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FREQUENTLY ASKED QUESTIONS




















GENERAL – internal use only
	QUESTION
	ANSWER

	What is the difference between ‘just-in-case’ and ‘just-in-time’ registration?

	 ‘Just-in-case’ registration is the current system where we ask you to register your travel before you leave ‘just-in-case’ something happens.
‘Just-in-time’ registration is the new system where registration will only be activated when there’s an overseas crisis. 
The service we provide to Australians overseas is not changing. We’re just changing the point at which we ask people to give us their details from ‘just-in-case’ to ‘just-in-time’.

	How will people register ‘just-in-time’ if they are in a crisis?

	We will activate the new Smartraveller registration system on our website when there’s an overseas crisis.
If you, or someone you know, is affected by the crisis and needs help you can register via a simple online form or call us on 1300 555 135 (in Australia) or 02 6261 3305 from overseas.

	How can someone register if they are incapacitated or out of reach in a crisis? For instance if they are injured or the phone networks are down?
	Other people can register on your behalf. Keep in contact with friends and family back home. Give them a copy of your itinerary before you go so they know where you are. 

	How do you decide what constitutes a crisis? Does this change for each country?
	DFAT will activate the registration system on the Smartraveller website when there’s a crisis overseas that we think is likely to affect a large number of Australians. 


	Should post automatically register Australians on their behalf in a crisis for level 3 and 4 destinations?

	No.  Australians affected by the crisis who need help can register via the online form or call DFAT on 1300 555 135 (in Australia) or 02 6261 3305 from overseas.

	Will people’s current subscription carry over to the new system?
	No. People will need to subscribe using the new system. We know this is a hassle and we apologise, but because we’re changing from an account to email based system we can’t carry over subscription information. Subscribing to the new system is easy requiring just an email address. Subscription preferences can be changed at any time.  

	Will API and RSS feeds be affected?
	API and RSS feeds remain publicly available on the website. 
If you have an existing API and/or RSS feed to the Smartraveller website you’ll need to confirm they’re working. We will automatically reroute these services and don’t anticipate any problems. 
For any technical issues contact us at: smartraveller@dfat.gov.au


POSTS
	QUESTION
	ANSWER

	How will we provide Ministers with estimated numbers of Australians in a crisis location?
	Estimates will be drawn from post’s Crisis Action Plan (CAP). These should be kept up to date and incorporate seasonal changes and Australian presence for large events. 

	We have previously used the registration database to communicate with Australians in country, what can we do now?
	Posts will need to use their networks and/or social media platforms (rather than the registration database) to communicate messages to Australians in their accredited countries.

	How will post do mass mail outs with the new system?
	Posts will no longer do mass mail outs in a crisis.
Travellers can now receive SMS ’critical travel advice alerts’ for crises overseas if they provide us their mobile number.

	Can we retain email addresses of current registrants for mail-outs?

	No. 

	Should Post offer to register all known Australians in their location on their behalf in a crisis?
	No. Australians affected by the crisis who need help can register via a simple online form or call us on 1300 555 135 (in Australia) or 02 6261 3305 from overseas.

	Can Posts still take details of those who are going to dangerous/sensitive locations?
	Posts may be contacted by Australians who want to advise they are travelling to a certain locations (for example, Seoul for North Korea travel).  Posts will need to make judgements about whether to record these details or to refer the traveller to the travel advice, highlighting that the Government’s ability to provide consular assistance in some locations can be extremely limited. 

	How will Australians in country know when notarial services are available?

	Posts are asked to advertise these visits on their website and social media as there will no longer be a current database of registered Australians in country.






MEDIA 
	QUESTION
	ANSWER

	Is DFAT reducing the service it provides to Australian travellers?

	No. The service we provide to Australians overseas is not changing. We’re just changing the point at which we ask people to give us their details from ’just-in-case’ to ‘just-in-time’.
We are committed to helping Australians in difficulty overseas, including those impacted by a crisis overseas. 

	Why is DFAT not improving the pre-departure ‘just-in-case ’registration instead?
	Only 6-8 per cent of Australians register their travel plans and the information is often out of date or incorrect by the time it’s needed. 
The two services – registration and subscription – are often confused. 
Staff and public feedback told us our registration system was overly complicated and hard to navigate.
We don’t need to know of every Australian in the crisis area, only those who need help. 

	How much does this service change cost? `
	There is no cost associated with any of Smartraveller’s services, including registration, subscription or website resources. 

	How does a ‘just-in-time’ registration service assist Australians in a crisis?
	DFAT will activate the registration system on the Smartraveller website when there’s a crisis overseas that affects Australians. 
Australian travellers will be able to register if they, or someone they know, is in a crisis location and needs help. 
Travellers can register through a simple online form or by calling us on 1300 555 135 (in Australia) or 02 6261 3305 from overseas.

	What are the key messages to Australians going overseas? 
	Subscribe to travel advice updates to stay informed.  Keep in contact with friends and family back home. Give them a copy of your itinerary before you go so they know where you are.
If you choose to give us your mobile phone number when you subscribe, you may receive SMS ‘critical alerts’ if a crisis occurs.  
If you, or someone you know, is affected by a crisis and needs help you can register the details using a simple online form or call us on 1300 555 135 (in Australia) or 02 6261 3305 from overseas.





GENERAL PUBLIC
	QUESTION
	ANSWER

	Can I still register my travel with DFAT?

	You can still register your travel if you’re departing before November.
RegistrationHelp@dfat.gov.au will be active until November to assist with technical difficulties. From November, contact smartraveller@dfat.gov.au

	How does the new registration system work?

	From November 2019, the Smartraveller registration system will be activated only when there’s an overseas crisis. 
If you, or someone you know, is affected by the crisis and needs help, you can register the details using a simple online form that will appear on the Smartraveller website. Or call us on 1300 555 135 (in Australia) or 02 6261 3305 from overseas.
The service we provide to Australians overseas is not changing. We’re just changing the point at which we ask people to give us their details from  ‘just-in-case’ to ‘Just-in-time’

	If you don’t know where I am, how will you be able to help me? 

	Subscribing gives you access to travel advice updates. If you choose to give us your mobile phone number, you may receive SMS ‘critical alerts’ if a crisis occurs in a location you’re subscribed to. 
We encourage you to let your family/friends/employer know where you are and that you’re safe.  
If you, or someone you know, is affected by a crisis and needs help you can register the details using a simple online form or call us on 1300 555 135 (in Australia) or 02 6261 3305 from overseas.  

	I liked the old registration for peace of mind – why is it changing? 
	Feedback told us our registration system was complicated and hard to navigate. The new system is simple and effective.
The service we provide to Australians overseas is not changing. We’re just changing the point at which we ask people to give us their details from ‘just-in-case’ to ‘just-in-time’. 

	Will my current subscriptions roll over?
	No. You will need to resubscribe because we’re changing from an account to an email system.  We know it’s a hassle and we apologise.  But you’ll only need an email address to subscribe on the new system and you can change your preferences at any time.  

	What if I can’t register when I’m caught in a crisis?
	Someone can register on your behalf. Keep in contact with friends and family back home. Give them a copy of your itinerary before you go so they know where you are.

	Can I text to register in a crisis?
	The current option to SMS the 24-hour consular emergency centre on +61 421 269 080 will remain. 

	What happens to my details after crisis registration?
	We handle your details in accordance with the Privacy Act. 

	Will I be able to update my crisis registration in my circumstances change?
	You can update your registration by calling us. You won’t be able to update it online once you’ve submitted the form

	Do I need a Smartraveller account to register in a crisis?
	No. It’s a simple online form activated only when there’s a crisis overseas. 

	What happens after I submit my registration?
	You will receive an automated confirmation of your registration. 

	How will I know you’ve received my registration?
	If your registration is successful, you will receive an automated response to confirm. 
Check junk-mail inbox in case it is filtered there.

	When will this change occur?
	November 2019.

	So if I register in a crisis will you email me updates on the travel advice for that destination if it changes?
	No. Registration and subscription are different services. You will need to subscribe on the new system to receive travel advice updates.
When you subscribe, you’ll get an email with a link to the latest advice when it’s updated.  You should subscribe before you go and you can easily unsubscribe when you return from your trip.

	What’s the difference between registration and subscription?
	When you subscribe, you’ll get an email with a link to the latest advice when it’s updated.  You’ll only need an email address to subscribe to travel advisories. You can change your preferences at any time.  
The Smartraveller registration system will now be activated only when there’s a crisis overseas. 
If you, or someone you know, is affected by the crisis and needs help you can register the details using a simple online form or call us on 1300 555 135 (in Australia) or 02 6261 3305 from overseas.

	Will you contact my family if I register?
	Only if you have provided consent.

	Who can register in a crisis?
	Australian, Australian permanent residents (only in a crisis) or their families and friends on their behalf.  

	What if more than one person registers my details in a crisis?
	DFAT will manage duplicate registrations. 

	For SMS critical alerts, if I want to change my mobile number – how do I update this when there is no Smartraveller account?
	You can change your preferences at any time through your subscribed email.  


	How do I know when the Embassy will be visiting my accredited country to do notarial services?

	Australian diplomatic missions will be asked to advertise these visits on their website and social media as there will no longer be an up-to-date database of registered Australians in-country.






MINISTER’S DEFENSIVE POINTS
	QUESTION
	ANSWER

	Are you reducing services to Australian travellers?
	We are committed to helping Australians in difficulty overseas, including those affected by a crisis overseas.
The service we provide to Australians overseas is not changing. We’re just changing the point at which we ask people to give us their details from ‘just-in-case ‘to ‘just-in-time’.
This will enable us to provide assistance to those who need it most.

	Why can’t you just leave pre-departure registration in place for those who want to use it? 
	Registration is about the Government getting assistance to Australians who need help in a crisis. The system we have had for the past 16 years is no longer helping us do that.  Fewer than 8 per cent of Australians register their travel.   The data we get is often inaccurate or out of date.  Instead of sifting through data on Australians who generally don’t need help we will use ‘just in time’ information to help those who need it.  

	What other countries have registration only in a crisis?
	We worked closely with the United Kingdom as we developed the new Smartraveller tools.  The UK moved from a ‘just-in-case’ to a ‘just-in-time’ system seven years ago.  The UK has told us the new system improved the efficiency of its response to overseas crises and it has been well received by the public.

	Doesn’t the Government want to know if Australians are going to dangerous places like Afghanistan or Syria? 
	I urge Australians to subscribe to travel advice for the locations they plan to visit.  For countries we list as ‘Do Not Travel’, we advise Australians not to go there and to leave if they are there.  The Government’s ability to provide assistance in these locations is severely limited, regardless of whether or not you tell us you’re there. Australians who feel the Government should know they are in a dangerous location should think very carefully about whether they are making a wise travel choice. 



