
 
 
 

 
What cruises to or from Australia have you cancelled? 
As the COVID-19 situation continues to evolve, we have paused operations for all Australian sailings 
departing from 15 March 2020 through 31 August 2020. As well as the Transpacific/Honolulu to 
Brisbane sailing on 6 October 2020. You can check the status of your clients cruise and options 
available at goccl.com.au/policy-update 
 
What options do my clients have if they were booked on one of these cruises? 
We want to provide flexibility as your clients consider their future plans. Below are our two options 
for guests whose cruise has been cancelled to consider, including a bonus value offer: 
 

 
 
My client wants to select the Future Cruise Credit with extra OnBoard Credit offer, what do I need 
to do? 
If you are happy with our Enhanced Value offer of the Future Cruise Credit (FCC) and the OnBoard 
Credit (OBC), you don’t need to do a thing. We have automatically applied this to your clients profile 
under their VIFP number. Once you have booked their new cruise, please contact us and we will 
apply the FCC and OBC to the booking.  
 
Where can I find my client’s VIFP number? 
You can find your client’s VIFP number by going to ‘Create Booking’ in GoCCL.com.au and using the 
VIFP lookup tool. 
 
Can I view my client’s Future Cruise Credit on GoCCL.com.au? 
The FCC is not available to view in GoCCL.com.au. Please call us on 13 31 94 for these. 
 
Is there a deadline for the Future Cruise Credit with extra OBC offer? 
Yes. In order to receive the extra OBC offer, you need to book your client’s cruise by 31 December 
2020, for a sailing prior to 31 Dec 2022. 
 
What amount will my client receive as their Future Cruise Credit on the cancelled sailings? 
For sailings Carnival cancelled from June 19 to 31 August 2020, your clients will receive the full 
amount they originally paid for their cruise less taxes, fees and port expenses that will be refunded. 
 
For sailings Carnival cancelled from March 15 through to June 18, the full amount including Taxes, 
Fees and Port Expenses is provided as an FCC. 
 
 

http://www.goccl.com.au/en/policy-update


Can Future Cruise Credits be used to pay for the deposits on my client’s new booking? 
The FCC amount cannot be used towards a deposit on a new booking. This amount will need to be 
paid before the FCC can be applied. 
 
Are there any restrictions on what Future Cruise Credits can be used for? 
FCC’s cannot be used for taxes, fees & port expenses, onboard charges or gratuities. 
Please note that any unused portion will be forfeited. 
 
My client would like to request a Refund, what do I need to do? 
Please complete the form at carnival.com.au/request-forms/cancellation-preference-v2 
Nothing further is needed from you once you have submitted this form.  
Please note that refunds may take up to 90 days to be processed as we are still experiencing lengthy 
delays which we know impacts your ability to refund your guests. Our teams continue to work on 
this as we know it’s a priority for our partners. 
 
Will I receive a cheque for any refund amounts? 
For sailings Carnival cancelled from June 19 to 31 August 2020, refunds will be processed via 
Paymode-X. If you have not yet registered your bank account details with Paymode-X you will 
continue to receive refunds via cheque payments. If you have registered your details then refunds 
will go directly into your nominated bank account via EFT.  
You can register your details at paymode.com/commissionpayments 
Please note for all NZD bookings, refunds will be made by cheque. 
 
For sailings Carnival cancelled from March 15 through to June 18, refunds will be made by cheque  
 
Do all guests on the booking have to select the same option? 
Yes. Whichever option you select, it will apply to all guests on the reservation. 
 
What happens with any pre-cruise purchases my clients may have made? 
Regardless of the option your clients choose, any pre-purchased Carnival shore excursions, beverage 
and Wi-Fi packages, and Fun Shop purchases will be automatically refunded to the original form of 
payment. 
 
What if the amount of my client’s new cruise is less than their FCC value? 
Should your client select a cruise and/or stateroom of a lesser value than their original booking then 
any unused portion of the FCC will be forfeited. In this instance we would recommend your client 
upgrade their stateroom in order to take advantage of their FCC amount. 
 
What if the amount of my client’s new cruise is higher than their FCC value? 
The booking guest will be responsible for payment of the difference between the amount of the FCC 
and the amount of the new booking if higher.  
 
Can my client use their FCC across multiple bookings? 
The FCC may only be used toward one (1) booking in the same currency in which the booking was 
originally paid. 
 
What if my client only paid the deposit on a cancelled cruise? Do they still qualify for the Future 
Cruise Credit and extra OBC offer? 
Yes, if your client books their next cruise before 31 Dec 2020, their deposit amount will be provided 
as an FCC and they will be eligible for the extra OBC offer. 
 

http://www.carnival.com.au/request-forms/cancellation-preference-v2
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What happens if my client originally selected a Refund and now wants to change to the Future 
Cruise Credit option (or vice versa)? 
Please contact us on 13 31 94 to discuss their options. 
 
What if my client already cancelled their cruise before Carnival made this latest change? 
We will honor the enhanced offer on our cancelled sailings for any guests who were previously 
booked on these voyages and cancelled their booking on or after March 5, 2020.  
You can make your new selection at carnival.com.au/request-forms/cancellation-preference-v2 
 
Do standard Final Payment timelines still apply? 
Yes. 75 days for cruises 5 days or less 
90 days for cruises 6 days and longer 
 
Can I see a list of all my bookings with FCC’s? 
Please call our Reservations team on 13 31 94 to check FCC details and have them applied to new 
bookings. You can find your client’s VIFP number by going to create booking in GoCCL.com.au and 
using the VIFP lookup tool. 
 
Is Carnival protecting travel agent commission? 
Yes, we are protecting travel agents’ commission on all fully paid bookings cancelled due to our 
pause in operations. Carnival is also offering full commission on the value of the future cruise credits 
(FCC), providing agents the opportunity to earn commission on their original booking and 
compensating them for working to rebook their clients using their FCC.  
 
If I have clients on a cancelled sailing and they have another existing booking, can they apply the 
FCC to their existing booking? Do they receive the extra OBC as well?  
Yes, they can apply their FCC to an existing booking and will receive the extra OBC offer.  
Please note the new OBC offer replaces any previous OBC offers due to cancelled sailings. 
 
What are the options for my clients booked on cruises scheduled to sail in September 2020?
If your clients booked on or before 11 March 2020 for a cruise sailing in September, they have the 
following options: 

Option 1: Continue to sail as booked and receive bonus OBC of $75 or $150 depending on your 
length of sailing. If you decide to sail with us, the below OnBoard credit amounts will automatically 
be applied to your Sail and Sign account when you board. There is no need to call us. 
AUD$75 per cabin for 2 – 5 night sailings 
AUD$150 per cabin for 6 night sailings and longer 
 
Option 2: Cancel 30 days prior to sailing and we'll give you a Future Cruise Credit for the non-
refundable component of your booking. The FCC will be redeemable for cruises departing within one 
year of your original sailing date. The balance of the booking will be refunded.  
If your clients wish to take this option, please complete the form at carnival.com.au/request-
forms/future-cruise-credit-request 
 
Option 3: Cancel their booking and request a refund as per our standard cancellation schedule. 

 
Who should I contact for any queries I may have around FCC’s? 
Please reach out to our Reservations team on 13 31 94 or email australiasupport@carnival.com 
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