate discount number
and order number to CWT when arranging your booking.
An invoice will be forwarded to you directly from the
rental car company at the end of each month.

Before you place an order for a vehicle, you will need to
establish an account with the relevant rental car
company. Be sure to tell them that you are a
Government entity and quote your Contracting Services
Registration number. This will ensure that your account
is then billed at the correct government rates. Some
companies will supply you with two numbers — an
account number and a discount profile number. In these
instances, you will need to quote both numbers to make
your booking.

Payment:

Please note cars booked by CWT on behalf of a traveller
may be guaranteed to the Diners Account. However all
car hire accounts must be settled upon collection or drop-
off of the vehicle by the traveller, unless a prior
arrangement has been made with the car supplier i.e.
your Department has pre-arranged a charge-back facility.

If an account has not been opened with the supplier, a
credit card will be required to secure the vehicle. On the
return of the vehicle, the credit card will be billed with the
gross expenditure based on the usage over the rental
period. Please note though, that unless a discount profile
number has been quoted you will not be offered the NSW
government discount.

Hirers will be entitled to use their own personal credit
cards or a card designated to them by their relevant
department.

If an account has been opened with the supplier, the
charges will be allocated to the appropriate account as
requested.
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More information on the Rental Car contract can be
found in the Contract Guide at:

http://www.nswbuy.com.au/travel.aspx

3. Hire of Vehicles with Drivers — Cars, Buses and
Coaches

CWT can access the rates and services delivered under
this contract when arranging bookings on your behalf. A
summary of the contact number for the contractor
represented on Contract 657 for Cars within Sydney
Metropolitan Area is listed below:

Astra Hire Cars, Mascot

Ph: (02) 9693 5033




Section 4 —
Suppliers

This Contract is for a period of three years commencing 1
October 2005. It has subsequently been extended until
30 November 2010. The following Contractor has been
appointed to Contract 1008: Travel Management
Services.

Carlson Wagonlit Travel (CWT)

ABN: 83 069 087 538

Post: Level 20, 233 Castlereagh St. Sydney NSW 2000
Site: Same as postal address
Internet: www.carlsonwagonlit.com/en/countries/au/

Phone (Domestic) 1300 307 852
Phone (International) 1300 307 852

E-mail — Domestic
nswgdom.syd.au@contactcwt.com

E-mail — International
nswgint.syd.au@contactcwt.com

Facsimile (Domestic) - 02 8905 9631

Facsimile (International) - 02 8905 9646

Printed Catalogues

The supplier may be able to provide hard copy
catalogues of the products available for supply under the
contract. These are free of charge to customers on a
reasonable request basis. The information in the
catalogues will be regularly updated by the Supplier
through newsletters and other bulletins to ensure that
customers are kept up to date on changes to the range of

products available,
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Supplier Detalls

Strategic Program Manager — NSW
Government

Contact: Simon Halpin

Phone: (02) 8666 1748

Mobile: 0488 499 330

Fax: (02) 8666 1803

Email: shalpin@carlsonwagonlit.com.au

Client Services Coordinator — NSW
Government

Contact: Simone Saadi

Phone: (02) 8666 1572

Fax: (02) 8666 1803

Email: ssaadi@carlsonwagonlit.com.au

Regional Travel Partners

You can make domestic and international travel bookings
through any one of the following Carlson Wagonlit Travel

regional travel agent partners:

Location Travel Agent Telephone

Albury Travelbrokers (02) 6023 5333
Armidale Harvey World Travel (02) 6772 1177
Ballina Jetset (02) 6686 6566
Broken Hill Travelworld (08) 8087 1969
Coffs Harbour Travelworld (02) 6652 6766

Western Plains

Dubbo (02) 6882 2833
Travel

Goulburn Travelworld (02) 4821 5777
Grafton Travelscene (02) 6642 3777
Kempsey Travelscene (02) 6562 6111
Lismore Travelworld (02) 6627 6100
Moree MGTravel (02) 6752 3055
Newcastle Travelworld (02) 4968 9885
Nowra Travelworld (02) 4421 2666
Orange Travelworld (02) 6362 1744
Tamworth Jetset (02) 6766 8400
Tweed Heads Travelworld (07) 5524 8199
Wagga Traveleaders (02) 6925 8822
Wagga

Wollongong Travelworld (02) 4228 6566




Section 5 —
Contract Conditions

Organisations Eligible to Purchase
from the Contract

The following organisations are eligible to purchase from

the Contract:

a) Any department, agency or office of the
Commonwealth including any Statutory Authority
constituted under Commonwealth legislation

b) Any department, agency or office of any State
or Territory of the Commonwealth, including
any Statutory Authority constituted under
State/Territory legislation

¢) Any council of a city, municipality or shire constituted
by a State or Territory

d) Any other organisation constituted by or subject to
an Act of Parliament either Commonwealth or State
or by a Regulation thereunder

e) Any body or association, other than a trading,
commercial or industrial firm or corporation, which
conducts a service, not being a trade, business or
industry followed or carried on for profit, at the request
of the Government, in respect of such service

f) Any authority, person, body, corporation, association
or organisation, whether incorporated or not, to which
permission has been given by the Minister for the
Department of Services, Technology & Administration,
or an official delegate of the Minister, to issue orders
for supplies comprised in that agreement.

For the purpose of parts (d) and (e) examples of typical
organisations include, but are not limited to:
. Government Schools and Private Schools

TAFE Colleges

Public Hospitals and Area Health Services

Trustees of Public Parks

Boards

Tribunals

Commissions

Registries.

For the purposes of part (f) authorities to which
permission has been given generally have:
. Charitable or benevolent status
Non-profit objective
Level of government subsidy/support.
Examples are:
Non-Government Schools
Pre-Schools/Kindergartens and Child Care
Centres
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Child Care Centres (excluding privately owned)
Family Day Care Administrations

Nursing Homes (excluding privately owned)
Other community based service providers
Student support groups which are established
under the auspice of the relevant school or
education institution

Arts based groups sponsored by the Ministry for
the Arts

Operation of Nominee Purchasing

Introduction

The Nominee Purchaser Arrangement was created under
REG 18 of the Public Sector (Goods and Services)
Regulation 2000 (NSW). The Regulation allows the State
Contracts Control Board (“SCCB”) to provide access to
suppliers of public sector agencies to SCCB standing
offer agreements for the provision of goods and services.
These suppliers are known as Nominee Purchasers. The
public sector agencies making the nominations are
known as Nominating Agencies.

What is a Nominee Purchaser?

“Nominee Purchaser” means a supplier to a public sector
agency, nominated by the public sector agency to be
authorised to place Orders under Standing Offer
Agreements for works done as such a supplier and
registered by NSW Procurement. Access of nominee
purchasers to SCCB standing offer agreements:

Is limited to standing offer agreements relevant to the
contract between the nominating agency and the
nominee purchaser, and which are specifically listed

in the nominee purchaser’s registration; and

Is for a fixed period of registration, usually ending on

the completion of the term of the contract between the
nominating agency and the nominee purchaser.

A nominee purchaser must not purchase goods or
services under a SCCB standing offer agreement,
unless they are related to its obligations under a
contract with a public sector agency and are used during
the term of such a contract or included or incorporated
in works, goods or services to be provided to the public
sector agency.

If you have any further enquires, or are interested in
using this facility please call NSW Procurement

Client Support Centre on telephone 1800 NSW BUY
(1800 679 289) or e-mail nswbuy@services.nsw.gov.au




Settlement of Disputes

If a dispute arises then both you and the Contractor must
use your best efforts to resolve the dispute.

Try to resolve the matter through discussions with the
Contractor’s Client Service Representative or Operations
Manager (see Section 4 for contact details).

If, however, you are unable to resolve the matter then
you should contact Contracting Services. If the matter
cannot be resolved by mutual agreement of both parties
in consultation with Contracting Services the matter will
be referred to expert determination. This more formal
process will require you to keep a higher level of detailed
documentation and records.
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Section 6 — Contract
Administration

& Supplier
Performance Survey

To help us maintain a high level of service and to meet
agencies’ obligations under NSW Government Service
Provider Performance Management Guidelines, we seek
your feedback concerning suppliers’ performance under
contracts established by NSW Procurement (an office of
the Department of Services, Technology &
Administration) on behalf of NSW government agencies.

Information on "Service Provider Performance
Management" is available on the NSW Procurement
website at
http://www.nswprocurement.com.au/PDF/Policy/Service-
Provider-Performance-Reporting-Guideline.aspx

For more information on supplier performance feedback
please call the NSW Procurement Client Support Centre
on 1800 NSW BUY (1800 679 289)

NSW Procurement Contact Numbers

The contract has been arranged and is administered by
NSW Procurement. If you have any questions relating
to the operation of the contract then contact:

NSW Procurement Representative

Contact: Adam Cranney

Position: Vendor Manager

Telephone: (02) 9372 7755

Facsimile: (02) 9372 7622

E-mail: adam.cranney@services.nsw.gov.au

NSW Procurement Client Support Centre

McKell Building 2-24 Rawson Place Sydney NSW 2000
T 1800 NSW BUY (1800 679 289)

F (02) 9372 8077

E nswbuy@services.nsw.gov.au

I www.nswbuy.com.au
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Contract Summary




Contract Summary

The State Contracts Control Board has appointed a single travel management company Carlson Wagonlit Travel (CWT)
as the NSW Government’s travel agent where all bookings for air travel, car hire and accommodation are to be made. All
travel is to be booked via CWT

NSW Procurement has negotiated a range of highly competitive discounted airfares — domestically with Qantas, Regional
Express (REX) and Virgin Blue, and internationally with Qantas, Cathay Pacific, Air New Zealand, Emirates, Etihad,
Lufthansa, Singapore Airlines and Virgin Blue. These specially discounted fares can only be booked through CWT.

NSW Procurement

McKell Building 2-24 Rawson Place Sydney NSW 2000
T 1800 NSW BUY (1800 679 289)

E nswbuy@services.nsw.gov.au

I www.nswbuy.com.au

Always ensure you obtain the latest version of the Contract Guide.

Enquiries to 1800 NSW BUY (1800 679 289) or visit the www.nswbuy.com.au
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Introduction

This Contract Guide is designed to provide customers
with all the necessary information needed to utilise the
Travel Management Services Contract - Contract 1008.

Contracting Services provides a full range of
procurement services for government agencies and other
eligible organisations. Services include contract
management of common use period contracts. These are
period contracts on a rolling one to five year renewal
cycles for the supply of products and services in common
use across many agencies. Under these contracts,
suppliers provide a range of products and services at
prices established on the basis of aggregated whole of
government buying power, achieving significant savings.

Contract 1008 is for the supply of Travel Management
Services. Contract 1008 commenced 1 October 2005 for
a term of 3 years. It has since been extended and is
currently due to expire 30 November 2010.

This period contract allows users to achieve
considerable cost savings due to the combined
purchasing power of the NSW government. It offers
value for money including competitive rates, and a
quality range of product and services.

CWT also has access to a range of highly competitive
discounted airfares from a number of airlines. NSW
Procurement has subsidiary arrangements with Qantas,
Regional Express (REX) and Virgin Blue under the Travel
Management Services contract.

CWT is the sole contractor for Travel Management
Services. CWT is responsible for all aspects of booking
Domestic and International Travel and other related
services such as car hire, rail bookings and
accommodation etc. The travel arrangements are a "one
stop shop" concept, with CWT having the capacity to
arrange all your travel requirements with just the one
telephone call.

All NSW government agencies are obliged to use the
Travel Management Services contract.

Included in this Contract Guide is information on how to
access the full range of travel services offered by CWT.




Section 1 —
Accessing

the Contract: A Step
by Step Guide

CWT Accounts Set Up

CWT Australia and NSW Procurement have identified
2,285 accounts, which will be serviced and covered
within Contract 1008. Please find below the steps
required to set up a new account that has not already
been identified by CWT and NSW Procurement.

If you are unsure whether your organisation has an
account with CWT, please contact your own accounts
section or NSW Procurement. Organisations need only
register once with NSW Procurement i.e. there is no
need to register for each individual contract. Your NSW
Procurement registration number enables your
organisation to use any of the period contracts
administered by NSW Procurement.

Not all organisations are eligible to access the Travel
Management Services Contract. See Section 5 of this
Contract Guide for more information surrounding eligible
customers.

New Accounts Set Up

If your organisation is seeking to set up an account the
process for doing so is as follows:

1. Contact the CWT representative below:

Contact: Simone Saadi

Phone: (02) 8666 1572

Facsimile: (02) 8666 1803

Email: nswgovclients@carlsonwagonlit.com.au

When contacting the CWT representative please provide
them with the following details:
- Name of new account (ie.division/agency name)
Name of the person requesting new account set
Name of key contact within division or agency to
be contacted in order to set up account
Telephone number of key contact
Email address for both key contact and person
requesting set up.

2. Travel consultant will send request to set up an

account to the CWT Strategic Program Manager - NSW
Government.
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3. The CWT NSW Government Strategic Program
Manager will review the request and send to the CWT
National Account Manager — NSW Government.

4. The CWT will approve application and send to Vendor
Manager — NSW Procurement as per details below:

Contact: Adam Cranney
Telephone: (02) 9372 7755
Email: adam.cranney@services.nsw.gov.au

5. If approved, the contract officer of your organisation is
then to verify that your organisation has been issued with
a supplier code. If your organisation has not been issued
with a supplier code, the contract officer will confirm new
supplier code requirements

6. Your contract officer is to then notify CWT in writing to
go ahead and issue the new CWT Account.
Communications should contain the following details:
- CFA

Descriptions of Levels (L2 and L3)

CWT Code (cost centre)

CWT Code Description

Record of charges address for invoicing

purposes.

7. The CWT will organise an account set up internally.
Account set up might take up to five days

8. The CWT will send updated copy of the CWT NSW
Government hierarchy to your contract officer in order to
notify your organisations key contact of booking details
including CWT Code.

9. The CWT will ensure that your organisation is aware of
requirements to book through CWT (eg. Profiles, credit
card/Diners Account, travel policy etc)

a) Please note products implementation takes approx 5-6
weeks

b) Diners Account implementation takes approx 2 weeks.

10. Once account is set up, the CWT National Account
Manager — NSW Government will send a communication
to the CWT Strategic Program Manager — NSW
Government advising of new CWT Account details. Citrix
link will be immediately updated with new CWT Code
details to update regional centres.

11. If your organisation is not part of an exiting account
the CWT will ensure the new account receives a copy of
the Travel Organiser User Guide and Service Level
Agreement.

12. The CWT Strategic Program Manager — NSW
Government will communicate details to NSW
Government Travel Centre Staff.




13. If your organisations account does not have a CFA
set up yet, the process might take up to six weeks for
total implementation.

14. If your organisations new account is an additional
CWT Code to an existing CFA the process might take up
to five days.

In order to complete this you need to:

a) Complete the ‘Information for Account Set Up’ form as
attached via email to Simone Saadi — Client Services
Coordinator nswgovclients@carlsowagonlit.com.au

b) CWT will check the details you have provided and
allocate a CWT Code.

¢) CWT will send details to Diners to set up new account.
d) Diners will then provide all the account details to you
including Diners and CWT Code.

If you have any questions or enquires surrounding setting
up a new account please contact:

Contact: Simone Saadi

Phone: (02) 8666 1572

Facsimile: (02) 8666 1803

Email: nswgovclients@carlsonwagonlit.com.au

Create Your User Account

Once your organisation has created an account the next
step is for employees to create a user account. If you are
not a registered traveller or travel arranger follow the
steps below in order to create a user account;

1. Obtain the following from your organisation’s travel
department:

Client Identifier
Company Name

Password

2. Go to the CWT registration page (URL below). Follow
the prompts and complete the required fields:

https://connect.carlsonwagonlit.com/reqister

3. CWT Client Care will email you with your PIN, initial
password and relevant links shortly after you complete
the registration.

Create Your User profiles

It is recommended that all travellers and travel arrangers
have profiles on CWT'’s system. To set up a user profile
complete the following steps:

1. Log into the CWT system with your PIN and password
that was provided to you when setting up your user
account.

https://sbt.carlsonwagonlit.com/thetravelersite?NSWGOV

2. Follow the prompts and create your profile

The person travelling must establish the User Profile
initially. Once this is done, the traveller may assign up to
40 travel arrangers to his/her profile. All profiles must
have a valid CWT code.

NSW Government travellers are not permitted to add
Frequent Flyer numbers to their profiles.

Payment and Diners Club set-up

Your organisation may utilise one of the following two
options:

OPTION ONE - Your organisation’s own corporate
credit/procurement card.

If your organisation chooses to use its own corporate
card as form of payment, please notify CWT.

Contact: Simone Saadi

Phone: (02) 8666 1572

Facsimile: (02) 8666 1803

Email: nswgovclients@carlsonwagonlit.com.au

OPTION TWO - Diners Club Corporate Travel System
(CTS) invoicing facility.

The Diners Club CTS is an invoicing facility that is
outsourced to Diners Club. If your organisation chooses
this option, please notify CWT (details above) and
request the following forms:

Diners Club CTS Application form
Authority to Access Account Information
form

Either a Direct Debit Request form or EFT
Payment to Diners Club

Account, Payment and Billing Structure




Please send ALL Diners Club Application Forms to:

To: Key Accounts
Fax: +61 3 8643 2805
Email: key.accounts@dinersclub.com.au

Please see section ‘Diners Club’ for more information.




Section 2 —
Placing an Order — A
Step by Step Guide

Making a booking

If your user account and profile is set up, you may make
a booking. You have four options. You may make a
booking directly via the Online Booking Tool (OBT), over
the phone via the CWT NSW Government Travel Centre,
by completing the NSW Government Booking Form or via
one of the CWT travel agent partners. You must have
your CWT Account Code before making a booking.
Detailed instructions follow.

1. Via the Online Booking Tool (OBT):

a) Go to the CWT Online Booking Tool (OBT) at:
https://sbt.carlsonwagonlit.com/thetravelersite?NSWGOV
b) Log in with your PIN or email address and password.
c) Click ‘Book a Trip’ and follow the steps.

Note the Online Booking Tool is for Domestic bookings
only.

Some organisations’ policies preclude their travellers
from using the Online Booking Tool to self-book. Please
check with your organisation whether you are allowed to
book via the OBT.

Online users must have a CWT profile (see above).

If you need to change a booking that has been made via
the Online Booking Tool, you must call the NSW
Government Travel centre (details below).

2. Via the NSW Government Booking Form

Complete the attached form and fax or email it to the
NSW Government Travel Centre:

Contact: NSW Government Travel Centre
Fax: 1800 229 423 or 02 8666 1705
Email:

Domestic - nswgdom.syd.au@contactcwt.com

International - nswagint.syd.au@contactcwt.com
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3. Via the NSW Government Travel Call Centre
Domestic bookings

To make a domestic booking all the domestic booking
number:

Phone: 1300 307 629

If you encounter any difficulties domestic bookings are
managed by three separate teams at CWT. Agencies
must call only the team to which they are assigned. For
the phone number of your agency’s domestic booking
team please contact CWT (in order or escalation):

Contact: Bianca Sobotta

Phone: 02 8666 1761

Email: bsobotta@carlsonwagonlit.com.au
Contact: Suzanne Quinn

Phone: 02 8666 1747

Email: nswgovclients@carlsonwagonlit.com.au
Contact: Simone Saadi

Phone: 02 8666 1572

Email: nswgovclients@carlsonwagonlit.com.au

International bookings
The one call-centre team handles international bookings:
Phone: 1300 657 378 or 02 8666 1703

If it is decided to call the CWT Travel Centre direct the
following information is required to be provided:

Identify yourself, agency/organisation
name and name of traveller

Details of emergency contact

Identify the nature of travel

The details for accompanying travellers, if
applicable

Provide dates of travel and the departure
city/airport and desired departure times,
arrival city/airport and desired arrival times.
Indicate any special requests/needs e.g.
meals, seating, medical assistance.

Please note, the opening hours of the CWT Travel
Centre is 8:00am — 6:00pm Monday to Friday (EST). If
you call after hours, you will be transferred to the
emergency travel service, which operates from 6pm to 8
am Monday to Friday and 24 Hours on Weekends and
Public Holidays.




Changes to bookings:

If calling the CWT Travel Centre in order to change an
existing reservation you need to do the following:

Identify your call as a change to an existing
reservation.

Provide the name of the traveller and date of
travel.

Confirm whether ticket has been delivered

If a ticket has already been delivered and
changes are made that affect the routing, airline,
or cost of ticket, a new ticket must be issues.
Travellers should make every effort to exchange
an existing ticket as payment toward the new
ticket. The NSW Government Travel Centre will
advise you of the best way to make the
exchange.

4. Via a regional NSW Government Travel Centre

Please refer to Section 4 of this Contract Guide (page 17)
for a list of regional travel agent partners.

Please provide the same information to a regional travel
agent as you would provide when calling the CWT Travel
Centre.

Important information about booking
flights

Lowest Logical Fare and Ticket Flexibility

The Lowest Logical Fare is defined as the lowest suitable
fare available at the time of booking, including both
restricted and flexible fare types. The principal objective
of every department should be to minimise overall travel
costs consistent with flexibility, which might be required
for travel. CWT will provide travellers with a choice of up
to three airfare quotations where applicable within each
organisation’s travel policy. The traveller (or travel
arranger) then selects the cheapest option taking into
account the suitability of flight schedules based on
business requirements. The suitability of the cheapest
fare may be determined by the following:

Seat availability

Timing

Acceptability of any fare conditions or
other restrictions associated with lower
cost fares

Likelihood that a change will be required,
independently considering out and inbound
Availability of a ticket credit if a change is
required

The cost of making changes to a booking
versus the additional cost of a flexible

ticket (for instances where flexibility may
not be required e.g. on an inbound flight)

The suitability of the cheapest fare should not be
influenced by:

A traveller’'s preference for a particular
airline/carrier
A carrier’s reward schemes

Due to these conditions the selected flight may not
always be the cheapest fare available on the day. For
example, it may be best to fly the lowest fare on the
outbound trip (because no flexibility is required), however
flexibility may be required on the return flight. A flexible
flight in this instance may be defined as the lowest logical
fare of the day.

Flexible fares should be avoided where there is

certainty of the travel arrangements  and consideration
given to the cost benefits of non-refundable compared to
refundable fares. Deeply discounted fares offer
substantial savings. Where there is a low risk of
cancellation, you will be asked to provide a reason why
the discounted fare is not chosen. Mixed ticketing (as per
example above) should be utilised by all agencies as an
initial step in reducing the cost of travel across
government.

The CWT Travel Centre will source the Lowest Logical
Fare for NSW Government travellers resulting in
significant savings, which is pursuant to the Premier’s
Circulars on travel. Refer to section ‘NSW Government
Travel Policy’ in this document (pagel5).

Online Booking Tool savings

CWT is able to offer a reduced transaction fee
$15.00 (Plus GST) per transaction on all domestic
bookings made via the Online Booking Tool.

If your organisation does not utilise the Online Booking
Tool, please speak with your CWT Account Manager.
Please refer to section ‘CWT transaction fees below

(page 12).
Timing

The closer to departure date, generally the less likely a
discounted economy fare will be available. Consider
making your booking with CWT as early as possible to
increase the likelihood of greater discounts. In order to
obtain the lowest logical fare for the journey, it is
recommended that travel bookings be made more than
15 days prior to the expected travel date, where possible.




Choice of Airline/Carrier

When making a booking, the traveller should specify only
the required destination/s and required times of departure
and return flights, and not the airline on which she/he
travels.

Quotes for fares

The practice of requesting quotes for domestic fares in
order to gain approval for travel often does not allow for
the purchasing of the Lowest Logical Fare. Within your
agency’s own purchasing policy, you should purchase
the Lowest Logical Fare even if you have approval for a
more expensive fare.

Approval to travel should be based on the demonstrated
need to travel and not the not the price of an airline ticket.
There is no need to obtain quotes for domestic travel, as
the lowest logical fare of the day will be used. Quotes
may though be required for international travel.

Credit for cancelled or unused tickets

Some agencies may be reluctant to purchase the
cheapest fare if the same fare does not offer flexibility.
Please be mindful of the fare credit facility. The fare
credit facility enables you to credit a fare to a future flight
if you change or cancel a booking. The carrier’s own fare
conditions will determine whether a credit is available and
whether a credit is transferable to another traveller in
your agency. If it is likely that a change will be required,
please discuss the credit facility with the Government
Travel Centre when choosing flights.

If there is a credit available each traveller must alert the
travel-booking officer when booking travel.

Authorisation

Domestic air travel must be authorised by a staff member
with an appropriate delegation. This person must receive
a copy of the traveller’s travel itinerary at the time of the
booking. Ministerial approval is required for all
international travel.

Some agencies require travellers to complete an
Electronic Authority to Travel or similar form. Usually
these forms are to be completed by staff and approved
by the appropriate delegate before being submitted to the
travel-booking officer. This is an organisation’s own
internal process, one which CWT are not involved. CWT
is not required to verify whether a person within any
agency has delegation to travel or to arrange travel. This
is the responsibility of the agency.
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Urgent Bookings

If you need to make a reservation within 24hrs of the
required departure time, please call the CWT Travel
Centre. This will ensure your booking is processed and
confirmed within the required time frame. The OBT is
unavailable within 24hrs prior to departure.

Frequent Flyer numbers, lounge memberships and
flight preferences.

Public agencies and public officials, including people
travelling at government expense, are not allowed to
seek or accept frequent flyer points from any airline in
respect of official travel; this policy applies without
exception. Refer to Premier’s Circular C2002-29 and
following section entitled ‘NSW Government Travel
Policy’ for more information (page 15).

Individual organisations should decide whether to meet
the cost of staff joining or maintaining membership of
airline lounge facilities or similar services. The frequency
and duration of official travel by a member of staff, and
the scheduling of flights and official business
commitments, are considerations relevant to such
decisions. Staff members may join and maintain
membership of such schemes and facilities at their own
expense irrespective of the nature and extent of their
official travel.

Airline carriers’ frequent flyer rewards and lounge
membership systems are intrinsically associated. Due to
the Premier's Department Circular C2002-29, which
precludes the collection of frequent flyer points at the
time of booking, care must be taken to ensure that the
special needs and preferences of travellers are properly
collected and communicated to the airlines. Likewise
NSW Government travellers must be careful not to
accrue Frequent Flyers points. This is due to the
conditions associated with official government travel; this
is not a limitation of this contract or CWT’s systems.

Access to airline lounges:

If a traveller is permitted membership to an
airline lounge, she/he may access that
lounge by presenting his/her lounge
membership card at the entry point at the
airport.

Seating preferences and online check-in:

The CWT profile allows selection of isle
and window seating. In addition, major
domestic carriers allow their travellers to
check-in online between 48 hours and up




to 1 hour before departure. The opening
times vary between the carriers.

With online check-in, travellers can view
and change seat allocation. Plus, if a
return trip is booked on the same day, they
can usually check-in for both flights at the
same time. Online check-in also allows
travellers to print their boarding passes to
take to the airport.

It is important to note that advance seat
allocation is not guaranteed. There are
occasions when the type of aircraft may
change and the seat allocation no longer
exists. The airline may also is required to
use the seat for passengers with special
needs.

In-flight meal preferences:
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CWT’s profile records meal preferences
and other important information in
travellers’ profiles. It is strongly
recommended that all travellers keep their
profiles updated. Even a flight is booked
via the CWT call centre; CWT’s system will
pick up meal preferences from travellers’
profiles. If a traveller's profile is incomplete
and a booking is made via the CWT Travel
Centre, the traveller (or travel arranger)
must clearly state the preferences.

Please note meal selection is not
applicable on all flights. Travellers should
also check their itinerary for confirmation
that the carrier has accepted their
particular meal preference.




Section 3 —
Products & Services
Avalilable Under this
Contract

This contract operates as a travel agency type service,
via a central reservations centre or any of the regionally
appointed Government Travel Agents (Regional Travel
Agents) located throughout NSW. CWT has a contractual
obligation to offer customers the Best Fare of the Day
regardless of the carrier, subject to availability.

The contract affords users substantial savings and other
benefits that can greatly extend travel budgets. CWT
offers contract users discounted airfares for Intrastate,
Interstate and International air travel, which are available
on certain fares including economy, business and first-
class travel. Both the CWT centre and the Regional
Travel Agents located throughout New South Wales can
offer the full range of discounted airfares.

Travel bookings and booking-related
services

CWT, as the Travel Manager, as well as the Regional
Travel Agents will book flights on any Commercial Airline,
for both domestic and international, with access to
Government rates and access to preferred arrangements
with Qantas, REX and Virgin Blue.

CWT will arrange all bookings, tickets and delivery of
associated documents for domestic and international
travel. In addition, CWT offers the following travel-related
services:

Rental cars with access to Government rates for
domestic and international travel.

Bookings for coaches.

Conferencing facilities both international and
domestic.

Accommodation at metropolitan, country and
international destinations. NSW Government
preferred rates with selected hotels in many of
the major capital cities worldwide and towns
within Australia.

Chauffer driven cars, Sydney Metropolitan area
at Government rates.
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Rail Bookings, both domestic and international.
The CWT Travel Centre can assist in visa
applications where required by the traveller. At
the time of reservation, the Customer Service
Consultant will advise on visa requirements and
provide the relevant visa forms prior to visa
processing.

Package deals may be available which combine
airfares, accommodation and other additional
services, to users of this contract.

Group bookings can be organised for groups of
any size, for international or domestic
destinations.

CWT provides dedicated numbers for
international and direct numbers to three
dedicated domestic booking teams.

CWT Connect and Online Booking Tool (OBT)
allows agencies to make their own bookings,
manage their itineraries and have their trips
allocated to their account automatically.
Itineraries are then emailed directly to the
traveller.

The assistance of a dedicated Account Manager
dealing with Government travel.

Bookings may be made for all the above travel
services directly with CWT and the regionally
appointed Regional Travel Agents for the above
travel services.

Emergency Travel Centre

CWT offers an after hour emergency travel service which
operates from 6pm to 8am Monday to Friday and 24
hours on weekends and public holidays.

The after hours emergency travel service is used by all
CWT clients so it should be used for genuine
emergencies only.

If you call the CWT Travel Centre after hours the call will
be automatically diverted to the Emergency Travel
Centre.

Calls to the CWT After Hours Emergency Travel Service
attract a $25 charge per call.

The CWT After Hours Emergency Travel Service can be
contacted on the following:

Toll Free 1300 302 578
+61 (2) 8666 1731
+61 (2) 8666 1801

Telephone within Australia:
Telephone outside Australia:
Facsimile:

Carlson Events and Travel — Groups, Conferences
and Meetings




CWT has a department that deals only in conference and
group travel. This department is available to assist with
conference organisation or group bookings if required.
This service includes all air travel, accommodation,
transportation, entertainment etc.

Group bookings can be made where 10 or more people
are travelling to the same destination on the same day,
and can result in significant savings on airfares.

For further information go to:
www.events.carlsonwagonlit.com.au

Carlson Events and Travel — Groups, Conferences and
Meetings can also be contacted on:

Telephone within Australia: 1300 302 794
Telephone outside Australia:  +61 (2) 8666 1706
Email events.travel@carlson.com.au

General Training

CWT provides training to users of the contract to help
them understand and better utilise the contract. Please
contact your CWT Account Manager for more
information.

CWT Program Management Office Reporting

The CWT Program Management Office reporting tool is
available via the Internet at the Business Travel Portal
(linked from the online booking tool) and CWT Connect.
The CWT Program Management Office reporting tool can
provide information to contract users on anything from
travel expenditure, missed savings to traveller location.

CWT provides training and support services for the CWT
Program Management Office reporting tool. To register
your interest in such reporting systems or for training,
contact your CWT Account Manager.

Diners Club Online Transaction Summary (OTS) and
Diners Data-Feed

Issues can occur which may make reconciling your
statements difficult. These issues may include missing
information for charges and refunds or charges for travel
agency fees and airfares appearing separately over
monthly statements.

As a result Diners Club provides access to the OTS. OTS
enables contract users to access statement information
online. OTS holds twelve months historical data as well
as your current unbilled statements, which can be
accessed as often as you wish.

Those involved in reconciling accounts can upload
statement information into excel and sort information by
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various fields. This is an invaluable tool for the
reconciliation process.

Diners Club can also provide a data file, which can be
uploaded into your chosen expense management system
for reconciliation. Files are provided in ASCII (Text) flat
file format. The file is encrypted prior to transmission
using Citigroup Information Security Office approved
tools; Winzip version 9 or greater or PGP encryption.
This file can be provided daily or monthly. It is basically
an electronic version of your paper statement.

Diners Club provides training and support services to
users of the OTS and the Data-Feed. Contact Diners
Club Key accounts at key.accounts@dinersclub.com.au
for an application form and/or to arrange training.

Air Travel Insurance and International
SOS

The NSW Treasury Managed Fund (TMF) covers state
ministers, members of parliament and the judiciary,
officers and employees of the public service and certain
other persons and their personal property when travelling
by air on official business. Cover is for:

a) Loss of life or disablement during travel except when
the employee is covered under the Workplace Injury
Management and Workers Compensation Act 1998;

b) Recovery of overseas hospital, medical and
ambulance expenses arising from any one accident; and
¢) Loss or damage to baggage and personal effects.

Further information may be obtained from the TMF by
contacting Wayne Chandler (02) 8121 3686 or Gary
McCourt (02) 8121 3672.

Additionally the TMF has purchased a separate provider
contract from international SOS for emergency
assistance in medical and security emergencies.
International SOS is available to TMF members. The
TMF membership numbers are as follows:

Medical: 12 AMMS 000 001

Security: 12 ACSS 000 014

For advice or assistance under the SOS international
program, make a reverse charge calls to the International
SOS Alarm Centre. Details follow:

Sydney: +61 2 9273 2781
Singapore: +65 6338 7800
London: +44 20 8762 8008
Philadelphia:  +1 215 245 4707

More information is available on the internet at:
www.internationalsos.com




Departments not participating in the TMF are free to
make their own arrangements but generally, should
comply with the Treasurer’s direction in this regard.
Please refer to the NSW Treasurer’s circular at:
www.treasury.nsw.gov.au/treasds/900-999.html

CWT Transaction Fees

The travel management services contract is transacted
under a transaction fee agreement. Transaction fees are
charged at point of sale. All fees exclude GST and are as
follows:

Domestic Fee AUD $25
Trans Tasman Fee AUD $25
International Fee AUD $170

If a particular agency decides to use the CWT online
booking tool, the online transaction fee can be reduced
as follows, excluding GST:

Domestic Fee AUD $15

NOTE: A one-time assist fee of AUD $10 is applied to an
online booking should alterations be made.

The NSW Government definition of a transaction is per
PNR (one passenger) inclusive of one or more air
segments plus all land content.

The transaction fee will not be applied in the following

circumstances:
Where a non Global Distribution System (GDS)
ticket is combined with a GDS ticket — only a
single fee will apply.
Where two different airfare types or fare basis,
including private fares, are combined — only a
single fee will apply.
Where two different airlines or more are
combined in one booking — only a single fee will
apply.
Where land only (hotel and car) segments are
booked — No fee will apply
Where rail or bus is booked with no air segments
— the transaction fee will apply.
Where changes are required to the original
booking, whether the charge is made before or
after ticketing — No additional fee will apply.
Where an unused ticket credit is re-used — No
additional fee will apply.

The transaction fees will be charged by CWT at the time
of ticketing to the Diners account or designated credit
card.
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Diners Accounts and Procedure for
Account Queries

Your organisation may utilise one of the following two
payment options (see step by step guide above for more
detail).

1. Your organisations own corporate credit or
procurement card.

2. Diners Club Corporate Travel System (CTS) invoicing
facility.

Your accounts payable department usually determines
this.

Diners CTS stands for Corporate Travel System. It is a
card-less account that is used to book ALL travel that is
related to your cost centre. The Diners Club CTS is an
invoicing facility that is outsourced to Diners Club.
Payment of the CTS account is the same process as
paying any corporate or travel card account. The CTS
card-less account is used to book air travel and to pay for
CWT transaction fees.

The Diners Club CTS is an invoicing facility. The CTS
invoicing facility does not have any plastic cards attached
to it. It is an invoice account only.

If the Diners Club CTS is chosen as the method of
payment the following needs to be completed:

Diners Club Corporate Travel System Application Form
Authority to Access Account Information Form

Direct Debit request or EFTPOS payment to Diners Club
Account, Payment and Billing Structure

The payment for accommodation and car hire booked by
CWT on behalf of a traveller, have not changed from
previous arrangements. The Diners account is to be used
for air and transaction payments only.

Payment Terms

If your organisation is utilising the Diners Club CTS, you
must be aware of the following payment Terms
associated with the NSW Government travel contract:
Liquidated Damages Charges (LDCs) are
applied to late payments. LCDs are charged at
the greater of $30 or 3% on the overdue amount
(or any part thereof) that remains unpaid by the
due date.
You may accrue Liquidated Damages Charges
on unpaid Liguidated Damages Charges.
Your organisation must nominate the payment
due period at the time the account is set up.




You must pay your Diners bill within the payment
due period of statement issue date even if the bill
contains items that you dispute.

Your Diners Club travel account may be closed if
you have unpaid charges.

Diners Club will issue monthly statements on the
4th day of each month.

Depending on your preference, you have up to
45 days to pay the account.

Diners Club statement is an ATO approved
substitute tax invoice for GST compliance
purposes.

The above points are contract terms. Please see section
entitled “Account Enquiries” in this document for the
procedure surrounding disputed charges and for
instructions on the OTS.

The following information is provided on Diners
statements regarding airline bookings:
Date of transaction
Cost (net of GST)
Date of travel
Amount of GST
Airline name
Cost (incl of GST)
Passenger name
ABN of merchant (airline)
Sectors travelled
Airline booking
Booking reference
Name of travel booker
Ticket number
CWT account number
Purchase order number

Diners Club Rebate

Diners Club offers a rebate for agencies who use their
services. Diners Club have available two options for
NSW Government Departments, which will determine the
amount of rebate each Department will be paid. All
rebates are paid on an annual basis to the individual
Departments. The offer is as follows:

OPTION ONE

Payment on the account is due within 45 days of the
statement issue date.

The statement is issued on the 4th day of every month.

The account is to be paid by either direct debit or
EFTPOS.

Rebate offered is 10 basis points on turnover
OPTION TWO

Payment on the account is due within 28 days of the
statement issue date.
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The statement is issued on the 4th day of every month.
The account is to be paid by direct debit.
Rebate offered is 30 basis points on turnover.

Your organisations’ rebate will depend on the option that
you have selected. Eg

Option One = 10 basis points, $2,000,000 spend on
Diners at 10 basis points = $2,000 rebate.

Option One = 30 basis points, $2,000,000 spend on
Diners at 30 basis points = $6,000 rebate.

If you must make a travel booking before your
organisations Diners account is set up, you must contact
your Chief Financial Officer and confirm the applications
have been processed. If you do not have a Diners
account yet, you need to process the application as soon
as possible. In the meantime you can provide an
alternate form of payment such as a corporate credit card
or purchase card to make your bookings. Diners
applications might take up to two weeks to process.

Diners Account Enquiries

Forwarding your enquiries through the correct channels
will help ensure that a resolution to your enquiry is met in
a timely manner. Enquiries sent to the below email
address will receive an auto email reply with a tracking
number for your reference.

Email: nswgfinance.syd.au@contactcwt.com

All Diners queries relating to travel charges are
to be sentto CWT not Diners.

If you are querying charges which were booked
by your Regional Travel Agent, you must contact
the same Regional Agent to resolve payment.
A covering letter should include your
departments CWT Code, the details of your
enquiry and your email address for return
correspondence.

CWT require only the charges in question to be
marked with an asterisks *.

Enquiries can be made via fax. Your email address must
be included on all faxed enquiries:

Facsimile: (02) 8905 9644

All queries will be responded to as soon as possible and
resolved within a maximum of 10 days from date of
receipt. All enquiries will be responded to by email only.

To follow up an enquiry which has been registered,
please contact the CWT Finance team on 1300 790 511
for assistance. Ensure you have your tracking number
ready to quote.




Further Information

If you have any further form of payment related
guestions, contact:

Contact: Suzanne Quinn

Position: Strategic Program Manager -
NSW Government

Company: Carlson Wagonlit Travel

Email: nswgovclients@carlsonwagonlit.com.au
Phone: (02) 8666 1747

If you have any further Diners Club CTS related
guestions, contact:

Contact: Duksha Hearne
Position: Business Relationship Manager
Company: Diners Club International
Email: duksha.hearne@dinersclub.com.au
Phone: (02) 8225 4983
Mobile: 0400158986
®
smartbuy

smartbuy® is the NSW Government’s electronic
procurement system that supports departments and other
authorised buyers to streamline procurement processes,
assisting with the move from paper-based to electronic
procurement. Delivering a complete procurement solution
from catalogue management, through to purchasing and
reporting, Smartbuy provides a real-time, electronic
connection to suppliers.

smartbuy® solutions can support your electronic
procurement initiative and achieve direct savings by:

Increasing purchasing compliance, leading to
direct cost savings and product rationalisation
Reducing transaction and administration costs of
purchasing by decreasing the effort of placing
orders and removing duplicate processes
Reducing consumption and improving cash
management through reduction of purchasing
cycle times

Reducing an organisations IT investment and
system duplication by utilising existing
applications

Delivering purchasing advantages to
organisations through access to a large
competitive range of suppliers

Providing low to zero cost entry for suppliers,
removing duplicate costs in the trading support of
each agency

Bringing transparency to the purchasing element
of the supply chain through improved
reportability.
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For more information visit the website at
www.smartbuy.nsw.gov.au or contact the smartbuy®
Helpdesk on 1800 003 985 or smartbuy-

infocentre @services.nsw.gov.au

NSW Government Travel Policy

The Premier's Department issues guidelines on official
travel via Memorandums and Circulars. The following
Memorandums and Circulars have been issued, which
provide a summarisation of the travel policies set out by
the Premier’s Department.

Official Travel Within Australia and Overseas —
Reference M2009-04:

http://www.dpc.nsw.gov.au/publications/memos_and circ
ulars/ministerial memoranda/2009/m2009-
04 official travel within australia and overseas

All domestic and international travel bookings are to be
made through the NSW Government’s appointed Travel
Management Company. (Further information can be
obtained from the Department of Services, Technology
and Administration at www.nswbuy.com.au)

The “lowest logical fare of the day” is to be used for all
domestic flights. This means the cheapest fare available
meeting the traveller’s logistical needs.

In line with the “lowest logical fare of the day”, public
officials may only specify destination, date and
nominated time of the required travel; and not specify
airlines. The Travel Management Company will allocate
tickets within 20 minutes either side of the nominated
time of travel on the most appropriate airline.

Senior officials may now only fly business class to
Western Australia and the Northern Territory

Air Travel Bookings — Reference C2005-46:

http://www.dpc.nsw.gov.au/publications/memos_and circ
ulars/circulars/2005/c2005-46

The NSW Government contract for the provision of
Travel Management Services is held by Carlson Wagonlit
Travel (pronounced Carlson Vagon Lee) hereafter
referred to as CWT for the period 1 December 2005 to 30
November 2008. The Department of Services,
Technology and Administration (formerly The Department
of Commerce), on behalf of the State Contracts Control
Board, issued public tenders and awarded the contract in
July 2005. The Department of Services, Technology and
Administration is responsible for providing ongoing
contract management and oversight of the arrangement.




CWT provides its travel agency-type services through the
contract by three alternative methods, travel consultants
of CWT based in Sydney, 23 appointed travel agents in
regional NSW, and the internet using the CWT Connect
on-line system.

The main purpose of the contract is to obtain air travel
bookings, regardless of the carrier, based on each
customer's particular travel needs. Such criteria known
as "Best Fare of the Day" or "Lowest Logical Fare"
includes cost, seat availability, timing and the
acceptability of any fare conditions or other restrictions
associated with lower cost fares (e.g. changes in timing).
Due to this it may not always be the lowest fare available
on the day. It is the lowest logical fare available that
meets the traveller's needs.

It is critically important that public funded air travel is
determined fairly in choosing the lowest logical fare
regardless of the carrier.

Government customers should ensure that they are
provided with enough information by the travel
consultants (CWT or the appointed regional agents) or
CWT Connect internet system to demonstrate that air
travel options have been adequately explored and
costed. Particularly, consideration should be given to the
cost benefits of non-refundable compared to refundable
fares.

All bookings must be made through the contract. Also,
attached is a list of airlines servicing NSW destinations
which shows routes serviced by single or multiple carriers
for your information.

Frequent Flyer Programs - Reference C2002-29:

http://www.dpc.nsw.gov.au/publications/memos_and circ
ulars/circulars/2002/c2002-29

The NSW Government policy on Frequent Flyer
programs is that public agencies and public officials,
including other people travelling at Government expense,
are not allowed to seek or accept frequent flyer points
from any airline in respect of official transport with effect
from 1 July 2002.

Australian and Overseas Travelling Allowances —
Reference C2008-37:

http://www.dpc.nsw.gov.au/publications/memos_and circ
ulars/circulars/2008/c2008-37

To view these Memorandums and Circulars in their
entirety, please log on to the Premier's Department
website
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http://www.dpc.nsw.gov.au/publications/memos_and circ
ulars and follow the links.

Some Government Departments have released their own
policies over and above those initiated by the Premier’s
Department. It is important when arranging travel to
comply with all the guidelines that govern your particular
Department or agency.

Other Related Services & Government
Contracts

1. Accommodation

There is currently no government contract for
accommodation. However, CWT is able to make
bookings at government rates

The NSW State Government Hotel programme is
currently being developed by NSW Procurement. Once a
programme has been finalised an official list will be
distributed across all agencies.

A number of hotels and hotel chains have offered NSW
Government rates. These are listed in the CWT online
booking tool or alternatively can be booked through the
CWT Travel Centre by email or telephone.

Until an official NSW State Government Hotel
programme has been issued, government rates should
be used for travel unless a lower fare offered by CWT is
available.

The use of CWT when booking accommodation is not
mandatory.

Payment:

Please note accommodation booked by CWT on behalf
of a traveller may be guaranteed to the Agencies’ Diners
Account. However all accommodation accounts must be
settled on checkout by the traveller, unless a prior
arrangement has been made with the hotel i.e.
Department has pre-arranged a charge-back facility.

It should be noted that the primary service provided by
CWT is as a booking service only for accommodation. It
may be necessary for clients to “shop around” to ensure
that the chosen accommodation venue represents the
best value for money and meets the desired
requirements.

An option for users is for CWT to match deals on Internet
sites. However, when booking last minute these rates, as
per the requirements on the Internet, you must pay via
personal credit card and there is likely to be no refund.




It is important to note that CWT does not charge a
transaction fee for booking accommodation. Please refer
to section entitled ‘CWT Transaction Fees’ in this
document for more information (page 12).

2. Rental Cars

The New South Wales State Government has a preferred
supplier agreement with Avis and Thrifty, which is part of
an Australia wide arrangement. Avis is the principal
supplier under the arrangement, whilst Thrifty is the
‘overflow’ supplier, where Avis is unable to supply.
Contacts:

Avis Australia Ph: 1800 035 222
Thrifty Ph: 1300 365 564

Simply quote your account/ corporate discount number
and order number to CWT when arranging your booking.
An invoice will be forwarded to you directly from the
rental car company at the end of each month.

Before you place an order for a vehicle, you will need to
establish an account with the relevant rental car
company. Be sure to tell them that you are a
Government entity and quote your Contracting Services
Registration number. This will ensure that your account
is then billed at the correct government rates. Some
companies will supply you with two numbers — an
account number and a discount profile number. In these
instances, you will need to quote both numbers to make
your booking.

Payment:

Please note cars booked by CWT on behalf of a traveller
may be guaranteed to the Diners Account. However all
car hire accounts must be settled upon collection or drop-
off of the vehicle by the traveller, unless a prior
arrangement has been made with the car supplier i.e.
your Department has pre-arranged a charge-back facility.

If an account has not been opened with the supplier, a
credit card will be required to secure the vehicle. On the
return of the vehicle, the credit card will be billed with the
gross expenditure based on the usage over the rental
period. Please note though, that unless a discount profile
number has been quoted you will not be offered the NSW
government discount.

Hirers will be entitled to use their own personal credit
cards or a card designated to them by their relevant
department.

If an account has been opened with the supplier, the
charges will be allocated to the appropriate account as
requested.
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More information on the Rental Car contract can be
found in the Contract Guide at:

http://www.nswbuy.com.au/travel.aspx

3. Hire of Vehicles with Drivers — Cars, Buses and
Coaches

CWT can access the rates and services delivered under
this contract when arranging bookings on your behalf. A
summary of the contact number for the contractor
represented on Contract 657 for Cars within Sydney
Metropolitan Area is listed below:

Astra Hire Cars, Mascot

Ph: (02) 9693 5033




Section 4 —
Suppliers

This Contract is for a period of three years commencing 1
October 2005. It has subsequently been extended until
30 November 2010. The following Contractor has been
appointed to Contract 1008: Travel Management
Services.

Carlson Wagonlit Travel (CWT)

ABN: 83 069 087 538

Post: Level 20, 233 Castlereagh St. Sydney NSW 2000
Site: Same as postal address
Internet: www.carlsonwagonlit.com/en/countries/au/

Phone (Domestic) 1300 307 852
Phone (International) 1300 307 852

E-mail — Domestic
nswgdom.syd.au@contactcwt.com

E-mail — International
nswgint.syd.au@contactcwt.com

Facsimile (Domestic) - 02 8905 9631

Facsimile (International) - 02 8905 9646

Printed Catalogues

The supplier may be able to provide hard copy
catalogues of the products available for supply under the
contract. These are free of charge to customers on a
reasonable request basis. The information in the
catalogues will be regularly updated by the Supplier
through newsletters and other bulletins to ensure that
customers are kept up to date on changes to the range of

products available,
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Supplier Detalls

Strategic Program Manager — NSW
Government

Contact: Simon Halpin

Phone: (02) 8666 1748

Mobile: 0488 499 330

Fax: (02) 8666 1803

Email: shalpin@carlsonwagonlit.com.au

Client Services Coordinator — NSW
Government

Contact: Simone Saadi

Phone: (02) 8666 1572

Fax: (02) 8666 1803

Email: ssaadi@carlsonwagonlit.com.au

Regional Travel Partners

You can make domestic and international travel bookings
through any one of the following Carlson Wagonlit Travel

regional travel agent partners:

Location Travel Agent Telephone

Albury Travelbrokers (02) 6023 5333
Armidale Harvey World Travel (02) 6772 1177
Ballina Jetset (02) 6686 6566
Broken Hill Travelworld (08) 8087 1969
Coffs Harbour Travelworld (02) 6652 6766

Western Plains

Dubbo (02) 6882 2833
Travel

Goulburn Travelworld (02) 4821 5777
Grafton Travelscene (02) 6642 3777
Kempsey Travelscene (02) 6562 6111
Lismore Travelworld (02) 6627 6100
Moree MGTravel (02) 6752 3055
Newcastle Travelworld (02) 4968 9885
Nowra Travelworld (02) 4421 2666
Orange Travelworld (02) 6362 1744
Tamworth Jetset (02) 6766 8400
Tweed Heads Travelworld (07) 5524 8199
Wagga Traveleaders (02) 6925 8822
Wagga

Wollongong Travelworld (02) 4228 6566




Section 5 —
Contract Conditions

Organisations Eligible to Purchase
from the Contract

The following organisations are eligible to purchase from

the Contract:

a) Any department, agency or office of the
Commonwealth including any Statutory Authority
constituted under Commonwealth legislation

b) Any department, agency or office of any State
or Territory of the Commonwealth, including
any Statutory Authority constituted under
State/Territory legislation

¢) Any council of a city, municipality or shire constituted
by a State or Territory

d) Any other organisation constituted by or subject to
an Act of Parliament either Commonwealth or State
or by a Regulation thereunder

e) Any body or association, other than a trading,
commercial or industrial firm or corporation, which
conducts a service, not being a trade, business or
industry followed or carried on for profit, at the request
of the Government, in respect of such service

f) Any authority, person, body, corporation, association
or organisation, whether incorporated or not, to which
permission has been given by the Minister for the
Department of Services, Technology & Administration,
or an official delegate of the Minister, to issue orders
for supplies comprised in that agreement.

For the purpose of parts (d) and (e) examples of typical
organisations include, but are not limited to:
. Government Schools and Private Schools

TAFE Colleges

Public Hospitals and Area Health Services

Trustees of Public Parks

Boards

Tribunals

Commissions

Registries.

For the purposes of part (f) authorities to which
permission has been given generally have:
. Charitable or benevolent status
Non-profit objective
Level of government subsidy/support.
Examples are:
Non-Government Schools
Pre-Schools/Kindergartens and Child Care
Centres
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Child Care Centres (excluding privately owned)
Family Day Care Administrations

Nursing Homes (excluding privately owned)
Other community based service providers
Student support groups which are established
under the auspice of the relevant school or
education institution

Arts based groups sponsored by the Ministry for
the Arts

Operation of Nominee Purchasing

Introduction

The Nominee Purchaser Arrangement was created under
REG 18 of the Public Sector (Goods and Services)
Regulation 2000 (NSW). The Regulation allows the State
Contracts Control Board (“SCCB”) to provide access to
suppliers of public sector agencies to SCCB standing
offer agreements for the provision of goods and services.
These suppliers are known as Nominee Purchasers. The
public sector agencies making the nominations are
known as Nominating Agencies.

What is a Nominee Purchaser?

“Nominee Purchaser” means a supplier to a public sector
agency, nominated by the public sector agency to be
authorised to place Orders under Standing Offer
Agreements for works done as such a supplier and
registered by NSW Procurement. Access of nominee
purchasers to SCCB standing offer agreements:

Is limited to standing offer agreements relevant to the
contract between the nominating agency and the
nominee purchaser, and which are specifically listed

in the nominee purchaser’s registration; and

Is for a fixed period of registration, usually ending on

the completion of the term of the contract between the
nominating agency and the nominee purchaser.

A nominee purchaser must not purchase goods or
services under a SCCB standing offer agreement,
unless they are related to its obligations under a
contract with a public sector agency and are used during
the term of such a contract or included or incorporated
in works, goods or services to be provided to the public
sector agency.

If you have any further enquires, or are interested in
using this facility please call NSW Procurement

Client Support Centre on telephone 1800 NSW BUY
(1800 679 289) or e-mail nswbuy@services.nsw.gov.au




Settlement of Disputes

If a dispute arises then both you and the Contractor must
use your best efforts to resolve the dispute.

Try to resolve the matter through discussions with the
Contractor’s Client Service Representative or Operations
Manager (see Section 4 for contact details).

If, however, you are unable to resolve the matter then
you should contact Contracting Services. If the matter
cannot be resolved by mutual agreement of both parties
in consultation with Contracting Services the matter will
be referred to expert determination. This more formal
process will require you to keep a higher level of detailed
documentation and records.
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Section 6 — Contract
Administration

& Supplier
Performance Survey

To help us maintain a high level of service and to meet
agencies’ obligations under NSW Government Service
Provider Performance Management Guidelines, we seek
your feedback concerning suppliers’ performance under
contracts established by NSW Procurement (an office of
the Department of Services, Technology &
Administration) on behalf of NSW government agencies.

Information on "Service Provider Performance
Management" is available on the NSW Procurement
website at
http://www.nswprocurement.com.au/PDF/Policy/Service-
Provider-Performance-Reporting-Guideline.aspx

For more information on supplier performance feedback
please call the NSW Procurement Client Support Centre
on 1800 NSW BUY (1800 679 289)

NSW Procurement Contact Numbers

The contract has been arranged and is administered by
NSW Procurement. If you have any questions relating
to the operation of the contract then contact:

NSW Procurement Representative

Contact: Adam Cranney

Position: Vendor Manager

Telephone: (02) 9372 7755

Facsimile: (02) 9372 7622

E-mail: adam.cranney@services.nsw.gov.au

NSW Procurement Client Support Centre

McKell Building 2-24 Rawson Place Sydney NSW 2000
T 1800 NSW BUY (1800 679 289)

F (02) 9372 8077

E nswbuy@services.nsw.gov.au

I www.nswbuy.com.au
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Contract Summary




Contract Summary

The State Contracts Control Board has appointed a single travel management company Carlson Wagonlit Travel (CWT)
as the NSW Government’s travel agent where all bookings for air travel, car hire and accommodation are to be made. All
travel is to be booked via CWT

NSW Procurement has negotiated a range of highly competitive discounted airfares — domestically with Qantas, Regional
Express (REX) and Virgin Blue, and internationally with Qantas, Cathay Pacific, Air New Zealand, Emirates, Etihad,
Lufthansa, Singapore Airlines and Virgin Blue. These specially discounted fares can only be booked through CWT.

NSW Procurement

McKell Building 2-24 Rawson Place Sydney NSW 2000
T 1800 NSW BUY (1800 679 289)

E nswbuy@services.nsw.gov.au

I www.nswbuy.com.au

Always ensure you obtain the latest version of the Contract Guide.

Enquiries to 1800 NSW BUY (1800 679 289) or visit the www.nswbuy.com.au
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Introduction

This Contract Guide is designed to provide customers
with all the necessary information needed to utilise the
Travel Management Services Contract - Contract 1008.

Contracting Services provides a full range of
procurement services for government agencies and other
eligible organisations. Services include contract
management of common use period contracts. These are
period contracts on a rolling one to five year renewal
cycles for the supply of products and services in common
use across many agencies. Under these contracts,
suppliers provide a range of products and services at
prices established on the basis of aggregated whole of
government buying power, achieving significant savings.

Contract 1008 is for the supply of Travel Management
Services. Contract 1008 commenced 1 October 2005 for
a term of 3 years. It has since been extended and is
currently due to expire 30 November 2010.

This period contract allows users to achieve
considerable cost savings due to the combined
purchasing power of the NSW government. It offers
value for money including competitive rates, and a
quality range of product and services.

CWT also has access to a range of highly competitive
discounted airfares from a number of airlines. NSW
Procurement has subsidiary arrangements with Qantas,
Regional Express (REX) and Virgin Blue under the Travel
Management Services contract.

CWT is the sole contractor for Travel Management
Services. CWT is responsible for all aspects of booking
Domestic and International Travel and other related
services such as car hire, rail bookings and
accommodation etc. The travel arrangements are a "one
stop shop" concept, with CWT having the capacity to
arrange all your travel requirements with just the one
telephone call.

All NSW government agencies are obliged to use the
Travel Management Services contract.

Included in this Contract Guide is information on how to
access the full range of travel services offered by CWT.




Section 1 —
Accessing

the Contract: A Step
by Step Guide

CWT Accounts Set Up

CWT Australia and NSW Procurement have identified
2,285 accounts, which will be serviced and covered
within Contract 1008. Please find below the steps
required to set up a new account that has not already
been identified by CWT and NSW Procurement.

If you are unsure whether your organisation has an
account with CWT, please contact your own accounts
section or NSW Procurement. Organisations need only
register once with NSW Procurement i.e. there is no
need to register for each individual contract. Your NSW
Procurement registration number enables your
organisation to use any of the period contracts
administered by NSW Procurement.

Not all organisations are eligible to access the Travel
Management Services Contract. See Section 5 of this
Contract Guide for more information surrounding eligible
customers.

New Accounts Set Up

If your organisation is seeking to set up an account the
process for doing so is as follows:

1. Contact the CWT representative below:

Contact: Simone Saadi

Phone: (02) 8666 1572

Facsimile: (02) 8666 1803

Email: nswgovclients@carlsonwagonlit.com.au

When contacting the CWT representative please provide
them with the following details:
- Name of new account (ie.division/agency name)
Name of the person requesting new account set
Name of key contact within division or agency to
be contacted in order to set up account
Telephone number of key contact
Email address for both key contact and person
requesting set up.

2. Travel consultant will send request to set up an

account to the CWT Strategic Program Manager - NSW
Government.
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3. The CWT NSW Government Strategic Program
Manager will review the request and send to the CWT
National Account Manager — NSW Government.

4. The CWT will approve application and send to Vendor
Manager — NSW Procurement as per details below:

Contact: Adam Cranney
Telephone: (02) 9372 7755
Email: adam.cranney@services.nsw.gov.au

5. If approved, the contract officer of your organisation is
then to verify that your organisation has been issued with
a supplier code. If your organisation has not been issued
with a supplier code, the contract officer will confirm new
supplier code requirements

6. Your contract officer is to then notify CWT in writing to
go ahead and issue the new CWT Account.
Communications should contain the following details:
- CFA

Descriptions of Levels (L2 and L3)

CWT Code (cost centre)

CWT Code Description

Record of charges address for invoicing

purposes.

7. The CWT will organise an account set up internally.
Account set up might take up to five days

8. The CWT will send updated copy of the CWT NSW
Government hierarchy to your contract officer in order to
notify your organisations key contact of booking details
including CWT Code.

9. The CWT will ensure that your organisation is aware of
requirements to book through CWT (eg. Profiles, credit
card/Diners Account, travel policy etc)

a) Please note products implementation takes approx 5-6
weeks

b) Diners Account implementation takes approx 2 weeks.

10. Once account is set up, the CWT National Account
Manager — NSW Government will send a communication
to the CWT Strategic Program Manager — NSW
Government advising of new CWT Account details. Citrix
link will be immediately updated with new CWT Code
details to update regional centres.

11. If your organisation is not part of an exiting account
the CWT will ensure the new account receives a copy of
the Travel Organiser User Guide and Service Level
Agreement.

12. The CWT Strategic Program Manager — NSW
Government will communicate details to NSW
Government Travel Centre Staff.




13. If your organisations account does not have a CFA
set up yet, the process might take up to six weeks for
total implementation.

14. If your organisations new account is an additional
CWT Code to an existing CFA the process might take up
to five days.

In order to complete this you need to:

a) Complete the ‘Information for Account Set Up’ form as
attached via email to Simone Saadi — Client Services
Coordinator nswgovclients@carlsowagonlit.com.au

b) CWT will check the details you have provided and
allocate a CWT Code.

¢) CWT will send details to Diners to set up new account.
d) Diners will then provide all the account details to you
including Diners and CWT Code.

If you have any questions or enquires surrounding setting
up a new account please contact:

Contact: Simone Saadi

Phone: (02) 8666 1572

Facsimile: (02) 8666 1803

Email: nswgovclients@carlsonwagonlit.com.au

Create Your User Account

Once your organisation has created an account the next
step is for employees to create a user account. If you are
not a registered traveller or travel arranger follow the
steps below in order to create a user account;

1. Obtain the following from your organisation’s travel
department:

Client Identifier
Company Name

Password

2. Go to the CWT registration page (URL below). Follow
the prompts and complete the required fields:

https://connect.carlsonwagonlit.com/reqister

3. CWT Client Care will email you with your PIN, initial
password and relevant links shortly after you complete
the registration.

Create Your User profiles

It is recommended that all travellers and travel arrangers
have profiles on CWT'’s system. To set up a user profile
complete the following steps:

1. Log into the CWT system with your PIN and password
that was provided to you when setting up your user
account.

https://sbt.carlsonwagonlit.com/thetravelersite?NSWGOV

2. Follow the prompts and create your profile

The person travelling must establish the User Profile
initially. Once this is done, the traveller may assign up to
40 travel arrangers to his/her profile. All profiles must
have a valid CWT code.

NSW Government travellers are not permitted to add
Frequent Flyer numbers to their profiles.

Payment and Diners Club set-up

Your organisation may utilise one of the following two
options:

OPTION ONE - Your organisation’s own corporate
credit/procurement card.

If your organisation chooses to use its own corporate
card as form of payment, please notify CWT.

Contact: Simone Saadi

Phone: (02) 8666 1572

Facsimile: (02) 8666 1803

Email: nswgovclients@carlsonwagonlit.com.au

OPTION TWO - Diners Club Corporate Travel System
(CTS) invoicing facility.

The Diners Club CTS is an invoicing facility that is
outsourced to Diners Club. If your organisation chooses
this option, please notify CWT (details above) and
request the following forms:

Diners Club CTS Application form
Authority to Access Account Information
form

Either a Direct Debit Request form or EFT
Payment to Diners Club

Account, Payment and Billing Structure




Please send ALL Diners Club Application Forms to:

To: Key Accounts
Fax: +61 3 8643 2805
Email: key.accounts@dinersclub.com.au

Please see section ‘Diners Club’ for more information.




Section 2 —
Placing an Order — A
Step by Step Guide

Making a booking

If your user account and profile is set up, you may make
a booking. You have four options. You may make a
booking directly via the Online Booking Tool (OBT), over
the phone via the CWT NSW Government Travel Centre,
by completing the NSW Government Booking Form or via
one of the CWT travel agent partners. You must have
your CWT Account Code before making a booking.
Detailed instructions follow.

1. Via the Online Booking Tool (OBT):

a) Go to the CWT Online Booking Tool (OBT) at:
https://sbt.carlsonwagonlit.com/thetravelersite?NSWGOV
b) Log in with your PIN or email address and password.
c) Click ‘Book a Trip’ and follow the steps.

Note the Online Booking Tool is for Domestic bookings
only.

Some organisations’ policies preclude their travellers
from using the Online Booking Tool to self-book. Please
check with your organisation whether you are allowed to
book via the OBT.

Online users must have a CWT profile (see above).

If you need to change a booking that has been made via
the Online Booking Tool, you must call the NSW
Government Travel centre (details below).

2. Via the NSW Government Booking Form

Complete the attached form and fax or email it to the
NSW Government Travel Centre:

Contact: NSW Government Travel Centre
Fax: 1800 229 423 or 02 8666 1705
Email:

Domestic - nswgdom.syd.au@contactcwt.com

International - nswagint.syd.au@contactcwt.com
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3. Via the NSW Government Travel Call Centre
Domestic bookings

To make a domestic booking all the domestic booking
number:

Phone: 1300 307 629

If you encounter any difficulties domestic bookings are
managed by three separate teams at CWT. Agencies
must call only the team to which they are assigned. For
the phone number of your agency’s domestic booking
team please contact CWT (in order or escalation):

Contact: Bianca Sobotta

Phone: 02 8666 1761

Email: bsobotta@carlsonwagonlit.com.au
Contact: Suzanne Quinn

Phone: 02 8666 1747

Email: nswgovclients@carlsonwagonlit.com.au
Contact: Simone Saadi

Phone: 02 8666 1572

Email: nswgovclients@carlsonwagonlit.com.au

International bookings
The one call-centre team handles international bookings:
Phone: 1300 657 378 or 02 8666 1703

If it is decided to call the CWT Travel Centre direct the
following information is required to be provided:

Identify yourself, agency/organisation
name and name of traveller

Details of emergency contact

Identify the nature of travel

The details for accompanying travellers, if
applicable

Provide dates of travel and the departure
city/airport and desired departure times,
arrival city/airport and desired arrival times.
Indicate any special requests/needs e.g.
meals, seating, medical assistance.

Please note, the opening hours of the CWT Travel
Centre is 8:00am — 6:00pm Monday to Friday (EST). If
you call after hours, you will be transferred to the
emergency travel service, which operates from 6pm to 8
am Monday to Friday and 24 Hours on Weekends and
Public Holidays.




Changes to bookings:

If calling the CWT Travel Centre in order to change an
existing reservation you need to do the following:

Identify your call as a change to an existing
reservation.

Provide the name of the traveller and date of
travel.

Confirm whether ticket has been delivered

If a ticket has already been delivered and
changes are made that affect the routing, airline,
or cost of ticket, a new ticket must be issues.
Travellers should make every effort to exchange
an existing ticket as payment toward the new
ticket. The NSW Government Travel Centre will
advise you of the best way to make the
exchange.

4. Via a regional NSW Government Travel Centre

Please refer to Section 4 of this Contract Guide (page 17)
for a list of regional travel agent partners.

Please provide the same information to a regional travel
agent as you would provide when calling the CWT Travel
Centre.

Important information about booking
flights

Lowest Logical Fare and Ticket Flexibility

The Lowest Logical Fare is defined as the lowest suitable
fare available at the time of booking, including both
restricted and flexible fare types. The principal objective
of every department should be to minimise overall travel
costs consistent with flexibility, which might be required
for travel. CWT will provide travellers with a choice of up
to three airfare quotations where applicable within each
organisation’s travel policy. The traveller (or travel
arranger) then selects the cheapest option taking into
account the suitability of flight schedules based on
business requirements. The suitability of the cheapest
fare may be determined by the following:

Seat availability

Timing

Acceptability of any fare conditions or
other restrictions associated with lower
cost fares

Likelihood that a change will be required,
independently considering out and inbound
Availability of a ticket credit if a change is
required

The cost of making changes to a booking
versus the additional cost of a flexible

ticket (for instances where flexibility may
not be required e.g. on an inbound flight)

The suitability of the cheapest fare should not be
influenced by:

A traveller’'s preference for a particular
airline/carrier
A carrier’s reward schemes

Due to these conditions the selected flight may not
always be the cheapest fare available on the day. For
example, it may be best to fly the lowest fare on the
outbound trip (because no flexibility is required), however
flexibility may be required on the return flight. A flexible
flight in this instance may be defined as the lowest logical
fare of the day.

Flexible fares should be avoided where there is

certainty of the travel arrangements  and consideration
given to the cost benefits of non-refundable compared to
refundable fares. Deeply discounted fares offer
substantial savings. Where there is a low risk of
cancellation, you will be asked to provide a reason why
the discounted fare is not chosen. Mixed ticketing (as per
example above) should be utilised by all agencies as an
initial step in reducing the cost of travel across
government.

The CWT Travel Centre will source the Lowest Logical
Fare for NSW Government travellers resulting in
significant savings, which is pursuant to the Premier’s
Circulars on travel. Refer to section ‘NSW Government
Travel Policy’ in this document (pagel5).

Online Booking Tool savings

CWT is able to offer a reduced transaction fee
$15.00 (Plus GST) per transaction on all domestic
bookings made via the Online Booking Tool.

If your organisation does not utilise the Online Booking
Tool, please speak with your CWT Account Manager.
Please refer to section ‘CWT transaction fees below

(page 12).
Timing

The closer to departure date, generally the less likely a
discounted economy fare will be available. Consider
making your booking with CWT as early as possible to
increase the likelihood of greater discounts. In order to
obtain the lowest logical fare for the journey, it is
recommended that travel bookings be made more than
15 days prior to the expected travel date, where possible.




Choice of Airline/Carrier

When making a booking, the traveller should specify only
the required destination/s and required times of departure
and return flights, and not the airline on which she/he
travels.

Quotes for fares

The practice of requesting quotes for domestic fares in
order to gain approval for travel often does not allow for
the purchasing of the Lowest Logical Fare. Within your
agency’s own purchasing policy, you should purchase
the Lowest Logical Fare even if you have approval for a
more expensive fare.

Approval to travel should be based on the demonstrated
need to travel and not the not the price of an airline ticket.
There is no need to obtain quotes for domestic travel, as
the lowest logical fare of the day will be used. Quotes
may though be required for international travel.

Credit for cancelled or unused tickets

Some agencies may be reluctant to purchase the
cheapest fare if the same fare does not offer flexibility.
Please be mindful of the fare credit facility. The fare
credit facility enables you to credit a fare to a future flight
if you change or cancel a booking. The carrier’s own fare
conditions will determine whether a credit is available and
whether a credit is transferable to another traveller in
your agency. If it is likely that a change will be required,
please discuss the credit facility with the Government
Travel Centre when choosing flights.

If there is a credit available each traveller must alert the
travel-booking officer when booking travel.

Authorisation

Domestic air travel must be authorised by a staff member
with an appropriate delegation. This person must receive
a copy of the traveller’s travel itinerary at the time of the
booking. Ministerial approval is required for all
international travel.

Some agencies require travellers to complete an
Electronic Authority to Travel or similar form. Usually
these forms are to be completed by staff and approved
by the appropriate delegate before being submitted to the
travel-booking officer. This is an organisation’s own
internal process, one which CWT are not involved. CWT
is not required to verify whether a person within any
agency has delegation to travel or to arrange travel. This
is the responsibility of the agency.
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Urgent Bookings

If you need to make a reservation within 24hrs of the
required departure time, please call the CWT Travel
Centre. This will ensure your booking is processed and
confirmed within the required time frame. The OBT is
unavailable within 24hrs prior to departure.

Frequent Flyer numbers, lounge memberships and
flight preferences.

Public agencies and public officials, including people
travelling at government expense, are not allowed to
seek or accept frequent flyer points from any airline in
respect of official travel; this policy applies without
exception. Refer to Premier’s Circular C2002-29 and
following section entitled ‘NSW Government Travel
Policy’ for more information (page 15).

Individual organisations should decide whether to meet
the cost of staff joining or maintaining membership of
airline lounge facilities or similar services. The frequency
and duration of official travel by a member of staff, and
the scheduling of flights and official business
commitments, are considerations relevant to such
decisions. Staff members may join and maintain
membership of such schemes and facilities at their own
expense irrespective of the nature and extent of their
official travel.

Airline carriers’ frequent flyer rewards and lounge
membership systems are intrinsically associated. Due to
the Premier's Department Circular C2002-29, which
precludes the collection of frequent flyer points at the
time of booking, care must be taken to ensure that the
special needs and preferences of travellers are properly
collected and communicated to the airlines. Likewise
NSW Government travellers must be careful not to
accrue Frequent Flyers points. This is due to the
conditions associated with official government travel; this
is not a limitation of this contract or CWT’s systems.

Access to airline lounges:

If a traveller is permitted membership to an
airline lounge, she/he may access that
lounge by presenting his/her lounge
membership card at the entry point at the
airport.

Seating preferences and online check-in:

The CWT profile allows selection of isle
and window seating. In addition, major
domestic carriers allow their travellers to
check-in online between 48 hours and up




to 1 hour before departure. The opening
times vary between the carriers.

With online check-in, travellers can view
and change seat allocation. Plus, if a
return trip is booked on the same day, they
can usually check-in for both flights at the
same time. Online check-in also allows
travellers to print their boarding passes to
take to the airport.

It is important to note that advance seat
allocation is not guaranteed. There are
occasions when the type of aircraft may
change and the seat allocation no longer
exists. The airline may also is required to
use the seat for passengers with special
needs.

In-flight meal preferences:
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CWT’s profile records meal preferences
and other important information in
travellers’ profiles. It is strongly
recommended that all travellers keep their
profiles updated. Even a flight is booked
via the CWT call centre; CWT’s system will
pick up meal preferences from travellers’
profiles. If a traveller's profile is incomplete
and a booking is made via the CWT Travel
Centre, the traveller (or travel arranger)
must clearly state the preferences.

Please note meal selection is not
applicable on all flights. Travellers should
also check their itinerary for confirmation
that the carrier has accepted their
particular meal preference.




Section 3 —
Products & Services
Avalilable Under this
Contract

This contract operates as a travel agency type service,
via a central reservations centre or any of the regionally
appointed Government Travel Agents (Regional Travel
Agents) located throughout NSW. CWT has a contractual
obligation to offer customers the Best Fare of the Day
regardless of the carrier, subject to availability.

The contract affords users substantial savings and other
benefits that can greatly extend travel budgets. CWT
offers contract users discounted airfares for Intrastate,
Interstate and International air travel, which are available
on certain fares including economy, business and first-
class travel. Both the CWT centre and the Regional
Travel Agents located throughout New South Wales can
offer the full range of discounted airfares.

Travel bookings and booking-related
services

CWT, as the Travel Manager, as well as the Regional
Travel Agents will book flights on any Commercial Airline,
for both domestic and international, with access to
Government rates and access to preferred arrangements
with Qantas, REX and Virgin Blue.

CWT will arrange all bookings, tickets and delivery of
associated documents for domestic and international
travel. In addition, CWT offers the following travel-related
services:

Rental cars with access to Government rates for
domestic and international travel.

Bookings for coaches.

Conferencing facilities both international and
domestic.

Accommodation at metropolitan, country and
international destinations. NSW Government
preferred rates with selected hotels in many of
the major capital cities worldwide and towns
within Australia.

Chauffer driven cars, Sydney Metropolitan area
at Government rates.
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Rail Bookings, both domestic and international.
The CWT Travel Centre can assist in visa
applications where required by the traveller. At
the time of reservation, the Customer Service
Consultant will advise on visa requirements and
provide the relevant visa forms prior to visa
processing.

Package deals may be available which combine
airfares, accommodation and other additional
services, to users of this contract.

Group bookings can be organised for groups of
any size, for international or domestic
destinations.

CWT provides dedicated numbers for
international and direct numbers to three
dedicated domestic booking teams.

CWT Connect and Online Booking Tool (OBT)
allows agencies to make their own bookings,
manage their itineraries and have their trips
allocated to their account automatically.
Itineraries are then emailed directly to the
traveller.

The assistance of a dedicated Account Manager
dealing with Government travel.

Bookings may be made for all the above travel
services directly with CWT and the regionally
appointed Regional Travel Agents for the above
travel services.

Emergency Travel Centre

CWT offers an after hour emergency travel service which
operates from 6pm to 8am Monday to Friday and 24
hours on weekends and public holidays.

The after hours emergency travel service is used by all
CWT clients so it should be used for genuine
emergencies only.

If you call the CWT Travel Centre after hours the call will
be automatically diverted to the Emergency Travel
Centre.

Calls to the CWT After Hours Emergency Travel Service
attract a $25 charge per call.

The CWT After Hours Emergency Travel Service can be
contacted on the following:

Toll Free 1300 302 578
+61 (2) 8666 1731
+61 (2) 8666 1801

Telephone within Australia:
Telephone outside Australia:
Facsimile:

Carlson Events and Travel — Groups, Conferences
and Meetings




CWT has a department that deals only in conference and
group travel. This department is available to assist with
conference organisation or group bookings if required.
This service includes all air travel, accommodation,
transportation, entertainment etc.

Group bookings can be made where 10 or more people
are travelling to the same destination on the same day,
and can result in significant savings on airfares.

For further information go to:
www.events.carlsonwagonlit.com.au

Carlson Events and Travel — Groups, Conferences and
Meetings can also be contacted on:

Telephone within Australia: 1300 302 794
Telephone outside Australia:  +61 (2) 8666 1706
Email events.travel@carlson.com.au

General Training

CWT provides training to users of the contract to help
them understand and better utilise the contract. Please
contact your CWT Account Manager for more
information.

CWT Program Management Office Reporting

The CWT Program Management Office reporting tool is
available via the Internet at the Business Travel Portal
(linked from the online booking tool) and CWT Connect.
The CWT Program Management Office reporting tool can
provide information to contract users on anything from
travel expenditure, missed savings to traveller location.

CWT provides training and support services for the CWT
Program Management Office reporting tool. To register
your interest in such reporting systems or for training,
contact your CWT Account Manager.

Diners Club Online Transaction Summary (OTS) and
Diners Data-Feed

Issues can occur which may make reconciling your
statements difficult. These issues may include missing
information for charges and refunds or charges for travel
agency fees and airfares appearing separately over
monthly statements.

As a result Diners Club provides access to the OTS. OTS
enables contract users to access statement information
online. OTS holds twelve months historical data as well
as your current unbilled statements, which can be
accessed as often as you wish.

Those involved in reconciling accounts can upload
statement information into excel and sort information by
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various fields. This is an invaluable tool for the
reconciliation process.

Diners Club can also provide a data file, which can be
uploaded into your chosen expense management system
for reconciliation. Files are provided in ASCII (Text) flat
file format. The file is encrypted prior to transmission
using Citigroup Information Security Office approved
tools; Winzip version 9 or greater or PGP encryption.
This file can be provided daily or monthly. It is basically
an electronic version of your paper statement.

Diners Club provides training and support services to
users of the OTS and the Data-Feed. Contact Diners
Club Key accounts at key.accounts@dinersclub.com.au
for an application form and/or to arrange training.

Air Travel Insurance and International
SOS

The NSW Treasury Managed Fund (TMF) covers state
ministers, members of parliament and the judiciary,
officers and employees of the public service and certain
other persons and their personal property when travelling
by air on official business. Cover is for:

a) Loss of life or disablement during travel except when
the employee is covered under the Workplace Injury
Management and Workers Compensation Act 1998;

b) Recovery of overseas hospital, medical and
ambulance expenses arising from any one accident; and
¢) Loss or damage to baggage and personal effects.

Further information may be obtained from the TMF by
contacting Wayne Chandler (02) 8121 3686 or Gary
McCourt (02) 8121 3672.

Additionally the TMF has purchased a separate provider
contract from international SOS for emergency
assistance in medical and security emergencies.
International SOS is available to TMF members. The
TMF membership numbers are as follows:

Medical: 12 AMMS 000 001

Security: 12 ACSS 000 014

For advice or assistance under the SOS international
program, make a reverse charge calls to the International
SOS Alarm Centre. Details follow:

Sydney: +61 2 9273 2781
Singapore: +65 6338 7800
London: +44 20 8762 8008
Philadelphia:  +1 215 245 4707

More information is available on the internet at:
www.internationalsos.com




Departments not participating in the TMF are free to
make their own arrangements but generally, should
comply with the Treasurer’s direction in this regard.
Please refer to the NSW Treasurer’s circular at:
www.treasury.nsw.gov.au/treasds/900-999.html

CWT Transaction Fees

The travel management services contract is transacted
under a transaction fee agreement. Transaction fees are
charged at point of sale. All fees exclude GST and are as
follows:

Domestic Fee AUD $25
Trans Tasman Fee AUD $25
International Fee AUD $170

If a particular agency decides to use the CWT online
booking tool, the online transaction fee can be reduced
as follows, excluding GST:

Domestic Fee AUD $15

NOTE: A one-time assist fee of AUD $10 is applied to an
online booking should alterations be made.

The NSW Government definition of a transaction is per
PNR (one passenger) inclusive of one or more air
segments plus all land content.

The transaction fee will not be applied in the following

circumstances:
Where a non Global Distribution System (GDS)
ticket is combined with a GDS ticket — only a
single fee will apply.
Where two different airfare types or fare basis,
including private fares, are combined — only a
single fee will apply.
Where two different airlines or more are
combined in one booking — only a single fee will
apply.
Where land only (hotel and car) segments are
booked — No fee will apply
Where rail or bus is booked with no air segments
— the transaction fee will apply.
Where changes are required to the original
booking, whether the charge is made before or
after ticketing — No additional fee will apply.
Where an unused ticket credit is re-used — No
additional fee will apply.

The transaction fees will be charged by CWT at the time
of ticketing to the Diners account or designated credit
card.
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Diners Accounts and Procedure for
Account Queries

Your organisation may utilise one of the following two
payment options (see step by step guide above for more
detail).

1. Your organisations own corporate credit or
procurement card.

2. Diners Club Corporate Travel System (CTS) invoicing
facility.

Your accounts payable department usually determines
this.

Diners CTS stands for Corporate Travel System. It is a
card-less account that is used to book ALL travel that is
related to your cost centre. The Diners Club CTS is an
invoicing facility that is outsourced to Diners Club.
Payment of the CTS account is the same process as
paying any corporate or travel card account. The CTS
card-less account is used to book air travel and to pay for
CWT transaction fees.

The Diners Club CTS is an invoicing facility. The CTS
invoicing facility does not have any plastic cards attached
to it. It is an invoice account only.

If the Diners Club CTS is chosen as the method of
payment the following needs to be completed:

Diners Club Corporate Travel System Application Form
Authority to Access Account Information Form

Direct Debit request or EFTPOS payment to Diners Club
Account, Payment and Billing Structure

The payment for accommodation and car hire booked by
CWT on behalf of a traveller, have not changed from
previous arrangements. The Diners account is to be used
for air and transaction payments only.

Payment Terms

If your organisation is utilising the Diners Club CTS, you
must be aware of the following payment Terms
associated with the NSW Government travel contract:
Liquidated Damages Charges (LDCs) are
applied to late payments. LCDs are charged at
the greater of $30 or 3% on the overdue amount
(or any part thereof) that remains unpaid by the
due date.
You may accrue Liquidated Damages Charges
on unpaid Liguidated Damages Charges.
Your organisation must nominate the payment
due period at the time the account is set up.




You must pay your Diners bill within the payment
due period of statement issue date even if the bill
contains items that you dispute.

Your Diners Club travel account may be closed if
you have unpaid charges.

Diners Club will issue monthly statements on the
4th day of each month.

Depending on your preference, you have up to
45 days to pay the account.

Diners Club statement is an ATO approved
substitute tax invoice for GST compliance
purposes.

The above points are contract terms. Please see section
entitled “Account Enquiries” in this document for the
procedure surrounding disputed charges and for
instructions on the OTS.

The following information is provided on Diners
statements regarding airline bookings:
Date of transaction
Cost (net of GST)
Date of travel
Amount of GST
Airline name
Cost (incl of GST)
Passenger name
ABN of merchant (airline)
Sectors travelled
Airline booking
Booking reference
Name of travel booker
Ticket number
CWT account number
Purchase order number

Diners Club Rebate

Diners Club offers a rebate for agencies who use their
services. Diners Club have available two options for
NSW Government Departments, which will determine the
amount of rebate each Department will be paid. All
rebates are paid on an annual basis to the individual
Departments. The offer is as follows:

OPTION ONE

Payment on the account is due within 45 days of the
statement issue date.

The statement is issued on the 4th day of every month.

The account is to be paid by either direct debit or
EFTPOS.

Rebate offered is 10 basis points on turnover
OPTION TWO

Payment on the account is due within 28 days of the
statement issue date.
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The statement is issued on the 4th day of every month.
The account is to be paid by direct debit.
Rebate offered is 30 basis points on turnover.

Your organisations’ rebate will depend on the option that
you have selected. Eg

Option One = 10 basis points, $2,000,000 spend on
Diners at 10 basis points = $2,000 rebate.

Option One = 30 basis points, $2,000,000 spend on
Diners at 30 basis points = $6,000 rebate.

If you must make a travel booking before your
organisations Diners account is set up, you must contact
your Chief Financial Officer and confirm the applications
have been processed. If you do not have a Diners
account yet, you need to process the application as soon
as possible. In the meantime you can provide an
alternate form of payment such as a corporate credit card
or purchase card to make your bookings. Diners
applications might take up to two weeks to process.

Diners Account Enquiries

Forwarding your enquiries through the correct channels
will help ensure that a resolution to your enquiry is met in
a timely manner. Enquiries sent to the below email
address will receive an auto email reply with a tracking
number for your reference.

Email: nswgfinance.syd.au@contactcwt.com

All Diners queries relating to travel charges are
to be sentto CWT not Diners.

If you are querying charges which were booked
by your Regional Travel Agent, you must contact
the same Regional Agent to resolve payment.
A covering letter should include your
departments CWT Code, the details of your
enquiry and your email address for return
correspondence.

CWT require only the charges in question to be
marked with an asterisks *.

Enquiries can be made via fax. Your email address must
be included on all faxed enquiries:

Facsimile: (02) 8905 9644

All queries will be responded to as soon as possible and
resolved within a maximum of 10 days from date of
receipt. All enquiries will be responded to by email only.

To follow up an enquiry which has been registered,
please contact the CWT Finance team on 1300 790 511
for assistance. Ensure you have your tracking number
ready to quote.




Further Information

If you have any further form of payment related
guestions, contact:

Contact: Suzanne Quinn

Position: Strategic Program Manager -
NSW Government

Company: Carlson Wagonlit Travel

Email: nswgovclients@carlsonwagonlit.com.au
Phone: (02) 8666 1747

If you have any further Diners Club CTS related
guestions, contact:

Contact: Duksha Hearne
Position: Business Relationship Manager
Company: Diners Club International
Email: duksha.hearne@dinersclub.com.au
Phone: (02) 8225 4983
Mobile: 0400158986
®
smartbuy

smartbuy® is the NSW Government’s electronic
procurement system that supports departments and other
authorised buyers to streamline procurement processes,
assisting with the move from paper-based to electronic
procurement. Delivering a complete procurement solution
from catalogue management, through to purchasing and
reporting, Smartbuy provides a real-time, electronic
connection to suppliers.

smartbuy® solutions can support your electronic
procurement initiative and achieve direct savings by:

Increasing purchasing compliance, leading to
direct cost savings and product rationalisation
Reducing transaction and administration costs of
purchasing by decreasing the effort of placing
orders and removing duplicate processes
Reducing consumption and improving cash
management through reduction of purchasing
cycle times

Reducing an organisations IT investment and
system duplication by utilising existing
applications

Delivering purchasing advantages to
organisations through access to a large
competitive range of suppliers

Providing low to zero cost entry for suppliers,
removing duplicate costs in the trading support of
each agency

Bringing transparency to the purchasing element
of the supply chain through improved
reportability.
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For more information visit the website at
www.smartbuy.nsw.gov.au or contact the smartbuy®
Helpdesk on 1800 003 985 or smartbuy-

infocentre @services.nsw.gov.au

NSW Government Travel Policy

The Premier's Department issues guidelines on official
travel via Memorandums and Circulars. The following
Memorandums and Circulars have been issued, which
provide a summarisation of the travel policies set out by
the Premier’s Department.

Official Travel Within Australia and Overseas —
Reference M2009-04:

http://www.dpc.nsw.gov.au/publications/memos_and circ
ulars/ministerial memoranda/2009/m2009-
04 official travel within australia and overseas

All domestic and international travel bookings are to be
made through the NSW Government’s appointed Travel
Management Company. (Further information can be
obtained from the Department of Services, Technology
and Administration at www.nswbuy.com.au)

The “lowest logical fare of the day” is to be used for all
domestic flights. This means the cheapest fare available
meeting the traveller’s logistical needs.

In line with the “lowest logical fare of the day”, public
officials may only specify destination, date and
nominated time of the required travel; and not specify
airlines. The Travel Management Company will allocate
tickets within 20 minutes either side of the nominated
time of travel on the most appropriate airline.

Senior officials may now only fly business class to
Western Australia and the Northern Territory

Air Travel Bookings — Reference C2005-46:

http://www.dpc.nsw.gov.au/publications/memos_and circ
ulars/circulars/2005/c2005-46

The NSW Government contract for the provision of
Travel Management Services is held by Carlson Wagonlit
Travel (pronounced Carlson Vagon Lee) hereafter
referred to as CWT for the period 1 December 2005 to 30
November 2008. The Department of Services,
Technology and Administration (formerly The Department
of Commerce), on behalf of the State Contracts Control
Board, issued public tenders and awarded the contract in
July 2005. The Department of Services, Technology and
Administration is responsible for providing ongoing
contract management and oversight of the arrangement.




CWT provides its travel agency-type services through the
contract by three alternative methods, travel consultants
of CWT based in Sydney, 23 appointed travel agents in
regional NSW, and the internet using the CWT Connect
on-line system.

The main purpose of the contract is to obtain air travel
bookings, regardless of the carrier, based on each
customer's particular travel needs. Such criteria known
as "Best Fare of the Day" or "Lowest Logical Fare"
includes cost, seat availability, timing and the
acceptability of any fare conditions or other restrictions
associated with lower cost fares (e.g. changes in timing).
Due to this it may not always be the lowest fare available
on the day. It is the lowest logical fare available that
meets the traveller's needs.

It is critically important that public funded air travel is
determined fairly in choosing the lowest logical fare
regardless of the carrier.

Government customers should ensure that they are
provided with enough information by the travel
consultants (CWT or the appointed regional agents) or
CWT Connect internet system to demonstrate that air
travel options have been adequately explored and
costed. Particularly, consideration should be given to the
cost benefits of non-refundable compared to refundable
fares.

All bookings must be made through the contract. Also,
attached is a list of airlines servicing NSW destinations
which shows routes serviced by single or multiple carriers
for your information.

Frequent Flyer Programs - Reference C2002-29:

http://www.dpc.nsw.gov.au/publications/memos_and circ
ulars/circulars/2002/c2002-29

The NSW Government policy on Frequent Flyer
programs is that public agencies and public officials,
including other people travelling at Government expense,
are not allowed to seek or accept frequent flyer points
from any airline in respect of official transport with effect
from 1 July 2002.

Australian and Overseas Travelling Allowances —
Reference C2008-37:

http://www.dpc.nsw.gov.au/publications/memos_and circ
ulars/circulars/2008/c2008-37

To view these Memorandums and Circulars in their
entirety, please log on to the Premier's Department
website
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http://www.dpc.nsw.gov.au/publications/memos_and circ
ulars and follow the links.

Some Government Departments have released their own
policies over and above those initiated by the Premier’s
Department. It is important when arranging travel to
comply with all the guidelines that govern your particular
Department or agency.

Other Related Services & Government
Contracts

1. Accommodation

There is currently no government contract for
accommodation. However, CWT is able to make
bookings at government rates

The NSW State Government Hotel programme is
currently being developed by NSW Procurement. Once a
programme has been finalised an official list will be
distributed across all agencies.

A number of hotels and hotel chains have offered NSW
Government rates. These are listed in the CWT online
booking tool or alternatively can be booked through the
CWT Travel Centre by email or telephone.

Until an official NSW State Government Hotel
programme has been issued, government rates should
be used for travel unless a lower fare offered by CWT is
available.

The use of CWT when booking accommodation is not
mandatory.

Payment:

Please note accommodation booked by CWT on behalf
of a traveller may be guaranteed to the Agencies’ Diners
Account. However all accommodation accounts must be
settled on checkout by the traveller, unless a prior
arrangement has been made with the hotel i.e.
Department has pre-arranged a charge-back facility.

It should be noted that the primary service provided by
CWT is as a booking service only for accommodation. It
may be necessary for clients to “shop around” to ensure
that the chosen accommodation venue represents the
best value for money and meets the desired
requirements.

An option for users is for CWT to match deals on Internet
sites. However, when booking last minute these rates, as
per the requirements on the Internet, you must pay via
personal credit card and there is likely to be no refund.




It is important to note that CWT does not charge a
transaction fee for booking accommodation. Please refer
to section entitled ‘CWT Transaction Fees’ in this
document for more information (page 12).

2. Rental Cars

The New South Wales State Government has a preferred
supplier agreement with Avis and Thrifty, which is part of
an Australia wide arrangement. Avis is the principal
supplier under the arrangement, whilst Thrifty is the
‘overflow’ supplier, where Avis is unable to supply.
Contacts:

Avis Australia Ph: 1800 035 222
Thrifty Ph: 1300 365 564

Simply quote your account/ corporate discount number
and order number to CWT when arranging your booking.
An invoice will be forwarded to you directly from the
rental car company at the end of each month.

Before you place an order for a vehicle, you will need to
establish an account with the relevant rental car
company. Be sure to tell them that you are a
Government entity and quote your Contracting Services
Registration number. This will ensure that your account
is then billed at the correct government rates. Some
companies will supply you with two numbers — an
account number and a discount profile number. In these
instances, you will need to quote both numbers to make
your booking.

Payment:

Please note cars booked by CWT on behalf of a traveller
may be guaranteed to the Diners Account. However all
car hire accounts must be settled upon collection or drop-
off of the vehicle by the traveller, unless a prior
arrangement has been made with the car supplier i.e.
your Department has pre-arranged a charge-back facility.

If an account has not been opened with the supplier, a
credit card will be required to secure the vehicle. On the
return of the vehicle, the credit card will be billed with the
gross expenditure based on the usage over the rental
period. Please note though, that unless a discount profile
number has been quoted you will not be offered the NSW
government discount.

Hirers will be entitled to use their own personal credit
cards or a card designated to them by their relevant
department.

If an account has been opened with the supplier, the
charges will be allocated to the appropriate account as
requested.
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More information on the Rental Car contract can be
found in the Contract Guide at:

http://www.nswbuy.com.au/travel.aspx

3. Hire of Vehicles with Drivers — Cars, Buses and
Coaches

CWT can access the rates and services delivered under
this contract when arranging bookings on your behalf. A
summary of the contact number for the contractor
represented on Contract 657 for Cars within Sydney
Metropolitan Area is listed below:

Astra Hire Cars, Mascot

Ph: (02) 9693 5033




Section 4 —
Suppliers

This Contract is for a period of three years commencing 1
October 2005. It has subsequently been extended until
30 November 2010. The following Contractor has been
appointed to Contract 1008: Travel Management
Services.

Carlson Wagonlit Travel (CWT)

ABN: 83 069 087 538

Post: Level 20, 233 Castlereagh St. Sydney NSW 2000
Site: Same as postal address
Internet: www.carlsonwagonlit.com/en/countries/au/

Phone (Domestic) 1300 307 852
Phone (International) 1300 307 852

E-mail — Domestic
nswgdom.syd.au@contactcwt.com

E-mail — International
nswgint.syd.au@contactcwt.com

Facsimile (Domestic) - 02 8905 9631

Facsimile (International) - 02 8905 9646

Printed Catalogues

The supplier may be able to provide hard copy
catalogues of the products available for supply under the
contract. These are free of charge to customers on a
reasonable request basis. The information in the
catalogues will be regularly updated by the Supplier
through newsletters and other bulletins to ensure that
customers are kept up to date on changes to the range of

products available,
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Supplier Detalls

Strategic Program Manager — NSW
Government

Contact: Simon Halpin

Phone: (02) 8666 1748

Mobile: 0488 499 330

Fax: (02) 8666 1803

Email: shalpin@carlsonwagonlit.com.au

Client Services Coordinator — NSW
Government

Contact: Simone Saadi

Phone: (02) 8666 1572

Fax: (02) 8666 1803

Email: ssaadi@carlsonwagonlit.com.au

Regional Travel Partners

You can make domestic and international travel bookings
through any one of the following Carlson Wagonlit Travel

regional travel agent partners:

Location Travel Agent Telephone

Albury Travelbrokers (02) 6023 5333
Armidale Harvey World Travel (02) 6772 1177
Ballina Jetset (02) 6686 6566
Broken Hill Travelworld (08) 8087 1969
Coffs Harbour Travelworld (02) 6652 6766

Western Plains

Dubbo (02) 6882 2833
Travel

Goulburn Travelworld (02) 4821 5777
Grafton Travelscene (02) 6642 3777
Kempsey Travelscene (02) 6562 6111
Lismore Travelworld (02) 6627 6100
Moree MGTravel (02) 6752 3055
Newcastle Travelworld (02) 4968 9885
Nowra Travelworld (02) 4421 2666
Orange Travelworld (02) 6362 1744
Tamworth Jetset (02) 6766 8400
Tweed Heads Travelworld (07) 5524 8199
Wagga Traveleaders (02) 6925 8822
Wagga

Wollongong Travelworld (02) 4228 6566




Section 5 —
Contract Conditions

Organisations Eligible to Purchase
from the Contract

The following organisations are eligible to purchase from

the Contract:

a) Any department, agency or office of the
Commonwealth including any Statutory Authority
constituted under Commonwealth legislation

b) Any department, agency or office of any State
or Territory of the Commonwealth, including
any Statutory Authority constituted under
State/Territory legislation

¢) Any council of a city, municipality or shire constituted
by a State or Territory

d) Any other organisation constituted by or subject to
an Act of Parliament either Commonwealth or State
or by a Regulation thereunder

e) Any body or association, other than a trading,
commercial or industrial firm or corporation, which
conducts a service, not being a trade, business or
industry followed or carried on for profit, at the request
of the Government, in respect of such service

f) Any authority, person, body, corporation, association
or organisation, whether incorporated or not, to which
permission has been given by the Minister for the
Department of Services, Technology & Administration,
or an official delegate of the Minister, to issue orders
for supplies comprised in that agreement.

For the purpose of parts (d) and (e) examples of typical
organisations include, but are not limited to:
. Government Schools and Private Schools

TAFE Colleges

Public Hospitals and Area Health Services

Trustees of Public Parks

Boards

Tribunals

Commissions

Registries.

For the purposes of part (f) authorities to which
permission has been given generally have:
. Charitable or benevolent status
Non-profit objective
Level of government subsidy/support.
Examples are:
Non-Government Schools
Pre-Schools/Kindergartens and Child Care
Centres
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Child Care Centres (excluding privately owned)
Family Day Care Administrations

Nursing Homes (excluding privately owned)
Other community based service providers
Student support groups which are established
under the auspice of the relevant school or
education institution

Arts based groups sponsored by the Ministry for
the Arts

Operation of Nominee Purchasing

Introduction

The Nominee Purchaser Arrangement was created under
REG 18 of the Public Sector (Goods and Services)
Regulation 2000 (NSW). The Regulation allows the State
Contracts Control Board (“SCCB”) to provide access to
suppliers of public sector agencies to SCCB standing
offer agreements for the provision of goods and services.
These suppliers are known as Nominee Purchasers. The
public sector agencies making the nominations are
known as Nominating Agencies.

What is a Nominee Purchaser?

“Nominee Purchaser” means a supplier to a public sector
agency, nominated by the public sector agency to be
authorised to place Orders under Standing Offer
Agreements for works done as such a supplier and
registered by NSW Procurement. Access of nominee
purchasers to SCCB standing offer agreements:

Is limited to standing offer agreements relevant to the
contract between the nominating agency and the
nominee purchaser, and which are specifically listed

in the nominee purchaser’s registration; and

Is for a fixed period of registration, usually ending on

the completion of the term of the contract between the
nominating agency and the nominee purchaser.

A nominee purchaser must not purchase goods or
services under a SCCB standing offer agreement,
unless they are related to its obligations under a
contract with a public sector agency and are used during
the term of such a contract or included or incorporated
in works, goods or services to be provided to the public
sector agency.

If you have any further enquires, or are interested in
using this facility please call NSW Procurement

Client Support Centre on telephone 1800 NSW BUY
(1800 679 289) or e-mail nswbuy@services.nsw.gov.au




Settlement of Disputes

If a dispute arises then both you and the Contractor must
use your best efforts to resolve the dispute.

Try to resolve the matter through discussions with the
Contractor’s Client Service Representative or Operations
Manager (see Section 4 for contact details).

If, however, you are unable to resolve the matter then
you should contact Contracting Services. If the matter
cannot be resolved by mutual agreement of both parties
in consultation with Contracting Services the matter will
be referred to expert determination. This more formal
process will require you to keep a higher level of detailed
documentation and records.
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Section 6 — Contract
Administration

& Supplier
Performance Survey

To help us maintain a high level of service and to meet
agencies’ obligations under NSW Government Service
Provider Performance Management Guidelines, we seek
your feedback concerning suppliers’ performance under
contracts established by NSW Procurement (an office of
the Department of Services, Technology &
Administration) on behalf of NSW government agencies.

Information on "Service Provider Performance
Management" is available on the NSW Procurement
website at
http://www.nswprocurement.com.au/PDF/Policy/Service-
Provider-Performance-Reporting-Guideline.aspx

For more information on supplier performance feedback
please call the NSW Procurement Client Support Centre
on 1800 NSW BUY (1800 679 289)

NSW Procurement Contact Numbers

The contract has been arranged and is administered by
NSW Procurement. If you have any questions relating
to the operation of the contract then contact:

NSW Procurement Representative

Contact: Adam Cranney

Position: Vendor Manager

Telephone: (02) 9372 7755

Facsimile: (02) 9372 7622

E-mail: adam.cranney@services.nsw.gov.au

NSW Procurement Client Support Centre

McKell Building 2-24 Rawson Place Sydney NSW 2000
T 1800 NSW BUY (1800 679 289)

F (02) 9372 8077

E nswbuy@services.nsw.gov.au

I www.nswbuy.com.au
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