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[bookmark: _Toc217394160]Who is Carlson Wagonlit Travel?
CWT was formed in 1994 from the merger of the travel divisions of Carlson Companies Inc and Accor SA. In August 2006, Carlson Companies increased their shareholding from 50 to 55% when at the same time the remaining 45% held by Accor was acquired by One Equity Partners, the private equity affiliate of JPMorgan Chase & Co. 
Carlson Companies Inc, a privately held organisation based in Minneapolis USA and is a global leader in providing relationship marketing, business and leisure travel, and hospitality services.  Among the names in the Carlson family of brands and services are: Carlson Marketing Group®, Carlson Wagonlit Travel®, Regent® International Hotels, Radisson® Hotels & Resorts, Country Inns & Suites By Carlson®, Park Plaza® and Park Inn® hotels, Results Travel, Cruise Holidays, Radisson Seven Seas Cruises®, and TGI Friday’s® and Pick Up Styx® restaurants.
System-wide revenues from Carlson Companies’ brands, both owned and franchised operations, reached over $20 billion in 2005; and Carlson Companies’ brands employ 190,000 people worldwide. 

One Equity Partners (OEP), the New York-based private equity affiliate of JPMorgan Chase & Co, manages USD $5 billion of investments and commitments for JPMorgan Chase & Co in direct private equity transactions. Partnering with management OEP invests in transactions that initiate strategic and operational changes in businesses to create long term value. OEP’s investment professionals are located across North America and Europe with offices in New York, Chicago and Frankfurt. 


[bookmark: _Toc217394161]NSW Government Travel Centre Contacts

Location			Level 20, 233 Castlereagh Street, Sydney NSW 2000
Hours of Operation		8.00am – 6.00pm Monday to Friday (EST)

Telephone	
Domestic 			Toll free: 1300 307 629 or (02) 8666 1751 
International 	 		Toll free: 1300 657 378 or (02) 8666 1703  

Email				
Domestic 			nswgdom.syd.au@contactcwt.com 
International 	 		nswgint.syd.au@contactcwt.com 
Facsimile			
Domestic			(02) 8905 9631
International			(02) 8905 9646

03) 9243 5902
NSW Government Traveller & Transaction Services 
			
Manager 					Bianca Sobotta
						P: (02) 8666 1761
						E: bsobotta@carlsonwagonlit.com.au



Supervisor					Steve Krstevski
						P: (02) 8666 1514
						E: skrstevski@carlsonwagonlit.com.au

Strategic Program Manager			Suzanne Quinn
						P: (02) 8666 1747
						E: squinn@carlsonwagonlit.com.au



Client Services Coordinator			Simone Saadi
						P: (02) 8666 1572
						E: ssaadi@carlsonwagonlit.com.au
						F: (02) 8666 1803





After Hours Emergency Travel Service

Telephone within Australia	Toll free: 1300 302 578 

Telephone Outside Australia	+61 (2) 8666 1731
Facsimile				+61 (2) 8666 1801


Diners Club Key Contacts

Telephone within Australia	Toll free: 1300 656 689 

Email					key.accounts@dinersclub.com.au

Facsimile 				+61 (3) 8643 2805

[bookmark: _Toc217394162]Commerce Key Contact
Department of Commerce	Adam Cranney
			      		Vendor Manager
			      		P: (02) 9372 7755
			      		E: adam.cranney@commerce.nsw.gov.au
   





					








Regional Travel Centres
	[bookmark: _Toc217394163]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) 6650 0588

	Dubbo 
	Western Plains Travel 
	(02) 6882 2833

	Grafton
	Travelscene 
	(02) 6642 3777

	Kempsey
	Travelscene 
	(02) 6562 6111

	Lismore
	Travelworld 
	(02) 6627 6100

	Moree
	MGTravel 
	(02) 6752 3055

	Newcastle 
	Travelworld
	(02) 4926 2247

	Nowra 
	Travelworld 
	(02) 4421 2666

	Orange
	Travelworld 
	(02) 6362 1744

	Tamworth
	Jetset 
	(02) 6766 8400

	Wagga Wagga
	Traveleaders 
	(02) 6925 8822

	Wollongong 
	Travelworld 
	(02) 4228 6566
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There is currently no government contract for accommodation; however, Carlson Wagonlit is able to make bookings at government rates.
The New South Wales State Government Hotel programme will be developed by the Department of Commerce and Carlson Wagonlit Travel. Once a Hotel programme has been finalised, the official list will be distributed across all agencies.
Accommodation may be booked via CWT either via the Travel centre or the CWT Online Booking Tool.
Until an official Hotel programme has been issued, government rates should be used for travel unless a lower fare offered by CWT is available.
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The New South Wales State Government has a preferred supplier agreement with Avis as a Primary provider and Thrifty as the overflow provider. 
All employees and other persons paid for by the New South Wales State Government must use the NSW Government Rental Cars and Commercial Vehicles contract No: QP681 when hiring a motor vehicle.
All car hire associated with travel bookings are to be made with CWT. Either via the travel centre or the CWT Online Booking Tool.
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 State Procurement 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.
Please note – it is imperative that the rental car company be advised of all proposed users of the vehicle while being rented.  In most cases all drivers will need to sign the rental agreement before being authorised to drive the vehicle.  If an unauthorised driver uses the vehicle, insurances may be forfeited.
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.
If your department does not currently have any account with Avis please see the below information on how to obtain an account.

The procedure to obtain an Avis account application is to contact Avis Sales Assist on (02) 9352 9302 or toll free 1800 065 308 or sales.assist@avis.com.au 

The procedure to obtain a Thrifty account application is to contact Angelo Konstas on (02) 8337 2778 or angelo.konstas@thrifty.com.au

For further information on rental cars and Commercial vehicles, please refer to the user guide provided by Contracting Services. 
[bookmark: _Toc185331232][bookmark: _Toc217394166]Form of Payment
Two options for payment of travel expenses are provided:
Option One: Agencies may use their own corporate credit/procurement cards.
Option Two: Use of the Diners Club Corporate Travel System (CTS) invoicing facility, or:
Option One: Agencies’ own corporate credit/procurement card
Agencies that wish to use their own corporate card as a form of payment may do so.  If this is your preferred method of payment, please notify CWT.
Option Two: Diners Club Corporate Travel System (CTS) invoicing facility
The Diners Club CTS is an invoicing facility which is outsourced to Diners Club rather than operated by the travel manager.  Detailed information about the Diners Club CTS invoicing facility is provided at Attachments 1a: Frequently Asked Questions.
If you chose to use this option as a method of payment, you need to complete the following forms:
A. Diners Club Corporate Travel System Application form
B. Authority to Access Account Information form
C. Direct Debit Request, or:
D. EFT Payment to Diners Club, if this is your preferred method of payment
E. Account, Payment and Billing Structure

To get a copy of the forms above, please send an email to:
nswgovclients@carlsonwagonlit.com.au
Car and Accommodation Payments
The payment for car hire and accommodation booked by CWT on behalf of a traveller, have not changed from your previous arrangements. The Diners account is only to be used for air and transaction payments.
[bookmark: _Toc217394167]Transaction Fees

The contract for the NSW Government is to be transacted under a Transaction Fee Agreement. Transaction Fees are charged at point of sale. The Fees are:
Domestic Booking Fee (excluding GST): 	A$25.00
Trans Tasman Booking Fee: 			A$25.00
International Booking Fee: 			A$170.00
Using the CWT Online Booking Tool (OBT), the Online Transaction Fee is reduced to: 
Domestic Booking Fee (excluding GST): 	A$15.00
Note: A one-time assist fee is applied to an Online booking should alterations be made:   
Online Assist Fee (excluding GST):		A$10.00

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 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 & 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.

Diners Enquiries
All Diners enquiries are to be sent to CWT and not to Diners.

CWT require only the queried charges to be marked with * and forwarded to CWT Diners Queries: 
Fax: 	(02) 8905 9644
			Email: 	nswgfinance.syd.au@contactcwt.com

A covering letter should include your department’s CWT Code and details of your query.  

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





Please see template attached below:
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The official NSW Government Travel request form needs to be completed and e-mailed to the NSW Government Travel centre. 
Below is the booking form:

                             		             
If you decide to call us direct, please follow the steps below:
Identify yourself, company name and name of traveller (if different) 
Identify nature of travel (please advise in the subject field of email reservation)
Identify accompanying travellers, if applicable 
Provide dates of travel including, 
Departure city / airport and desired departure times
Arrival city / airport and desired arrival times
Indicate any special requests / needs (meals, seating, medical assistance)

Note:  Travel Coordinators and Travellers are requested to inform the NSW Government Travel Centre on the flexibility of the traveller’s schedule, such as meeting times, etc. The NSW Government Travel Centre will provide the most cost-effective itinerary for the traveller and in the case of international travel, up to three alternative options will be offered where appropriate.
Advise hotel accommodation requirements, including: 
Hotel city
Room preferences, including smoking/non-smoking

Note:  It is important that all hotel reservations are made through the NSW Government Travel Centre or via the Online Booking Tool so the number of hotel room nights used by the NSW Government is included in management information reports which are used for your hotel program rate negotiation.   
Note:  The NSW Government’s Preferred Hotel Program and CWT’s Global Alliance Hotel Program rates will be used if they are more economic than the Government rates.
Note:  The traveller is responsible for full payment of the first night's accommodations unless the reservation is cancelled within each hotel’s cancellation policy.  If you need to cancel a hotel reservation directly, please record cancellation numbers in the event of inadvertent billing by the hotel.
Advise car rental requirements, including: 
Size and type of vehicle
Pick up and drop off locations
Advise your ticket delivery date and location where travel documents should be delivered. 
Advise the travel consultant of any special requirements or circumstances pertinent to your travel arrangements.
Once you have received a confirmation itinerary / quotation(s): 
Review the itinerary / quotation(s) and advise the NSW Government Travel Centre of the traveller’s preferred option (within NSW Government Australia Travel Policy) as soon as possible to facilitate waitlist clearance and ticketing
Review the “Itinerary Quote” section, which is the last box on your itinerary, which contains the “Fare Type” booked and the "Must be Ticketed By" information.  
Note:  Airlines and/or CWT have ticketing deadlines that must be adhered to.  Airlines may cancel your reservation if it has not been ticketed by the ticketing deadline.  
Note:  The NSW Government Travel Centre is not responsible for chasing authorisation forms.
[bookmark: _Toc185331235][bookmark: _Toc217394169]Urgent Bookings – Within 24 Hours of Departure
If you need to make a reservation within 24 hours of the required departure time PLEASE CALL THE NSW Government TRAVEL CENTRE DIRECT. This will ensure that your booking is processed and confirmed within the required time frame.
[bookmark: _Toc185331236][bookmark: _Toc217394170]Making Changes
Identify your call as a change to an existing reservation
Provide name of 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 the ticket, a new ticket must be issued. Travellers should make every effort to exchange the existing ticket as payment toward the new ticket. The NSW Government Travel Centre will advise you of the best way to make the exchange.
Note:  See Appendix 1 for domestic fare rules
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The NSW Government Travel Centre will source the “best fare of the day” within Travel Policy.  
The “best fare of the day” is defined as the lowest fare available at the time of booking, including both restricted and flexible fare types.  Sourcing “best fare of the day” for NSW Government travellers will result in significant savings on travel expenditure. There may be times when a fare may need to be upgraded in order to change; however, the initial saving will usually outweigh the purchase of a “fully flexible” fare.  Please see Appendix 1 for Domestic Fare Conditions.
Seat Requests
Specific seat requests cannot be made on domestic flights.  However, if you are travelling with another person and wish to be seated together, a request can be entered in the booking.
Please be aware however that this can only be on a request basis and no guarantee can be made according to the airline carrier’s policies.  Seat allocation is handled by the check-in staff at the airport and is at their complete discretion.   It is therefore recommended that if you are travelling with another person that you check in together or when the first traveller checks in, advise the check in staff of the request to sit with another passenger and this can usually be accommodated.
Check in Times
The airlines require 45 minutes minimum check-in time. Due to an increased level of security checks, please ensure you allow ample time to complete the security procedures.
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The NSW Government Travel Centre will source the “best fare of the day” within Travel Policy.  
The NSW Government Travel Centre will provide travellers with a choice of up to three airfare quotations where applicable.  The traveller can then select the best option taking into account cost, convenience and suitability of flight schedules based on business requirements.
Airfares offered by airlines can vary considerably.  The following criteria influence the cost of an air ticket:
Class of travel
Age of the traveller – Adult, student or child
The date and time of travel – seasons, holiday periods, day of the week, time of day
How far in advance the booking is made
Cost structure of the airline
The airline’s need to fill seats by discounting
International travel is considerably more complicated to arrange.  The following details need to be taken into account:
Entry visa requirements
Validity of passport
Multitude of destinations
Large range of airfares
Time differences
Travelling time
Health requirements
Foreign currency
Making Bookings & Getting Fare Quotes
CWT will provide all bookings and fare quotes via email to ensure all the information are correct as requested by the client and allow the pricing to be reviewed by the travel booker.  All the quotations are based on the current available fares at the time of the query.  In accordance with the Government’s policy of the provision of the ‘Best Fare of the Day’, the consultant is then able to search numerous fares for the most convenient option to provide to the client.
CWT recommends that a booking is made, rather than a quote for any international travel (excluding New Zealand).  This will ensure that seats on the required dates of travel and with the required airline are secure.  If the traveller does not decide to travel, the booking can be cancelled without any penalties.  No charges are incurred until the booking is confirmed to be ticketed by the traveller or travel booker.  Further, please note that fares and taxes are subject to change until the booking is ticketed – this applies to all quotes and bookings.

[bookmark: _Toc185331239][bookmark: _Toc217394173]Airfare Types
Generally there are four main types of airfares available, these are:

Full or Published Airfares
These fares are unrestricted, fully refundable and changeable.  This flexibility comes at a cost.  Full or published airfares are calculated on a mileage basis.  This means that a certain number of miles are permitted between two points, at a particular fare level.  Published airfares permit additional stopover points and/or destinations to be added into an itinerary either at no extra cost, or at a minimal surcharge.

Nett Airfares
Nett fares offer a significant saving over a published fare but can only be used for point-to-point travel, for example, Sydney/Paris/Sydney and cannot be utilised for multi-sector travel.  CWT has competitive nett fares in place, which will be utilised wherever possible.
Promotional Airfares
These airfares offer the traveller considerable savings on published airfares.  These fares have limited class availability, number of stopovers and airline changes.  Cancellation fees may apply and changes are restricted once travel has commenced.  Typical airfares are the Global Explorer, Round the World or Circle Pacific.
Excursion Airfares
These airfares are cheaper than published fares and are usually Economy Class fares.  These fares have limited number of stopovers or transits and generally include a refund penalty.  
Airfare Quotes
Airfare quotes are based on current airfares in effect at the time of booking.  These airfares are subject to change at any time, sometimes without notice from the airlines.  Therefore, no airfare is guaranteed until the ticket has been issued.  When prior advice regarding an airfare increase is given by the airlines, the NSW Government Travel Centre will contact Travel Coordinators / Traveller with the option of ticketing prior to the increase.
Seat Assignments 
Most airlines offer advance seat allocation and the NSW Government Travel Centre will always endeavour to seat a passenger in their preferred area.  But when the relevant seating limit has been reached, the system automatically prevents further allocation.  After this, advance seat selection may only be offered to First and Business Class passengers and in Economy Class for all Club/Frequent Flyer profile holders depending on status level.
Note:  It is important to note that advance seat allocation on any airline is not guaranteed, as there are occasions when the type of aircraft may change and the seat allocated no longer exists, or the airline has a requirement to use the seat for passengers with special needs.

Check-In Times
Generally, the following check-in times apply:
First/Business Class travellers:  90 minutes prior to departure
Economy class travellers:  2 hours minutes prior to departure
Should a traveller check-in after these times, the following may occur:
Passenger may be denied boarding
Seated in a non-preferred area
Not seated with travelling companion
Minimum Connecting Times
When transferring flights, there are established minimum connecting times that must be adhered to.  The minimum connecting time varies by city, airline, domestic or international, arrival or departure.  
A traveller may arrive into a city at 9.00am and the next flight to the traveller’s destination is at 10.00am, however, due to the minimum connecting times, the traveller has to take the following flight at 11.00am.
The minimum connecting time allows for luggage transfers, customs clearance and transfers between terminals/airports.  Should the traveller decide to ignore the minimum connecting time, the traveller waives any right to claim compensation for luggage delays or misconnection of flights.
Should a traveller/travel coordinator source a cheaper fare quote in writing for either a Domestic or International itinerary from a competitor, CWT will match that fare (subject to availability), ensuring travellers know they are getting the lowest fares in the market at all times.
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It is standard airline practice (throughout the world) that if a passenger is booked on a return or multi-sector ticket (both domestic and international) and does not board the aircraft for the first sector of the ticket, then the entire ticket will be cancelled.
In the event that a traveller misses a flight and this is the first sector of a return or multi destination ticket, it is important that the traveller contact the NSW Government Travel Centre so that they can be rescheduled to the next flight and also confirmed for any further sectors involved in their travel.
[bookmark: _Toc185331241][bookmark: _Toc217394175]Customer Service
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Traveller profiles are very important to you as an individual traveller to ensure the Travel Centre has your personal information to complete your reservations promptly and accurately.  Please complete as much information as possible in your traveller profile.  CWT has an online traveller profile system called Portrait.    

[bookmark: _Toc185331243][bookmark: _Toc217394177]New Traveller or Travel Arranger?
If you are a new traveller or travel arranger, you will need to Web self-register to receive your Traveller Personal Identification Number (PIN) mailer that includes your PIN and password and URL link to access Portrait. Travellers can provide this to their Travel Coordinator to complete on their behalf
Step 1: Go to https://connect.carlsonwagonlit.com/register
Step 2: Enter login details as per communication received and click “Submit”, you will then be directed to the registration page. Please note every agency has a different Company Name.
IMPORTANT: Login details are case sensitive.
Step 3:  Enter your Prefix, First Name, Middle name (if applicable), last name and e-mail address. Please verify that your e-mail address is correct, as this will be the address the system will use to send your login details.
Step 4: Click “Submit”
Your Registration is now complete. You will shortly receive a confirmation e-mail. 
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If you have your Traveller PIN mailer and would like to update your traveller profile, follow the instructions below.
Profile Screen
Help Screen – will provide online help
Close – will close the window with your profile
Log Off – will sign you out of the profile and you must sign in again. NOTE: You must Log Off for profile changes to be saved.
Customer Support – will list numbers for customer and technical support
General Tab
First and Last Names must match Government issued identification and passport details exactly.  To ensure receipt of frequent flyer points, frequent flyer names should match also. 
Prefix:  Title, for example, Mr, Ms, Dr
First Name:  Per Government issued ID or Passport
Middle Name/Initial:  (optional)
Last Name: Per Government issued ID or Passport
Email Address:  Work Email 
Ensure the travellers’ date of birth is included as some Asian airlines in particular require this information for air reservations
Format for all numbers other than mobiles is (+61 which the system automatically pre-populates + and country code by selecting country) 2-9566-3440 and mobiles they will need to drop the zero at the front. +61 would automatically pre-populate so they would then enter remaining digits as 4-1448-3005
Reporting information – Please enter your CWT Code. This code is compulsory to complete a booking.
Emergency Contact – Please add an Emergency Contact.
Communication Tab
Address – Please add a work address within this area.
Travel Arrangers – In order for travel arrangers to book travel on a traveller(s) behalf, travellers must ADD travel arranger’s name(s) here.  The travel arranger cannot access the traveller's profile without this permission. Click on FIND for a list of travel arrangers.  
Note:  Travel arrangers must create a profile for a traveller(s) to add you to their profile as a travel arranger
Air Tab
Add seat and meal preferences – Preferences need to match your Qantas Frequent Flyer traveller profile.  Should your Qantas Frequent Flyer profile have an alternate seat or meal preference to the one in your CWT profile, the Qantas profile preferences will take precedence
Add Home City – this should be the airport that you depart from.
Car Tab
Includes Loyalty Program Membership Numbers, Car Preferences
From the drop down menu, select a car company
If applicable, type in the car rental company number (Wizard or Smartcharge) exactly as it appears
If applicable type in the Avis AWD or Hertz Corporate Discount Number exactly as it appears

Hotel Tab
Includes Loyalty Program & Hotel Preferences
NSW Government Australia has a Preferred Hotel Program which will take priority over traveller preferences, however, add hotel loyalty program information if applicable
From the drop down menu, select a hotel program
Type in the hotel loyalty program numbers exactly it appears on loyalty program cards.  Please include zeros.  
Add hotel preferences, for example, Standard Room / King Bed / Non Smoking Room

Other Tab
Includes Passport & Visa Information & Citizenships
Add applicable passport(s) and visa(s) information and expiry dates  
Please make sure you click on Log-off so the information gets automatically synchronised to the CWT reservation system. 
Help
Click on “Help” in Portrait or for technical support please contact the CWT Helpdesk at Product.support@carlsonwagonlit.com or 1300 132 149.
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VirtuallyThere is a website that offers travellers a real time live update service for their travel itineraries.  All itineraries, whether domestic or international, will be forwarded to you by email and can be accessed via a URL (website) link.      
If you do not have a URL Link you can also access your itinerary by entering your Reference Number and your surname in the fields provided.  As this is a secure website, you will be asked for your email address before you are taken to your itinerary.
The website to access VirtuallyThere is www.virtuallythere.com
Any changes that we make for you by CWT will be immediately updated on your VirtuallyThere itinerary so this allows you to access any itinerary updates 24/7 anywhere in the world provided you have Internet access.  
Just a tip though – you need to hit the “Refresh” key (or F7) if you are currently viewing an itinerary when making a change so that your itinerary will be updated, or you will need to log out and log back in to get the update.
VirtuallyThere is especially convenient for international travellers who can login and check whether a waitlist has been cleared without having to call back to Australia.
VirtuallyThere gives travellers the ability to: 
Email itineraries to colleagues and family members
View a printable version of the itinerary
Download the itinerary to a PDA
Download the itinerary to a calendar (Microsoft Outlook, Lotus Notes, Act 2000! or Palm Desktop)
To save a copy of the itinerary, simply use the ‘save as’ function to save the itinerary as a HTML or text file to disk (Please note, by making VirtuallyThere a static document, any itinerary changes during travel, e.g. waitlist clearance, departure gate changes etc will not be reflected in the traveller’s copy of the itinerary)
Additional features include:
Flight Notification Service - Ability to register to a flight notification service, to be notified of changes to departure gate and terminal information, delayed flight departures, and departing flight cancellations via a text message to e-mail, pager, or mobile phone.
Weather in your destination on the day of arrival
Driving directions
Destination information
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All tickets, both for domestic and international will be issued as e-tickets wherever possible.  There are still some regional domestic carriers and international carriers that do not have e-ticket capability so a paper ticket will be issued and delivered.  Emergency paper tickets will be made available for collection at the airport, which generally include an airline fee.
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The NSW Government Travel Centre can assist in visa applications where required by the traveller.  At the time of reservation, your Customer Service Consultant will advise on visa requirements and provide you with the relevant visa forms for you to complete prior to visa processing.  Please ensure the visa requirements are met and forms are completed in full or you may risk a delay in your visa application.  Visa requirements can differ depending on the nationality of the passport holder and the destination country.  A reasonable period of notice is normally required to ensure all documentation is in order, although emergency situations can be accommodated.  

For Australian citizens travelling overseas, 6 months validity from the return date of travel is required on your passport.
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All foreign exchange requirements will be charged to a credit card, no invoicing facilities are available.  Alternatively, foreign exchange can be purchased directly from Travelex counters at most major airports.

[bookmark: _Toc185331249][bookmark: _Toc217394183]Air Travel Insurance and International SOS
The NSW Treasury Managed Fund (TMF) covers employees of participating departments and their personal property when travelling 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
c.	Loss or damage to baggage and personal effects. Further information may be obtained from the Treasury Managed Fund by contacting Wayne Chandler 02 8121 3686 or Gary McCourt (02) 8121 3672      

This applies to state ministers, members of parliament and of the judiciary, officers and employees of the public service and certain other persons travelling by air. Air Travel Insurance should be provided for all persons travelling by air on State business who are not covered under the Worker's Compensation Act (910.01). Cover for death or injury is to be equivalent to the range and level of benefits available under the Worker's Compensation Act (910.02). Authorities participating in the Treasury Managed Fund are automatically covered for this exposure (910.03).

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 follow:

Medical:			12 AMMS 000 001
Security:			12 ACSS 000 014	
	


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

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

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

Departments not participating in the NSW Treasury Managed Fund 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 via the link below:
	http://www.treasury.nsw.gov.au/treasds/900-999.html 


[bookmark: _Toc185331250][bookmark: _Toc217394184]Health
It is advisable to contact a doctor as early as possible, preferably at least four (4) weeks in advance of travel to allow times for courses of vaccinations to be given if required. 

[bookmark: _Toc185331251][bookmark: _Toc217394185]Lost Tickets
If any part of an unused airline ticket is lost, report it promptly to the NSW Government Travel Centre so that a lost ticket application can be filed immediately.  All airlines charge a non-refundable fee for the lost ticket search, generally between $25.00 and $100.00.  If another person used the lost ticket, there will be no refund of the cost of the ticket.

[bookmark: _Toc185331252][bookmark: _Toc217394186]Refunds
It is very important that the NSW Government Travel Centre be advised of any cancellations prior to departure to ensure the ticket can be refunded, or reused at a later date if it is a non-refundable ticket.    

If you require a refund on a paper ticket, then any unused or partially used ticket coupons must be returned to the Travel Centre.  Refunds cannot be actioned without supporting documents; an air ticket is like cash to the airline.  Do not discard or destroy unused tickets or flight coupons, as they are negotiable items.  Any unused or partially used ticket must be returned to the NSW Government Travel Centre.
Refunds will be actioned for processing within 48 hours of receipt of documentation.  Please note however that it is the responsibility of the airline/supplier to refund unused services and this process can take up to 12 weeks.  Refunds in all cases will be expedited as quickly as possible.

[bookmark: _Toc185331253][bookmark: _Toc217394187]Downgrades
Should a downgrade occur, e.g., from business to economy class, please ensure that the airline provides you with supporting documentation (i.e. a downgrade certificate) that can be used by the NSW Government Travel Centre to action a refund.
[bookmark: _Toc185331254][bookmark: _Toc217394188]Travel Advisories / Incident Management Process
Travel advisories are country specific and published by the Department of Foreign Affairs & Trade (DFAT) and posted on their website at www.dfat.gov.au.  This link is included on CWT itineraries for Travel Coordinators/Travellers to view at their discretion.  Travel Coordinators/Travellers can also subscribe to an e-mail update via this website.
In the case of an incident, CWT's Centralised Incident Team (CIT) activates our Incident Management Process, which includes notification of an incident to key CWT personnel.  The CIT will then run reports to establish if there are any NSW Government travellers booked by CWT who may be affected and advise key CWT and NSW Government personnel.  
[bookmark: _Toc185331255][bookmark: _Toc217394189]After Hours Emergency Travel Service
CWT offers an After Hours Emergency Travel Service for all its Australian clients. The After Hours Emergency Travel Service operates from 6.00pm to 8.00am Monday to Friday and 24 hours on weekends and public holidays.
As the After Hours Emergency Travel Service is used by all CWT clients we request that it be used for genuine emergencies only.  If a change to a reservation is required that can wait to be made during the course of normal business hours we would ask that you do not call the Emergency Service.
If you need to call the After Hours Emergency Travel Service and a consultant is not immediately available you will be given two options:
To hold until a consultant is available
Leave a voice mail message
Each call, because of their varied nature, is dealt with at the time of receipt and while the traveller remains on the line. For this reason, at times it may mean that to prevent a lengthy period of hold (especially if you are calling from overseas) it is best to leave a voice mail message and a consultant will return your call.
It is important that when leaving a voice mail message you state the reason for your call.  By doing this, the after hour Emergency Travel Service is able to prioritise calls to ensure that all emergencies are dealt with in a timely manner.
Calls to the CWT After Hours Emergency Travel Service have a cost of $25 + GST per call.
[bookmark: _Toc185331256][bookmark: _Toc217394190]CWT Leisure Service
CWT operates an exclusive leisure travel service available to all NSW Government employees through a dedicated Leisure Centre located at Level 4, 431 Glebe Point Road, Glebe NSW 2037.
Through CWT Leisure, NSW Government employees will have access to leisure travel expertise and buying power.  NSW Government employees would benefit from special discounts off domestic and international packages and a low fare guarantee for all airfare quotes.  If a cheaper fare quote (booked) from a competitor is found CWT Leisure will match that fare (subject to availability), ensuring NSW Government travellers know they are getting the lowest fares and packages in the market at all times.


CWT Leisure can be contacted on the following:
Telephone			Toll free: 1300 669 837
Email				leisure@carlsonwagonlit.com.au
Web Address			www.cwtleisure.com.au		


[bookmark: _Toc185331257][bookmark: _Toc217394191]Carlson Events & Travel – Groups, Conferences & Meetings
CWT has a department that deals only in conference and group travel (Carlson Events and 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 & Travel – Groups, Meetings & Conferences can be contacted on the following:
Telephone within Australia	Toll free: 1300 302 794

Telephone Outside Australia	+61 (2) 8666 1706

Email					events.travel@carlson.com.au
	

[bookmark: _Toc185331258][bookmark: _Toc217394192][image: APPROVED_TAGLINE] CWT Accounts Set Up

CWT Australia and the Department of Commerce have identified 2,285 accounts, which will be serviced and covered within the Travel Management Services contract 1008 (formerly called the Air Travel & Related Services contract).
Please find below the steps required to set up a new account that has not already been identified by CWT and/or the Department of Commerce.
[bookmark: _Toc185331259][bookmark: _Toc217394193]New Accounts Set Up
If the NSW Government Travel Centre or any Regional Travel Centre identifies an organisation/division that has not been covered within the current CWT hierarchy, therefore does not have a CWT code assigned, the following steps must be followed:
Travel Consultant to obtain following details:
Name of new account (Division/Agency name)
Name of person requesting new account set up
Name of Key Contact within organisation/Division to be contacted in order to set up account (If different from person requesting set up)
Telephone Number of key contact
Email address for both key contact and person requesting set up (if applicable)
Travel Consultant to send request to NSW Government Operations Manager immediately.
Operations Manager to review request and send to Account Manager – NSW Government. 
Account Manager - NSW Government to approve application and send to Vendor Manager – Department of Commerce as per details below:
				Adam Cranney
			      	Vendor Manager – State Procurement
			      	P: (02) 9372 7755
			      	E: adam.cranney@commerce.nsw.gov.au

Please note details will be sent to the Contract Officer within 24 hours of request being received.

Contract Officer to verify that Organisation/Division has been issued with a supplier code. If the organisation/division has not been issued with a supplier code, the contract officer will confirm new supplier code requirements to the organisation and will confirm on completion. Process should take approximately 4 Hours.
Contract Officer to notify Account Manager – NSW Government in writing to go ahead an issue new CWT Account. Communication should contain the following details:
CFA
Description of Levels (L2 & L3)
CWT Code (Cost Centre)
CWT Code description
Record of Charges Address. (For invoicing purposes)
Account Manager – NSW Government to organise account set up internally. Account set up might take up to 5 days.
Account Manager - NSW Government to send updated copy of NSW Government hierarchy to Contract Officer and to notify key contact - new organisation of booking details including CWT Code. 
Account Manager – NSW Government to ensure that new organisation is aware of requirements to book through CWT (e.g. Profiles, Credit Card/Diners Account, Travel Policy, etc).
Please note products implementation takes approx. 5-6 weeks.
Diners Account Implementation takes approx. 2 weeks.
Once account is set up, the National Account Manager – NSW Government will send a communication to the Operations Manager – NSW Government advising of new CWT Account details. Citrix link will be immediately updated with new CWT Code details to update Regional Centres.
If new division is not part of an exiting account, CWT Account Manager will ensure the new account receives a copy of the Travel Organiser User Guide and Service Level Agreement.
Operations Manager – NSW Government to communicate details to NSW Government Travel Centre Staff.
If the new account does not have a CFA set up yet, the process might take up to 6 weeks for total implementation.
If the new account is an additional CWT Code to an existing CFA the process might take up to 5 days.
What you need to do:
You will need to complete the ‘Information for Account Set Up’ Form as attached and send via email to:  
nswgovclients@carlsonwagonlit.com.au



CWT will check the details you have provided and allocate a CWT Code.  
CWT will send details to Diners to set up new account
Diners will then provide all the account details to you including Diners and CWT Code.




[bookmark: _Toc185331260][bookmark: _Toc217394194]Glossary of Terms
Travel industry ‘jargon’ can often be confusing.  To simplify some of the most commonly used terms, we have explained their meaning below:
Official Travel – Means any travel by a public official or any other person where a public sector organisation or service responsible to a Minister uses public monies to pay for the travel. This Circular relates specifically to air transport, but the general principles should be applied to surface transport with appropriate modifications in individual circumstances.
Public official – Means an officer or employee of a public service department, or of statutory, or any other public sector service reporting to a Minister, or any other person remunerated by and performing duties under the direction or auspices of such an organisation or service. The intention is that this expression covers any person in an employment relationship with a public sector organisation or service. It does not cover individuals or employees of organisations who provide services under contract to a public sector organisation or service. Where necessary, travel provisions in respect of such contract personnel should be set out in the relevant conditions of the contract. 
Global Distribution System (GDS) – Computer system through which many travel products, including most airlines, major car rental chains and major hotel chains are booked
Passenger Name Record (PNR) – is the computer file name for each individual reservation that is made.  It is a six digit alphanumeric code that appears on every ticket
Confirmed Reservation – Verbal or written statement by a travel industry supplier acknowledging receipt of a reservation and confirming it will be honoured within specified limitations
Waitlist – A travel reservation that has been requested, is fully booked and the traveller is placed on a waitlist pending a cancellation
Fare Basis – The code appearing on the airline ticket assigned to a specific fare to identify the rules and restrictions relating to that fare (e.g. Y = Full Economy, J = Business Class)
Flight Coupon – A ‘page’ in your paper ticket. It is the coupon required by airline for authorisation to board.  Any unused or expired coupons must be returned to CWT for a refund to be applied for.
Electronic Ticketing / E-Ticket - An electronic ticket option, which eliminates the need for paper flight coupons.  No paper ticket is issued and the traveller simply presents photo identification at time of check in and receives a boarding pass as usual
Prepaid Ticket Advice (PTA) - A prepaid ticket is an authorisation from CWT to an airline to issue a ticket directly to the traveller.  As the ticket has been “prepaid” no payment is required from the traveller when collecting the ticket.  Identification is required and must be presented at time of collecting the ticket.  Prepaid tickets are used when the traveller is originating outside of a possible delivery area and/or there is no time to deliver the ticket by courier.
Transfer – A flight connection that requires a passenger to transfer between airlines or airports en route to a final destination.
Stopover – An intermediate stop for aircraft re-fuelling, flight transfer or extended stay in a city en route to a final destination.
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Please find attached Diners queries required to be actioned by CWT for:


Department Name:


CWT Code:


E-mail to reply to:


Reason for queries:


· Reason A


· Reason B


· Reason C


Please advise on completion and the action taken by CWT

Yours sincerely,

Your Name

Your Title

NSW Government

Level 21, 233 Castlereagh Street, SYDNEY  NSW   2000  Australia


Tel: Your Phone Number Fax: Your Fax


Email: Your E-mail


Carlson Wagonlit Australia Pty. Limited. Head and Registered Office: Level 21, 233 Castlereagh Street, Sydney, NSW 2000 Australia. ABN 83 069 087 538
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                         NSW GOVERNMENT BOOKING FORM

		PASSENGER DETAILS



		Existing Booking

		 FORMDROPDOWN 
                                             


Booking No:       



		Title:

		  FORMDROPDOWN 
                  




CWT Code::                                   



		Surname: (as per passport)

		                                                                                           Booking No:       



		First Name: (as per passport)

		      



		Contact Details

		Bus:       
Mob:       

Home:       
Destination:      



		Date + Time Tickets Req’d


Deliver to

		      

      



		Reason for Trip

		     



		

		International Bookings Only



		Passport Details:


Other:


Do you require a Visa?

		As per Traveller’s profile:       

Nationality:   FORMDROPDOWN 
   
Passport Number:          

Expiry Date:      

 FORMDROPDOWN 


DOB:          



		Preferred Seating:

		 FORMDROPDOWN 




		NSW GOVT Travel Coordinator:

		Name:              

 



		

		Phone:        


Email:       


Fax:      



		

		



		FLIGHT DETAILS 



		Date

		From

		To

		Airline

		Class  *

		ETD 

		ETA



		      

		      

		      

		 FORMDROPDOWN 


		 FORMDROPDOWN 


		     

		     



		      

		      

		      

		 FORMDROPDOWN 


		 FORMDROPDOWN 


		      

		      



		      

		      

		      

		 FORMDROPDOWN 


		 FORMDROPDOWN 


		      

		     



		      

		      

		      

		 FORMDROPDOWN 


		 FORMDROPDOWN 


		      

		      



		      

		      

		      

		 FORMDROPDOWN 


		 FORMDROPDOWN 


		     

		     



		Must the flight be at the exact time selected?  FORMDROPDOWN 
 


If NO, the lowest logical fare will be sourced within  FORMDROPDOWN 
 minutes of the requested times.


* Note: Flexible Economy is the full-published fare with no restrictions ie. Y, B, H & K Class - Restrictive Economy Airfares are the least expensive, however special conditions do apply, please check with your consultant or on the itinerary.  



		Additional Information


     



		CAR RENTAL DETAILS       If other than Airport – please specify 



		Pick Up

		Date

		Time

		Drop Off

		Date

		Time



		     

		     

		     

		     

		     

		     



		     

		     

		     

		     

		     

		     



		Rental Car Size: Camry or equivalent


          Form of Payment:   FORMDROPDOWN 





             

                                          Car Membership/Account No.:      

Additional Information


     



		ACCOMMODATION DETAILS    



		Property

		Date In

		Date Out

		Room type

		Early check-in/ Late check-out?

		Other information



		     

		     

		     

		 FORMDROPDOWN 


		 FORMDROPDOWN 


		 FORMDROPDOWN 




		     

		     

		     

		 FORMDROPDOWN 


		 FORMDROPDOWN 


		 FORMDROPDOWN 




		Credit Card Number, for Hotel Guarantee only:      


Breakfast included rate required:  FORMDROPDOWN 


Additional Information (Hotel membership No eg. Hilton Honours)


Airport/Hotel Transfer:  FORMDROPDOWN 


     





For Domestic bookings please email:

nswgdom.syd.au@contactcwt.com

For International bookings please email:
nswgint.syd.au@contactcwt.com


image17.jpeg
the way BusINEss moves (>




image18.emf
U:\NSW Government\ Communication\Information for Set Up with CWT.xls


U:\NSW Government\Communication\Information for Set Up with CWT.xls
Sheet1
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