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Document Overview 
Cytric is an agile, integrated solution tool that allows the traveller to control travel 
requirements and simplifies the user’s experience. Cytric is an Online Booking Tool that has 
been integrated into the CTM Portal and Systems for use by the Whole of Australian 
Government Travel program. 
 

Improvements in Cytric are as follows: 

• Ability to place bookings on hold where the trip includes flights 
     

• Booking for Favourite travellers – reduces traveller search    
  

• More visibility over fare conditions, including web fares. 

• New User Interface for international bookings which includes flexibility to choose different fare 

combinations. 

• The lowest fare for the cabin type will now be in policy. Therefore, the booker will no longer 

have to justify when selecting the cheapest business fare if the traveller is entitled to travel in 

business class. 

• For multi traveller bookings the price is per person.      

• Cars and Hotels are added after the initial booking process which minimises the chance of the 

selected fare being sold out.        

• Modifications allow the booker to select any available fare type. E.g., Domestic Fares display 

in columns allowing the booker to select Restricted/Semi Flex/Flexible fares. 

• Guest Traveller bookings can be viewed via the Travel Arranger Dashboard when a different 

arranger creates the booking. 

• Guest bookings can be created in different communities without logging out of Cytric. 

• Travel Arrangers can be restricted to view their own bookings.    

• Travel Arrangers can now include themselves in a multi traveller workflow. 

• Approvers can now view the lowest available fare when reviewing approval request emails. 

• Enhanced seat maps and seat selection, including paid seating     

• Customer references used during the booking process will display on the booking screen. 

• Post Ticket Changes permitted where the booking consists of one airline.    

• Ability to book up to 9 Travellers for Hotel only bookings 

• Purchasing additional baggage on Jetstar,Virgin Australia and Qantas flights 

• Airline credit card fee displays via ‘Show price details’ link once flight ticket has been issued 

• Trip history is available for any changes made online 
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Logging on to the CTM Portal 
• Go to www.ctmsmart.com.au 

• Click Sign-In. 

 
• Enter your E-mail/Company ID and Password and click Sign In.  

 
• You will be redirected to the CTM dashboard.  Notifications will display on the Dashboard and 

also when clicking on the Bell icon, for the complete list of notifications to display. 

 

/ 
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Navigating the CTM Portal 
• The CTM dashboard will be brought up which contains multiple traveller tools and information, 

management, and discovery.  Your level of access will determine the tiles that display. 

• Located at the top of the page, is the navigation pane. This header contains the dashboard 

homepage, traveller tracker, RISK Hub and contact/support information. 

 
• Clicking the Dashboard link will return you to the dashboard homepage at any stage. 

 
• Clicking the Track will redirect you to the traveller tracker within the same window. 

 
• To utilise the traveller tracker, select a date and associated name of traveller or e-mail to view 

from the search criteria on the left of page. 

 
• Clicking RISK Hub will redirect you into a new window.  

 
• RISK Hub provides you with real time information and risks around the globe. You can 

navigate your way around the globe by selecting a country and the associated information will 

be displayed in an information pane on the left side of the screen. Similarly, you can filter the 

risk level through the Geo risk navigation pane located at the top right of the screen.  
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• To return to the main dashboard, close the RISK Hub window. 

• Located at the top right of the navigation pane is your profile name. 

 

• Clicking your name will drop down a box with contact/support information for you in 

addition to the Logout function. 

• Returning to the dashboard, you will view several functions that are applicable to 

your business entity and profile.  

• The feed pane on the left-hand side of the dashboard is specific to your 

Government Department. Here, you or your Government Department or colleagues can post 

and share pertinent information. You are able to click the Starred tab to save posts for later 

for reference or even view the latest information from CTM’s Twitter feed by selecting the 

CTM tab in the feed navigation pane. 

 
Travel Arranger Dashboard – Example Only 
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Traveller Dashboard – Example Only 
 

s 

 
                 

• Situated at the top of the dashboard, you will have access to Manage Bookings, Profile 
Management, and Invoice. 

 

 
 

• Selecting Open Booking Tool (under Manage Bookings tile) will open a new window linked 

to the Cytric Online Booking Tool. Here, you can book your airfare, hotel, and car hire. This 

function is explored further in the document. 
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• When Profile Management is selected, a new window will appear that allows a traveller to 

update or edit their profile through the CTM platform. Travel Arrangers/Profile Administrators 

can amend their own and other traveller’s profiles accordingly. 

 
 

• Selecting Invoices allows you to view your associated travel invoices in Tramada. Similarly, 

clicking this link will open up in a new screen. 

• Selecting Quote Request Form allows you to send an international Quote Request Form to 

CTM Offline consultant to action.  The request can include flights, car hire and 

accommodation 

 
• Log Service Ticket tile has been implemented by CTM allowing you to raise a ticket with 

CTM for any travel enquiry. This includes queries regarding booking travel online and 

invoice/finance queries. The ticket helps CTM report on the type of queries registered by each 

WoAG Department and also helps track the queries.  First time you access this tile you will be 

asked for a password which is separate to your CTM Portal password.  You can set it to be 

the same or it can be different. 
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• Request Group Travel tile is selected for all group booking requests.  A group booking 

consists of 10 or more travellers departing from and travelling to the same city.  You can save 

the file to your folder, add the travel details then attach the file when submitting your request 

to CTM Groups Team. 

 
 

• As you navigate down the dashboard page, there are additional functions that are available to 

assist with fare cost control as well as traveller itineraries, wellbeing and Co2 emission 

information. 

• The Traveller Trips widget is a tool that is available for you to use to gain a summary of your 

pending trips. Note: Past trips will not display.                                                                       

This functionality has additional tools including Traveller Wellbeing, Emissions, Booking 

(travel type) Summary.  

 

 
 

• Additionally selecting the 3 vertical drops situated at the right of the traveller’s information can 

allow you view the itinerary (and download) or even add the trip to your calendar. 
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• If you scroll further down the page, you will view a Fare Forecaster widget. This tool is able 

to provide you with a 21-day overview of the best fares associated by day.  

  
 

• By entering the departure and arrival destinations and selecting the date range, the user can 

gain a 21-day overview of the flight cost peaks and troughs. You can filter the search further 

by the airline provider, cabin class, stops and times. 
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Logging in to the Online Booking Tool: Cytric 
• Under Manage Bookings click Open Booking Tool on the CTM Portal dashboard. . 

 

 
 
 

• You will then be directed to the Cytric online booking tool.  
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Creating a Booking 

Booking Flow 

Traveller - (making own travel booking) 

Personal Dashboard 
 

• As a Traveller, from the Personal Dashboard page select the airplane icon to commence 

the booking process.  

 

  
 
 

Note: The Bed and Car icons are for booking accommodation and car components and will be 

discussed further in the document. 

 

Travel Arranger - (Booking for other travellers) 

 
• As a Travel Arranger you will land on the Travel Arranger Dashboard.  However, if your 

access lands you on the Personal Dashboard, you will need to select the Travel Arranger 
Dashboard button to book for other travellers. 
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 Personal Dashboard Page 
• Select the Travel Arranger Dashboard link to book for other travellers 

 

 
 

OR 

• Alternatively as a Travel Arranger you will land on the Travel Arranger Dashboard 

Travel Arranger Dashboard 
 

 

 
 

• From the Travel Arranger Dashboard select Add travellers link to search for All Travellers 

(travellers with a stored profile), Favourite Travellers (ie:travellers you book on a regular 

basis) and Guest Travellers (one off travellers).  

 

 
 

 

https://au.travelctm.com/?utm_campaign=ctm-cytric-woag-user-guide&utm_medium=DC&utm_source=CTMW&utm_content=link-ctm-website


AUSTRALIA  |  NEW ZEALAND  |  NORTH AMERICA  |  ASIA  |  EUROPE  travelctm.com.au 
18 

 

All Travellers 
 

• The list of options will display, the default option will be All Travellers, that is, travellers that 

have a profile loaded in CTM Portal. 

 
 

 

• Add your traveller’s name in the Search box and the profile will display in the list as shown 

below,eg: taveller One Support. Click on the profile name and the traveller will appear under 

the Booking for section. Select Continue to proceed with the booking process.   

Note: If you are booking for more than one traveller, once the first traveller appears in the 

Booking for section, search for the next traveller and select their profile so they can be 

added to Booking for: list. Repeat these steps for any subsequent travellers. Up to 9 

travellers can be booked in the one booking flow. 
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Add Travellers 
 

• Select Add Travellers to book for a Guest Traveller (eg: Contractor or one-off traveller), 

someone that does not have a stored profile.  A Template will display to enter the traveller’s 

name, then select Add guest followed by the Continue link.   

Note 1: When booking for a guest traveller, cytric takes on the Travel Arranger’s travel policy.  If 

your site set up uses online approvals, the travel arranger creating the booking for the guest is not 

able to approve bookings as it’s not a stored profile. The Guest will also take on the approver 

selection in the Travel Arranger’s profile.  Note 2: For a guest booking Date of Birth is not 

required as the information does not transfer into the booking. 

 
 

 

 

Favourite Travellers 
 

• Select the Favourites link to view the list of travellers you have previously saved as Favourite 

travellers.  These are travellers you often book for. 
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• If you book for the same traveller on a regular basis you can select their profile to be your 

Favourite traveller. It filters them out reducing the search criteria.  To update a traveller 

profile to be a favourite traveller, hover over the traveller profile name and on the right of their 

name a grey star will display.  Click on the grey star which will then turn into a yellow star, the 

profile now becomes a favourite traveller. 

 

 
 

 

Note: Up to 9 travellers (combination of guests, favourite and registered travellers) can be selected in 

the one booking flow. Travel Arrangers can include themselves in the multi traveller booking flow. 

Guest traveller bookings can primarily be viewed/accessed by the Travel Arranger that created the 

initial booking.  Dependent on your site’s set up, Travel Arranger’s may also be able to view Guest 

bookings they did not initially create. 

 

The selected traveller/s will display on the Travel Arranger Dashboard.  Select flight, hotel or car to 

continue with the booking process. 
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Air 

Domestic and Trans-Tasman Search Screen 
 

• At the Search screen you have the option to create One Way/Round Trip/Multi City 

bookings. Multi City allows you to book up to 5 destinations.     

• Enter your criteria then select the Search icon to continue.   

Note: To view a specific airport, select the departure point/destination with the airplane icon. To view 

all airports, select the city with the building icon. 

 

 
 

             

• To narrow down the search select Only non-stop flights. 

 

  
 
Note: For Eastern seaboard the System will display availability two hours on either side of the time 
requested in the search criteria.  For the rest of Australia the system will display availability 6 hours on 
either side of the time requested in the search criteria. 

Domestic and Trans-Tasman Flight Availability    
  

• Availability displays in a compact view. The outbound availability is indicated in black text and 

a blue up arrow. Select applicable Sort flights by option e.g., for shorter flying time select 

Number of Stops from the list.  
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Note: The return flight can be selected before the outbound flight.  

• Search results for Domestic and Trans-Tasman bookings are sorted in columns, displaying 

fares with similar conditions.   

 

• Select Flight and Fares Info link to view more information regarding the required flight in an 

expanded view. 
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Description of symbols are explained below: 

WoAG Negotiated fare 
 

In Policy fare  

Lowest fare of the column  

Fare Calculation 
 

Fare includes bag  

Web fare 
 

Out of Policy fare  

  

Note: In Policy Fares are the cheapest fares displayed on the fare availability page, 1 hour prior and half 
an hour after the time entered in the search criteria.  This determines the Lowest Practical Fare.  If there 
is a cheaper fare found outside this time window it will also display with a green tick.  These fares are all 
indicated as In Policy fares.   

All higher fares will display with a red icon highlighting they are Out of Policy fares.  If a fare with a red 
icon is selected, a reason needs to be selected at the end of the booking process, for choosing the higher 
fare.  The list of reasons have been provided to CTM by WoAG Travel. 

 

International 

Search Screen  
 

• At the Search screen you have the option to create One Way/Round Trip/Multi City 
bookings. Multi City allows you to book up to 5 destinations. 

 

• Enter your search criteria including selecting the cabin class (labelled Service Class) then 

select Search to continue.    
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Note: The time window is set, and the system will search for a full day’s availability. 

 

• Select the drop down arrow to view events during the time of the trip at the location or nearby 

locations. 

 
 

• Events will display. 

 
 

 

Flight Options 
 

• Flight options will be displayed for the outbound sector and is highlighted with a blue line. 

• There are various filtering options for your selection and the default is to show the Lowest 
Fare. 
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Selecting Combinable Return Airfare Option     
   

• Select the price link or the drop-down arrow to view fare options that can be combined with 

this selected flight. 

 

• Flight options that can be combined with the outbound flight will be presented with the total 

price. Select the drop-down arrow to view more information about the flight, then make your 

selection by clicking on the orange icon with the arrow.   

 

 

 

• The selected itinerary, with suggested fare will be displayed.   

• Change and Refund amounts will display, in addition to the Baggage allowance. 
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• Other fares available on these flights will display for selection. 

• Any fare that is not the cheapest will be displayed with a red icon. 

• Select the orange icon with the arrow to proceed with the required fare. 

 

 

• On the following screen, if there are cheaper fares available than the one selected, these 

fares will display under the Alternative options section. Flight information for the cheapest 

options will be displayed along with the cost and potential savings. The booker can choose 

the cheaper fare or proceed with their previously selected fare.  
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Complete Booking 
• From the Complete Booking screen below the flight/s there is a summary of the Service 

Class fare and baggage information.  

 

 

Seat Selection 
• Seats can be requested via the Select seat link.  

 

Lowest Practical Fare 
• If the lowest fare was not selected from the flight availability screen a list of reasons will 

display. Choose the applicable reason. 

 

 

Agreeing to Purchase Conditions 
• Ensure you have read and understood the purchase conditions before agreeing. 
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Complete Booking 
• If the booking has not been placed on hold, select the Complete Booking link to finalise the 

booking process. 

 

 

     

Payment Information 
• Credit card information will be displayed if there is a card stored in the traveller’s profile or if a 

card is stored at the community level. 

 

OR 

 
• Depending on your site set up you may be required to enter a credit card at the end of the 

booking process. 

 
 

OR 
• If a Travel Arranger is creating the booking your site set up may allow the Travel Arranger 

card to be selected as payment for the booking. 
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Additional Information 
• Once the mandatory information has been completed, select Complete Booking. 

 

Placing Booking On Hold 
• To finalise the flight booking you can place the booking on Hold by clicking on the slider.  

Once selected the radio button moves left to right and is highlighted in blue.  

  

• When a booking is placed on hold ensure you select Complete this booking link for the ‘On 

Hold’ booking process to be completed.   

 

Note 1:Expense 8 customers will not see the option to place bookings On Hold. 

Note 2:Ensure the booking is confirmed by the ticketing deadline otherwise the booking will be 

automatically cancelled by the system and a notification does not get generated when the booking 

is auto cancelled. 

 
 

Completing Booking 
• The Complete Booking button finalises the air booking and sends the booking for ticketing 

and will be issued by the ticketing deadline. Note: The ticketing deadline is set by the airline. 
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• If Accommodation/Car hire is also required select the relevant icon before clicking the 

Complete booking link. Note: If hotel and car hire is required for the one trip, select the hotel 

icon for example first and once the hotel process has been added, on the Complete Booking 

page select the car icon to continue to book the car hire, before clicking Complete Booking. 

 

Note: If the car/hotel icon has not been selected from this screen car/hotel can be added after the 

flight booking has been created by selecting + Add to Trip button on the booking screen. Then select 

Add Car/Add Hotel link to add to the existing flight booking. 

 
 

The options will display for selection. 

 
 

Add Hotel 

• If the hotel icon has been selected during the initial booking workflow a popup window 

displays, the default will be the destination you are booking and the check in and check out 

dates.  Select the destination before clicking Continue. 
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Hotel Search Options 
 

You will then come to the Start hotel booking screen where the destination, check in and 
check out dates will be prepopulated.  

Note: Dates can be amended,for example to reduce the stay, if required.  

 

 
 

• To search for a specific hotel, click in the Destination field and add the hotel then enter the 

Hotel Name.  Airport location can also be selected by clicking in this field.  Alternatively, select 

the link labelled address to search for a hotel close to a specific street address. 

 
• Ensure you have selected the appropriate room type then select Search.

 
• If your site set up has ceiling rate selection via Trip Purpose, make your selection. 

 
• Viewed as Company Location Shortcuts, your Government Departments Office Locations 

might be available as an option, to select a hotel close to the specified office location. 

 

 
Note: The last booked hotel/s will also display on this screen. Click the respective hotel icon to book 

this hotel again. 
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Hotel Availability - Map View 
Once the hotel availability displays, the default will be via List view however, you can view the hotels 

within 5km proximity to your location by clicking Map View. 

 

 

• The screen will open up with a map view of your destination location and a number of 

symbols. 

 

 
 

• To zoom in to view the available hotels, select the + icon in the top right-hand corner of the 

map. 

• A red circle indicates that this is the centre of the accommodation search area. If you change 

your location, this will also change. 

• A purple circle indicates that this is a predetermined location/office input according to your 

Department. This is for consideration when booking your accommodation. 
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Hotel Availability – List View        
    

• Sleepspace, Bookings.com and Amadeus hotel availability will display.   

  

 

Hotel Rate Information 
 

• Once a hotel has been selected click the down arrow above the rate to view more information 

regarding what the rate includes, rate conditions and room description.  

 
 

 

• Hotel information including Cancellation Policy will be displayed.   

 

Note: Ensure cancellation information is read and understood before proceeding to Select room 
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• Dependant on your site set up you may be offered cheaper hotels to choose from within a 

2km radius of your hotel selection.  If you wish to book the hotel you have already selected 

click Continue anyway to proceed with the booking process.   

Otherwise select from one of the alternative options listed. 
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• On the following screen if Cost Savings feature is switched on for your site’s set up, you will 

be required to choose a reason for your hotel rate selection (if it wasn’t the cheapest offered). 

• You will also be required to agree to the Purchase Conditions before you can complete the 

booking.  Note: Please read the purchase conditions carefully as cancellation charges vary 

between different properties.   

• Review the prefilled data and enter any additional information required before selecting 

Complete Booking. 
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Complete Booking         
  

• After the mandatory information has been completed, select Complete booking (liable for 
payment) link to finalise the process. 

   

Note: If car hire is required select the Add hire car icon before selecting Complete booking. 

 

 

 

Add Car 

• If Add hire car was selected a popup window displays. For return trips leave the default option 

but if multi city trip is being booked select the appropriate option then click Continue.   

 

   

Car Search  
 

• The Car Search screen will display, destination will default to airport location. Dates and 

times will also prepopulate from the flight itinerary.  Select Search.   

Note: A street address can be added if required. 

 

 

https://au.travelctm.com/?utm_campaign=ctm-cytric-woag-user-guide&utm_medium=DC&utm_source=CTMW&utm_content=link-ctm-website


AUSTRALIA  |  NEW ZEALAND  |  NORTH AMERICA  |  ASIA  |  EUROPE  travelctm.com.au 
37 

 

 

Car Availability – List View 
 

• Car availability will be displayed in line with your site’s policy. Currently, the preferred hire car 

supplier is Hertz.  The default category will be to show Electric vehicles and are highlighted 

with a green car icon. 
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• Select the drop-down arrow to view the type of vehicle, pick up/drop off information and car 

conditions. 

  

Car Search – By Location 
 

• Once you click Search you will be redirected to a landing page that allows you to view the 

available providers at the available locations in that region/area. 

• Select the Pick Up location, then click Select drop-off station for the drop off locations to 

display. Note: The drop-off location will be the same as the pickup location, by default. 
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• Once the pick -up and drop- off locations have been selected click Show car options and car 

availability will display 

 

 

 
 

Selecting Non-Preferred Hire Car Providers 
• Dependent on your site set up, in addition to your preferred hire car provider, you are able to 

view non preferred car providers by changing the From Category filter. 

• Once you click the down arrow you have the option to compare all available car providers by 

selecting All, or just those outside of your preferred provider by selecting Out of Policy. 

Note: The list will update immediately after updating the From Category filter. 

•  
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• Pick up/Drop off location information and type of vehicle for the selected category will display. 

• Click Select hire car to continue with the booking process. 

  

Special Equipment 
• Once the vehicle has been selected, Special Equipment such as a Navigation system can 

be requested, then click Continue.        

   

 

Payment Information 
• Complete the credit card information if your site set up allows you to add credit cards. 

 
 

• Select the Complete booking (liable for payment) link to complete the booking process. 
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Online Approval          
  
If your site set up has cytric Online Approval feature switched on, after selecting Complete 
Booking, on the next screen you will be required to select an Approver before the booking 
process is completed.   

Bookings must be approved by the ticketing deadline otherwise the booking will be 
automatically cancelled. 

Web carriers such as Jetstar bypass the approval process due to instant ticketing 
requirements. A notification is sent to the Approver to make them aware of the trip. 

 

• Select the Approver and click Continue.   
• The nominated approver will receive an email to approve the booking. 

 

Booking Screen          
            
The complete booking will display.          
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Note: For sites with cytric Online Approval switched on, the booker can view the status of the 
booking via the Waiting for approval link.  If the wrong approver was selected, click Waiting 
for Approval link to select a different approver. Select the approver and complete the selection 
process. 
 

 
From the pop up window select Request a different approver 
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On Hold Bookings 

Air 

• Enter your search criteria then select Search. 

  

• Select flights required for this trip. 

 

 

• Once flights are selected click Continue. 
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• On the Flight Booking screen, complete the mandatory information. 

 

• Seating can be requested via the Select Seat link. 

 

• Agree to the Terms and Conditions of the Air Fare. Ensure fare conditions have been read 

and understood before ticking this field. 

 

 

https://au.travelctm.com/?utm_campaign=ctm-cytric-woag-user-guide&utm_medium=DC&utm_source=CTMW&utm_content=link-ctm-website


AUSTRALIA  |  NEW ZEALAND  |  NORTH AMERICA  |  ASIA  |  EUROPE  travelctm.com.au 
45 

 

Complete the remaining mandatory information 

 

 

• The option to place the Booking on Hold is displayed at the end of the page. To place the 

booking on hold, click the button toggle. The toggle will change from white to blue once 

selected. 

  

• A warning message displays regarding placing the booking On Hold.   

• To proceed with placing the booking On Hold, select Complete booking. 

 

• Once the booking is created, a message displays highlighting the booking must be confirmed 

by the ticketing deadline, otherwise the booking will be automatically cancelled.  Note: a 

cancellation notification does not get generated. 

 

 

• The flight segment status will also show On Hold status until the booking is confirmed.  
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• A Booking reference number will display as seats are being held for On Hold bookings. 

 
Note: The ticketing deadline for the selected fare is determined by the airline. 

If accommodation and car hire are included in an On Hold booking and the booking has not been 

confirmed by the ticketing deadline, the complete booking will be cancelled. 

 

Adding a Hotel to an On Hold Booking 

Once the flight booking has been created, from the booking screen select Add to trip link then click 
the Add Hotel link to complete the booking process.  

 

    

 

Adding a Car to an On Hold Booking 

Once the flight booking has been created, from the booking screen select Add to trip link then click 

the Add Car link to complete the booking process. 

 

 
 

Note 1: Land only bookings, that is, Car and Hotel ONLY bookings cannot be placed on Hold.  Once 

flights have been booked car and hotel segments can be added to the existing flight booking and 

continue to be placed on hold until the ticketing deadline. 

Note 2: On Hold booking feature is available for both International and Domestic bookings.  

Note 3: If your itinerary includes a web fare such as Jetstar fares, you will not see the option to place 

the booking on hold. This is due to instant purchasing requirements. 
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Retrieving On Hold Booking  

Via My Trips 
• To display an On Hold booking via My trips, ensure the On Hold link is selected from the 

listed options before selecting the Search link, otherwise On Hold bookings will not display. 

 
 

Via Dashboard 

• As a traveller your bookings will default on the Person Dashboard page.  An On Hold 

booking will be highlighted with a grey icon. 
• As a travel arranger search for your traveller and then booking will display on the Travel 

Arranger Dashboard. 
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Confirming an On Hold Booking 

• Retrieve the booking or if the booking is already displayed, select the Confirm booking link. 

  

• Select the Out of Policy Reason Code then scroll to the end of the screen  

 

 
 

• Select Complete Booking to finalise the booking process 
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Amending a Booking Prior to Ticketing 

Domestic Booking 

• Retrieve booking via My Trips or the Dashboard page. 

Note: When searching for On Hold bookings via My Trips, ensure the On Hold link is selected 

before clicking Search. 

 

• Once the booking displays click the Change Booking link for the flight you wish to amend. 

For example, the return flight. 
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• The Change Booking Template will then display. 

 

Initial Display 

 
 

• Click the Radio button for the flight to be amended. In this example the return flight. 
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• Enter the new search criteria and select non stop services, if applicable.  The default search 

is the same airline but you can untick to view all airlines to change your selection as a ticket 

has not been issued. 

 

 

 
 

Domestic Same Airline Display 
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Domestic Any Airline Display 

 

• The updated itinerary will display. Select Edit to change your selection, if required.  

Otherwise, to proceed with the amendment select Continue. 

Note: the flight that was not amended will also appear on this screen as it is part of the 

itinerary. 

 

 

• On the final screen enter any mandatory fields, if required, then select Complete Booking. 
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• The updated itinerary will display on the booking screen. 

 

 

 

International Booking 

• Similarly for International Bookings, from the booking screen select the Change booking 

link for the flight you would like to amend. For example, the return flight.   
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• When the Change Booking template displays select the change or cancel this segment radio 

button for the flight to be amended, in this example the return flight, then update your new 

search criteria.  Select Continue. 

 

• On the next screen the flight that is not to be amended (in this scenario the outbound flight from 

Melbourne to Singapore), will display as it is part of the itinerary 

 
 

• Cytric will also display what was previously booked.  
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• Followed by new options to be selected for the amended date.   
  Note the orange alert icon indicates the flight will be arriving at the destination the next day 
     

 
 
 

• Cytric will also display the Suggested fare that was selected and Other fares as alternative 
options. 

Note : If the traveller is entitled to travel Business class and Economy was selected on the initial 
search screen, Business and Premium Economy fares will be offered on this page. 
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• Select the fare and click Continue.  On the Complete flight booking screen select Complete 
booking. 

 
 

• The updated itinerary will display       
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Amending Hotel/Car Segments 

Amending Hotel 
• If accommodation is included in the booking and requires an amendment, select the Change 

Booking link where the hotel segment appears on the booking screen.  

 

 

• Update the search criteria as required including the new check in and check out dates.  

Note: It defaults to rebooking the same hotel (Keep the hotel) but this box can be unticked if you 
would like to view all hotels. 

 

 

• Select the Rate you would like to book after you have read and understood the cancellation 
policy. 
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Note: Additional rates can be viewed by selecting Show more options. 

 

 

 

• After selecting the rate, on the Complete hotel booking page, the cancellation policy is also 
available to be read before selecting Complete Booking. 

 

 

 

Note: A cancellation of the existing hotel booking message will display which relates to the hotel 
booking only.  Select Cancel trip so the previous hotel booking is cancelled and rebooked for the 
new dates 
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• The updated hotel information will now display. 

 

 

Amending Car 
• If car hire is included in the itinerary and requires an amendment, select Change Booking 

link from the car element section on the booking screen.     

  

 
• The Change hire car booking template will display for you to update with your new search 

criteria. Update the information and select Continue 

 

 

https://au.travelctm.com/?utm_campaign=ctm-cytric-woag-user-guide&utm_medium=DC&utm_source=CTMW&utm_content=link-ctm-website


AUSTRALIA  |  NEW ZEALAND  |  NORTH AMERICA  |  ASIA  |  EUROPE  travelctm.com.au 
60 

 

• When modifying a car booking you need to select the pick up and drop off location by 
clicking in the box for the required location.   

• Select Show car options for the drop off locations to display.  By default, it is assumed 
the car will be dropped off at the pick up location, but if required, can be amended 
accordingly. 

 

• On the Select hire car screen select the vehicle type by clicking Select car link 
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• Select any add-ons, if required, then select Continue 

 

• On the Complete hire car booking screen car conditions can be read again before 
selecting Complete Booking 

 

• The updated car segment will then appear on the booking screen   
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Adding Car/Hotel to Existing Booking 
• To add car/hotel to an existing trip, display the booking and then select the Add Car or Add 

Hotel link and complete the booking process.  

      

 

Note: For sites with Online Approvals, if the booking was approved then later amended, approval will 

be required for the amended itinerary and if not approved the complete booking will be cancelled. 
 

Changes Made by CTM Consultant Offline 
• A booking amended by a CTM consultant needs to be retrieved in cytric for the updated 

itinerary to display. 

 
 

 
 
 
 

Note: if a hotel was booked with a CTM Consultant over the phone with the hotel directly, these hotel 
segments will not display in cytric as the hotel was booked manually. 
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Amending a Booking Post Ticketing 

Please read the Important Notes below to check if you can change your booking via cytric 
online booking system or if the change can only be made via CTM Consultant. 

  Important Notes on Post Ticket Changes via cytric online 
• If you are creating bookings via Expense 8 changes post ticketing can only be made by 

calling CTM on your 1300 number and selecting option 1 for Domestic and option 2 for 
International bookings 

• Post ticket change must have one airline in the itinerary, for example, can’t have 
Qantas/Virgin Australia combination.  

• cytric can only handle a post ticket change (PTC) when there is only 1 ticket in the booking.  
• Only one change can be made to the itinerary once the booking has been ticketed.  
• Post Ticket Changes are possible after the outbound travel has been flown.  
• Once paid seating is added to a booking, post-ticketing changes cannot be completed online.  
• Once a booking has been ticketed and excess baggage has been purchased, any future 

changes to the flights need to be completed over the phone with a CTM Consultant.  
• Post-ticket changes that involve paid seating must be made offline via a CTM consultant.  
• Post Ticket Change cannot be made if the traveller has already checked in for the flight.  
• Post Ticket Changes are possible on one way and return trips only. They are not possible on 

Multi City bookings.  
• Prior to travel Post Ticket Changes will reprice the whole itinerary. 
• Post Ticket Changes will look at the total fare paid then look for a fare of equal or higher 

value.  It does not look at the original fare type purchased. For example, if a Flexible fare was 
originally purchased the fare can be changed to a Red e fare with a post ticket change.   
 
 

 

Process to complete a Post Ticket Change online 
 

• Retrieve your booking and select the Change booking link for the flight segment you would 
like to change. 
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• On the Change booking screen click on the radio button for the flight you are wanting to 
change.  Amend the date and time then select Continue 

 

 
• The flight that is not being changed will display followed by flight availability for the 

flight being amended. Select the orange icon with the arrow to select the flight you 
would like to now book.  Note: The flight can only be changed to the same airline 
once the booking is ticketed. 
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• The current itinerary displays on the next screen at the top of the page and the 
amended itinerary displays below.  Read the fare conditions before selecting  
Confirm change link. 
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• The booking will display with a Pending status and a message advising the booking has been 
sent to the Travel Agency for the ticket to be reissued. Note: The Pending Status does not get 
updated to confirmed even though backend the ticket is reissued and an updated itinerary is 
generated. 

 

 
 

Note: Only one post ticket change is permitted.  If an additional change is attempted online, 

the below error message,will display. 

 
 

 

Cancelling a Booking 

Via My Trips 

• From My Trips link select the Cancel Trip link directly below the applicable Trip Number. 

• Select the Cancel Trip link from the list of options at the end of the booking screen. 
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Via Travel the Personal or Travel Arranger Dashboard 

• As a traveller, from the Personal Dashboard select your Trip. As a travel arranger, search for 

your traveller on the Travel Arranger Dashboard page and display the trip. 

 
 

• Once the trip displays select Cancel trip. Note: If flights/car/accommodation is included in 

this trip, the entire trip will be cancelled.       

        

  

• A prompt is displayed to ensure you wish to proceed with the cancellation.   

 
 
• If you are sure you wish to cancel the entire booking select the Cancel trip link at the end of the 

booking screen. 
 

 
 

• A confirmation note is displayed at the top of the screen highlighting the booking is cancelled.
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• In addition, at the end of the screen a new link displays allowing you to Continue to active 
bookings.  You will be taken to My Trips where you will see the list of bookings you 

personally have created.         

   

 

 
Note: Expense 8 customers are not able to cancel bookings via cytric online booking 
system. Cancellations need to be made via CTM Consultant. 

Note 2: Once the booking has been ticketed and there is more than one airline in the 
itinerary, a cancellation can only be completed via a CTM consultant.  

 

Cancelling part of a Booking 
• If you only need to cancel part of a booking, select the Cancel booking link for the segment you 

wish to cancel. For example, if you wish to cancel car hire you select the Cancel booking link 
where the car information displays, as shown below.  

 
 

Cancelling flights after a Post Ticket Change 
 

• Once a Post Ticket change has been processed the Cancel button will disappear from 
the booking screen, no longer allowing flights to be cancelled online.   
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Making an International Booking 

Search Criteria 

• From the Start flight booking screen enter your search criteria. 

Note: The time window is set, and the system will search for a full day’s availability and there is no 

need to select a time on this page. Instead, use the filter on the fare availability page to display the 

required results.  EG: By departure time. 

• A list of events for the period of your trip will be displayed to alert the booker. 

• There is an additional field labelled Service Class to select the class of travel required. 

• Select Search to view flight availability and fares. 

 

 
 

Flight Options 

1. Flight options will be displayed for the outbound sector and highlighted with a blue link and 

text. 

2. Sort options are available from a drop-down list, and this defaults to the Lowest Fare. Other 

sort options are Earliest Departure, Latest Departure, Earliest Arrival, Latest Arrival, 
Shortest Travel Time, Fewest Stops, Most Stops and Lowest CO2 Emissions. 
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3. Select the dropdown arrow (indicated below) to expand and view more information regarding 

the flight. 

 

 
 

4. The Filter option allows you to further refine your search. Filter by Fewer Stops,Shortest 
Travel Time, Earliest Arrival, Earliest Departure. Make your selection then click Apply 
Filter. In the below example, Latest departure connecting in Melbourne d selected as the 

filter. 

 

 

 

 

 

4 

1 

2 

3 
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• The green icon highlights if the fare is In Policy. Select Clear Filter to view previous results.   

 
  

• Alerts give important information about the flight. Select the alert icon to view details of the 

alert. In the below example the alert advises the flight arrives a day later. 

Note: If you see a flight that does not have the orange icon with an arrow, this indicates that the flight 

does not have any seat availability e.g., waitlist only. This is designed to assist bookers who may be 

searching for a particular flight; the display shows that the flight is still operating; however, there are 

no seats available to book.  Bookers are unable to waitlist flights online.  

        

• There is a Summary of options in compressed view and by selecting the drop down arrow the 
information will display in expanded view 
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• This summary view allows you to view the Cheapest fares and Fastest route to your destination.   

 

 

 

Selecting Combinable Return Airfare Option 

• Select the price link or the drop-down arrow to view fare options that can be combined with 

this selected flight. 

 

 
 

• Flight options that can be combined with the outbound flight will be presented with the total 

price. Select the drop-down arrow to view more information about the flight, then make your 

selection by clicking on the orange icon with the arrow.  

Note: The price does not include the airline credit card fee. 

https://au.travelctm.com/?utm_campaign=ctm-cytric-woag-user-guide&utm_medium=DC&utm_source=CTMW&utm_content=link-ctm-website


AUSTRALIA  |  NEW ZEALAND  |  NORTH AMERICA  |  ASIA  |  EUROPE  travelctm.com.au 
73 

 

 
• The selected itinerary, with the suggested fare will display. 

• Change and Refund amounts will display, in addition to the Baggage allowance. 

• The selected class and cheapest fare will show as In Policy, indicated by the green tick, as 

shown below. 

• Note: The fare conditions must be read and understood. 

 

 
• Other fares available on these flights will be displayed for selection.  

• Any fare that is not the cheapest will be displayed with a red icon. 
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• The class of service for each flight will display if it varies. 

• Select the orange icon with the arrow to proceed with the required fare. 

• On the following screen, if there are cheaper fares available with other airlines and different 

flight options, than the one selected, these fares will display under the Alternative options 

section. Flight information for the cheapest options will be displayed along with the cost and 

potential savings. The booker can choose the cheaper fare or proceed with their previously 

selected fare.  

 

 
 

Selecting One Way Fare Option 

• An alternative, booking flow is to select the required outbound flight first by clicking on the 

orange icon with the arrow. 

 

• The blue bar indicates the sector that is being booked. 

• The inbound flight options will be displayed for selection. 
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Note: When fares are not able to be combined on one ticket, prices will not display until the booker 

selects the return flight. 

 

• The system will then price the itinerary accordingly. The total fare will be displayed for 

selection with the orange arrow icon.  

Note: Mixing airlines can result in higher fares. 

• Other fares available on these flights will display for selection. 

• Further filters are also available from this screen. 

• Any fare that is not the cheapest will be displayed with a red icon. 

• Select the orange icon with the arrow to proceed with the required fare. 

 
• On the following screen, , if there are cheaper fares available with other airlines and different 

flight options, than the one selected, these fares will display under the Alternative options 

section. Flight information for the cheapest options will be displayed along with the cost and 

potential savings. The booker can choose the cheaper fare or proceed with their previously 

selected fare.  
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• On the Complete Booking screen, Seating can be requested. 

• An international booking can also be placed on Hold and the fare conditions will determine 

when the booking needs to be confirmed and ticketed by 

Note: The ticketing date is set by the airline and may be subject to change as there are instances 

where the airlines request an earlier ticketing date.  

 

 
• If you did not select the lowest fare, then you will need to enter an Out of Policy Reason 

Code as well as agree to the Terms and Conditions of the fare. 

  
• Complete the remaining mandatory information highlighted in orange. Select Car or Hotel 

icon if required before clicking the Complete Booking link. 
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• A flight booking is then created. 
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Passport and Visa Requirements for TSA Compliant Countries 

• When booking travel to TSA (Transport Security Administration) Compliant Countries such as 

USA you will be required to complete passport information before the booking can be 

completed.   
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• A Visa template will also display however this is not mandatory, therefore the booking can be 

completed if this template is left blank.  
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Seat Selection 

• After selecting flights click Continue to organise seating. 

 
Note: Airlines Purchase conditions must be read and understood before continuing with the seat 

selection. 

 

Single Traveller 

• From the Complete Booking screen click the Select seat link. 

 

 

• The seat map for the first flight will be displayed. If the trip contains multiple legs, each flight 

will display above the seat map. Unavailable seats will be faded grey whilst available seats 

will be coloured blue or green. 

 
• Seat types can be selected in the legend under the seat map to filter available seats. 
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• Seats coloured green are standard seats that can be selected free of charge. 

 

 
 

Paid Seating – Available for Selection 
• Paid seating is available for selection and the cost is highlighted in the legend section. 

• Exit rows are highlighted with a green icon and requested as a paid seat. 
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For Qantas, extra legroom seats (exit rows) are complimentary for Platinum One members. Preferred 

seats are complimentary for Platinum One, Platinum and Gold members.  

For Virgin Australia, Economy X seating is free of charge for Platinum members and up to 8 

additional companions on the same flight. Conditions apply to exit row seats. 

 
The system recognises the Velocity/Frequent Flyer status.  Whilst it displays a price on the 
seat selection when the booking is finalised the seat cost is reduced to $0.00 

• The final seating cost will be reflected on the Complete Booking page. 

 
Once paid seating for both Qantas/Virgin Australia has been purchased in a booking, it is not 
possible to make post ticketing changes online. This change would need to be made via a CTM 
consultant. 

Paid Seating – Not Available for Selection 
• Dependent on your site set up, your travel policy may prohibit paid seating and therefore will 

be blocked. This will be highlighted with a padlock.  

• Your traveller’s seat preference will also be displayed for easy reference. 

 
 

Selected Seats 
• Once the outbound seat has been selected a tick will be displayed to the right of the airline 

information. Select the subsequent flight to select a seat. 

• Once you have completed your selection the ticks will display for each flight.  
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• Seat costs (if applicable) will be displayed at the end of the screen. Select Confirm to 

complete the seat selection process.  

 
• On the Complete Booking page click the Details link or the drop down arrow to view seat 

selection and any charges that may apply. 

 

• Enter the required information then select Complete Booking to finalise the booking process.  

 

Multi Traveller Seat Selection - For Travel Arrangers Only 
• For Multi Traveller trips on the Complete Booking screen click the Select Seats link which 

caters for all travellers. 

 

• Once you select the first seat a pop up window displays to assign the seat to a specific 

traveller. Select the traveller’s name.  
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• The seat will be highlighted with the traveller’s initial as highlighted in pink below. Please note 

there is a guide for the subsequent traveller’s seat preference as highlighted in green and 

blue in the Legend below.  Repeat the seat selection for the subsequent travellers. 

 
• Seats have been selected according to the traveller’s preference as seen below. Each 

traveller prefers a window seat. 

 
 

• Alternatively, the traveller’s can be seated together. 

 
• Once seating has been selected for all flights click Confirm. 

 
• From the Complete flight booking page click Details to view the assigned seating and costing 

(if a paid seat was selected) per traveller.  
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• Select Complete Booking to finalise the booking process. 

 

 
 

Additional Baggage 
Additional Baggage can be purchased via cytric Virgin Australia, Qantas and Jetstar services for 
Domestic, Trans Tasman and International Travel.  Additional baggage can be requested during the initial 
booking process or (except for Jetstar) during any subsequent flight changes.  

 

Qantas Services 

• Once the flight/s have been selected click Continue.    
  

• On the top of the Complete flight booking screen you will see information about 
QANTAS ADDITIONAL BAGGAGE.  Click on the link to view additional information and 
pricing or else click anywhere else on the page to collapse this information and proceed. 

 
 

• From the More Information section you will have the option to select additional bags or 
kilograms depending on your destination 
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• Once additional baggage has been selected and extra box will populate allowing the 

booker to specify if additional baggage is only required on certain flights.   

 

• Leave the Additional Baggage field blank if additional baggage is required for all flights 

 
 

• Add mandatory information then select Complete Booking. 

 

• Once the booking has been created Additional Baggage details can be viewed by 
selecting Other information details link.  
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Tips for Qantas Services 

• Additional Baggage can be requested up to 3 hours before a flight departure. 
• If a ticket has not been issued and a change has been made to the original flights online, 

additional baggage will need to be reselected 
• Once a booking has been ticketed and excess baggage has been purchased, any future 

changes to the flights need to be completed over the phone with a CTM Consultant. 

Jetstar Services 

 

Baggage can be purchased via cytric on Jetstar services when the fare does not include 
baggage or when additional baggage is required.  As highlighted in the below example, the Flex 
fare does not include baggage. 

 

 

 

• Once the flights have been selected on the Complete flight booking page scroll down 
to Baggage options and click on the drop down arrow to expand the view.   
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• Select the number of bags required for each Jetstar flight  

 

 

 

• Select See more details link from the flight information to view Jetstar baggage 
purchased. 

 
 

 

Tips for Jetstar Services 
• Any changes to Jetstar flights must be completed over the phone via CTM Consultant 

who will also amend additional baggage requirements. 
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Virgin Australia Services 

 

• Once flight/s have been selected click Continue 
• On the Complete flight booking screen select the Add baggage link 

 

• Select the number of pieces required then click Confirm.  Note: the default will be to 
book baggage for all flights.  If Additional Baggage is not required for all flights, click the 
radio button, and select the sector you wish to book additional baggage for. 
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Once the required number of bag/s have been selected they are highlighted in a sky blue 
colour, as highlighted below. Click Confirm 

 

 

• On the Complete flight booking screen the total amount for the Additional Baggage 
requested will display.  Click Details link to view your selection.  
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• Add mandatory information then select Complete Booking 

 
 

• Once the booking is created to view additional baggage information select Show price 
details link at the end of the booking screen. 

 

 

• Information will display as below example. 
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Tips 
• If additional baggage is not required for all flights, click the radio button, and select the 

sector you wish to book additional baggage for. 

 

• If a ticket has not been issued and a change has been made to the original flights online, 
additional baggage will need to be reselected.     
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• Once a booking has been ticketed and excess baggage had been purchased, any future 
changes to the flights need to be completed over the phone with a CTM Consultant. 

Viewing Trips 

Via My Trips 

Upcoming Trips 
• Select My Trips to view all trips you have created. 

 

• The list of trips you have personally created for yourself and other travellers will display. 

Note: Highlight the On Hold link before clicking Search to view bookings with On Hold status.  

  

• Select Past and Cancelled Trips to view these trips. 

 

Via Travel Arranger Dashboard - Travel Arrangers Only 

• As a Travel Arranger, to view a booking created by another Travel Arranger search for the 

traveller from the Travel Arranger Dashboard. For example: One Support 
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Upcoming Trips 
• The list of Trips for the traveller, eg:One Support, will be displayed for selection. 

 

Past Trips 
• The Calendar view displays Trips up to 180 days in the past and will be presented in grey icon

 
 

• On Hold bookings will also display with the same grey icon from the Dashboard page. 

 

Multi Traveller Booking Flow 
• From the Travel Arranger Dashboard screen select Add travellers to select the travellers 

you wish to book for. A guest traveller can be booked in the multi traveller workflow. Note: 
You can also book for yourself in the multi traveller workflow. 

• Once the travellers have been selected click the Book flight icon. 
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• Complete mandatory information for each traveller by selecting the traveller name. The 

default traveller will be the leading traveller, eg:One Support. 

 

 
 

 

• Select the Add hotel/ Add hire car to add accommodation or car hire to this booking. 

 
 
Note 1:  Airfares display per person. 

Note 2:  Multi traveller feature is not available for Car hire only bookings.  

 

 

• To add a hotel, select the Add hotel icon before clicking Complete Booking link.  

 

 
 

• On the next screen select Continue. 
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• The Hotel search screen will display the travellers you are booking.  The initials of each 

traveller will display.  Select Search to continue with the booking process. 

 
 

• Once hotel availability displays select the hotel you wish to book.    
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• Select Show more options if you wish to compare different rates.  Select the number of 

rooms you would like to book beside the rate and ensure you have read the hotel conditions 

by clicking the drop down arrow above the rate.     

 
 

• Once the number of rooms has been selected the name of the travellers will display. In the 

below example two rooms at the same rate have been selected. 

 
 

 

 

 

 

 

 

 

 

 

• Alternatively two different room rates can be selected for each traveller, if required.  
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• Once the Hotel Cancellation has been read select Continue.   

 
 

• On the Complete hotel booking screen you are required to agree to the hotel cancellation 

policy  
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• A summary of the cancellation policy will display for each rate selected.  

 
 

• If car hire is also required, click Add hire car link before selecting Compete Booking.  If car hire 
is not required select Complete booking.  In this scenario, we are adding car hire and have 
selected the Add hire car link to continue with the booking process. 

 

 

 

• On the next screen, a prompt displays advising only one traveller can be booked at a time.   

  
• Once the subsequent travellers have been deselected the Continue button will change from 

grey to Orange 
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• On the car search screen, it shows we are now booking for One Support. Details will 

prepopulate from the flight itinerary, update if required.  Select Search to continue. 

 
 

• Select Car type and if any additional addons are required. Note: Car conditions can be 

viewed by clicking the drop down arrow above the rate. Once read select Continue. 

 

 

 

• If car hire was required for the subsequent traveller, then select the car icon before clicking 

Complete booking to continue with the booking process. 
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• If car hire is not required for the subsequent traveller/s select Complete booking.  

 
• The complete booking will then be created.      

   

 
 

• If the option to book an additional car for the subsequent traveller was selected on the 

following screen you will need to deselect the traveller you have already booked for, then 

select Continue. In this example we have already booked for One Support. Deselect One 

Support then click Continue. 

 

  
 

• The subsequent traveller’s details (eg: Ian Guest) will be displayed on the Start hire car booking 
 screen. Select Search to continue with the booking process. 
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• Select the car type and any addons required for the subsequent traveller. 

     

 

• Complete the booking information then select Complete booking. 

 

• The Multi Traveller booking will be created. Each traveller’s itinerary information will display 

separately under the traveller’s name. 

 

Note: Although the trip is booked in the one workflow, individual bookings are created for each 

traveller. 

Booking Summary 

First Traveller = Ian Guest  
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Subsequent Traveller – One Support 
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Selecting different hotels in Multi Traveller booking flow 

• If you wish to book different hotels for each traveller deselect the subsequent travellers 

then click Continue 

• The list of hotels will display for selection for the one traveller EG: traveller Amelia 

O’Training 
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• Select the Hotel and room rate (excludes Sleepspace rate) 

 

 
 

• Complete the mandatory information select Add hotel then Complete booking to book 

a different property for the subsequent traveller. 
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• On the next screen select Change travellers to book for the subsequent traveller 

 
• This time we deselect Amelia O’Training as we are now booking for traveller One 

Support. 

 
• Once selected click Continue 
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• On the next screen you will see you are booking only for the selected traveller, One 

Support. Click Search. 

 
• Select the property you wish to book for the subsequent traveller 

 
 

• Select Complete Booking to finalise the booking process. 
 

 
 

• The first traveller has been booked at the Ibis Sydney Airport  

 

 

https://au.travelctm.com/?utm_campaign=ctm-cytric-woag-user-guide&utm_medium=DC&utm_source=CTMW&utm_content=link-ctm-website


AUSTRALIA  |  NEW ZEALAND  |  NORTH AMERICA  |  ASIA  |  EUROPE  travelctm.com.au 
108 

 

• The subsequent traveller, One Support, has been booked at the Veriu Green Square 

 

 
 
Multi Traveller / Hotel Only Booking 

The Multi Traveller Hotel booking flow allows the booker to create hotel only bookings for up 
to 9 travellers.  Your traveller selection can include a combination of travellers with a stored 
profile and guest travellers. 

• Select the Travellers you wish to create a hotel booking for then select the Book hotel 
icon. 

 

 
• Enter the Search criteria then select Search. 
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• Select the Hotel, eg: Mantra on Northbourne Canberra. 

 

 

• Once the hotel rates display select the number of rooms required for the rate you wish to 
book 

 

 

• The same rate can be booked for all travellers  

 

 

OR 

• Different room rates can be assigned separately for each traveller (excludes Sleepspace 
rates).  For example, One Support is booked at the Rate of $169.15 per night. 
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Whilst travellers Two and Three Support are booked at the $199.00 per night rate. Rates 
display per person. 

 

Note: Hover over the traveller’s name, the change option will display to select a different 
traveller when assigning a room rate. 

• Select Continue and on the Complete hotel booking screen the traveller information 
displays according to the room rate selected 

  

 

• After completing the required information for your travellers, select Complete booking 
and individual bookings will be created for each traveller. 
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• On the Booking screen, the status shows Confirmed, and the list of travellers booked at 
the property will display. 

 

 

 

 
 

Important Note: 

If you get to the end of the booking process and a room is no longer available for a 
traveller (due to inventory no longer being available), a message will display highlighting 
not all travellers have been booked successfully.  
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 Multi Traveller / Amending Booking  

• With the Multi Traveller workflow, Individual bookings are created at the end of the booking 
process and all bookings appear in the one Trip.  To amend a booking for a traveller highlight the 
traveller you wish to make the change for. Select the Change Booking link if you wish to amend 
the dates or property booked. 

 

• Alternatively select the Add to trip link to add flight/hotel/car hire to the existing booking for this 
traveller 

 
 

• Hotel/Air can be added for all travellers or if only required for certain travellers, select the 
Change travellers link to deselect the respective traveller/s then select Continue. 

 

• If Add Car was selected, car hire will need to be individually booked for each traveller. 
Once you have deselected the subsequent travellers click Continue to proceed with the booking 
process.   
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Multi Traveller / Cancelling One Traveller 

• When multi traveller bookings are created they display in one Trip even though they have 

separate booking references. Display the Trip, eg: Trip 2 below created for travellers Amelia 

O’Training and One Support, by selecting the Display/Change link. 

 

 
 

• From the booking screen select the traveller you wish to cancel the booking for. EG: Traveller 

Amelia O’Training, as shown below. 

 
 

• Select the Cancel booking link to the right of the booked segment to  

 
 

 

• A prompt will display to ensure you wish to cancel the flights for traveller Amelia O’Training.  

Select Cancel trip. 
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• You will then be taken back to the booking screen where you can select the Cancel booking 

link for the hotel element, if a hotel was included in the Trip.    

  

 
 

 

• A warning message appears advising the booking cannot be reactived once cancelled. Select 

Cancel Trip to cancel the Hotel. 

 
• If car hire was included in the Trip select the Cancel Trip link in the car segment field. 
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• The car booking element from this trip will display. Select Cancel trip. 

 
 

The car hire will be cancelled for that traveller only.   

• Once all elements for your traveller have been removed cytric will display the subsequent 

traveller/s as shown below for One Support.      
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Multi Traveller / Cancelling All Traveller Bookings  

• To cancel the entire Trip for all travellers in this Trip booked in the Multi Traveller 
booking flow, select Cancel Trip option at the top of the booking screen. 

 
 

 
 

• The Itinerary for all travellers in this trip will display.  Select Cancel trip and the entire 
booking for all travellers will be cancelled. 
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• Confirmation screen displays highlighting the booking has been cancelled. 
  

 
 

Hints and Tips 

Home Tab/CTM icon 

• At any stage during the booking process if you click the Home icon, you will lose what is in 

progress. 

 

Air - Search Window 

• When searching for Air availability in Cytric the time window is automatically set back end.  

Dependent on the destination the time window is set up as follows: 

Travel Within Australia 
• For travel on the Eastern Seaboard – e.g., Melbourne, Sydney, Canberra, and Melbourne the 

time window is set to 2 hours on either side of the time entered in the Search screen. 

• For all other destinations within Australia the time window is set to 6 hours on either side of 

the time entered in the Search screen.  This caters for booking services in regional locations 

where there are not many services operating during the day. 

Travel to New Zealand and Within New Zealand 
• For travel to New Zealand and domestic travel within New Zealand the time window is set to 4 

hours on either side of the time entered in the Search screen.  
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International Travel 
• The time window is set, and the system will search for a full day’s availability and there is no 

need to select a time on this page.   

Lowest Fare 
• The lowest fare indicator is displayed per cabin. If Business class displays, then you will see a 

green tick for the lowest fare for both Economy and Business class as they are two separate 

cabins. 

Domestic View 

• The green tick displays for the cheapest Economy fare on Jetstar at $69.00 and the cheapest 

Business fare $330.31 on Virgin Australia. 

 

International View 

• For international travel when looking at Economy Class fares the cheapest fare displays with 

a green icon highlighting the fare is In Policy. 
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• If there are cheaper fares than the one selected, these fares will be displayed under the 

Alternative options section. The selected fare will be displayed with a red icon and the 

cheaper fare will show with a green icon. Flight information for the cheapest options will be 

displayed along with the cost and potential savings. 

 

 

 

• If the cheapest fare was selected, then the same fare with alternative flight options will display 

in the Alternative options and will be highlighted with a green tick. 
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Flight Search 
• The below error message will display when there are no domestic flights found for the times 

entered in the search window.  

Search Window 

 

Error Message 

• There are no flights available for the time requested. Click the Back link to enter a different 

time. 

 

 

Entering Origin Destination 
 

• If unsure of the airport code enter the city name in full to ensure the correct destination is 

being booked.  For example: Searching for flight availability from Brisbane, when you enter 

https://au.travelctm.com/?utm_campaign=ctm-cytric-woag-user-guide&utm_medium=DC&utm_source=CTMW&utm_content=link-ctm-website


AUSTRALIA  |  NEW ZEALAND  |  NORTH AMERICA  |  ASIA  |  EUROPE  travelctm.com.au 
121 

 

the characters ‘BRI’ Bari airport will display as ‘BRI’ is the airport city code. Cytric picks up 

the Airport city codes as the search field. 

 

• Therefore, in this example the booker is required to enter 4 characters BRIS’ before Brisbane 

Airport displays.    

 

Last Seat Availability 
• In Cytric Matrix display (Domestic and Trans-Tasman) the following icon will appear when a 

fare has 3 or less seats available:    

• The icon will appear as highlighted in the below flight availability: 
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Hotel Search Options 
• Cytric searches for hotels within a 5km radius of the search parameter.  This can vary 

dependent on your site set up. 

• Cytric offers alternative options to search for hotel availability within 2km radius of the 

selected hotel. 

By Destination 

• When booking accommodation in combination with flights a popup window displays asking 

the booker to preselect the location.  For point to point return trips the default will always be 

the destination of the flight itinerary booked.  Select Continue. 

 
• The destination will be prepopulated on the Hotel Search screen. Check in/check out dates 

will also prepopulate. Note: Dates can be amended to reduce the stay if required. 

 

• The default city in the destination box will show the city location. Select the link to select 

an airport location. The aeroplane graphic highlights airport locations. 
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• When creating hotel only bookings, a destination can be added for Cytric to search hotels in 

that location.    

   
• A hotel can also be searched by a street address. Select the address link 

 
• Enter the street address as shown below, select Find and cytric will search for a hotel close 

to this address 

 
 

 

• If your site set up has Company Location Shortcuts loaded, you can also search for 

accommodation close to your office in the respective city you are travelling to. 
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By Hotel Name 

• To search for a specific hotel, click in the Destination field and enter the Hotel Name you 

would like to book. The hotel will display for selection. 

 
• Ensure you have selected the appropriate room type then select the arrow icon.  

 

By Last Booked 

• Cytric remembers hotels that were previously booked for a traveller.  The booker can 
select the hotel from the options presented to book that specific property. 
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Hotel Booking Flow 

Sending a Remark to a Hotel 

• Once your hotel has been selected from the Booking Information field, agree to the Hotel 
Purchase Conditions. 

 
 

• On the screen below the Remarks section appears in compressed view as below.  

• Select the drop down arrow to the right of the Remarks field. 

 
• The Remarks box will display so that you can enter important information e.g., Late Arrival. 

 

 

 

Requesting Ancillary Options 

• Select the dropdown arrow in the Hotel Ancillary Options section to request additional 
services.  
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• This field is dependent on your site set up requirements.  If additional services are 
required, select the respective box and a message will be generated to the property. 
Note: This field may not be present in your site’s set up. 

 

 

 

• Once the Complete booking link has been selected the message will be sent to the 

respective property. 

 

SleepSpace Properties 

• SleepSpace properties are identified as Preferred Hotels in cytric.   
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• Select Clear filter to view all properties and rates available for the requested dates 
which includes Sleepspace, Bookings.com and Amadeus GDS. 

 

 

Merging Trips 

• If flights or accommodation or car hire were initially booked and later you went to create 
a new booking with existing dates for the same traveller, cytric will alert you and offer the 
option to Merge the Trip so it can be incorporated into one booking and the itinerary is 
complete.    

• For Example: flights were initially created for traveller One Support as shown below.  If 
accommodation is to be added, at a later date,the Add to trip link should be selected to 
add car/hotel to an existing booking. 

 

 

• If a new trip is attempted for the same dates for the same traveller, eg:One Support, 
cytric will identify a booking already exists for One Support, display the itinerary and offer 
the option to Merge the trip. 
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• By selecting Merge, the hotel will then be incorporated into the existing flight booking. 
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• The merge booking popup will not display if there is an overlap such as in the below 
scenarios: 

• Multiple traveller bookings, as all travellers are viewed in the one Trip. 

 

• If your site set up does not allow Travel Arrangers to view bookings created by other 
travel arrangers.  

• On Hold Air bookings as they do not have a confirmed status.  
 

• Guest traveller bookings as they don’t have a stored profile. 
 

 

Car Search Options 

• There are various car search options available. 

Default Search 
• When car hire is booked in conjunction with flights, the search option will default to airport 

pick up and drop off points.   Select Continue. 
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• On the Start hire car booking page select Search 

 

Search by Airport 
• Car availability will display from the cheapest to most expensive rate by car category.  Hover 

over the respective icons or select the down arrow to view more information about the vehicle 

such as pick up/drop off location, type of vehicle and additional conditions. 

Note: Electric vehicles are available to be booked and are highlighted with a green icon as shown   

below.  Cars will display by category,cheapest price and car company.  For sites that show multiple 

companies, they will display in alphabetical order. 
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• Select the vehicle required then add ons will be offered. Make your selection then click 

Continue to proceed with the booking process.   

 

Search by City 

• To search by city, select the balloon icon . 

 

• Then select the building icon to view car availability via city locations, then select Search. 

 

• Availability by city location with a map view will display. Select the pickup location, the drop off 

will default to same location, then click Show car options for car availability by location to 

display. 
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List View 
• The Default availability is via list view 

 
 

Map View 
• Alternatively Map view option can be selected 

 
 

• Car availability will display from the cheapest to most expensive rate by car category.  
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• Select the down arrow to view the type of vehicle being booked and additional conditions of 

hire. Click Select Car link to proceed with the booking process. 

 

Search by Address 
• To search for car hire location close to a street address, select the address link. A template 

will display. Complete the street address then select Find.

 
 

 

Search by Destination Shortcut 
• Destination shortcuts can also be used to search for car supplier locations close to the 

predefined location. 
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Site Navigation 

• The breadcrumbs can also be used to go back a step during the booking process.   

Note: The blue text highlights the current page, and the green text highlights the previous pages. 

 

 
 

Booking status shows Pending  

• When a booking goes into Pending mode, allow up to 4 hours for the booking to be 

processed. Do not try and rebook as a duplicate booking will be created. 
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• Pending mode can occur when booking car and hotel content and the booker escapes the 

booking process. An itinerary will not be generated until the Pending mode has been 

completed. 

Note: A booking can only go into Pending mode when a segment is being added to an existing 

booking and the booker escapes from completing the process. It will not go into Pending mode at 

initial creation. 

 

 

• Alternatively, once accommodation or car hire is added to the Pending booking it will 
then change the whole itinerary to Confirmed status. 

 

Note: When a ticketed booking is amended via cytric the booking will go into Pending mode.  
An updated itinerary, which includes the reissued ticket, will be sent to the traveller and if a 
travel arranger is amending the booking a copy of the itinerary will also be emailed to the 
travel arranger. 
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Avoiding Duplicate Booking Caused by Using the Browser Back Button 

• If you click Complete Booking, always proceed, and allow the booking to be created.  

 

• Do not use the browser back button to go back and change your selection to Complete  
Booking as a duplicate booking will be created. 

 

• If you forget to click the Add hire car or Add hotel links during the booking process, do not select 
the back arrow from your internet browser. 

 

• Instead, once the flight booking is created, select Add to Trip link at the top of the booking 

screen to Add Hotel or Add Car to the Booking. 

 
 

Trip History 

• Once a booking has been created you can view the history by clicking on the Trip history 
icon located on the booking screen. 
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Copy an Existing Booking – Travel Arranger Only 
• Existing bookings can be copied for future travel.      

    

Via My Trips      

• From My Trips select the Copy option for the Trip you wish to copy. 

 

  

Via the Booking screen 

• Display the booking then select the Copy Booking icon . to book the same trip for a 

different traveller. 

 

 
 

• Remove the existing traveller then add the traveller’s name you wish to copy the trip for and 

select Continue.  Note: Once the Traveller’s name is added, the name will prepopulate in the 

Booking for box.    
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• Click Copy link, then add mandatory data before selecting Complete booking. 

 

 
 

• Note: Remove the existing traveller and select Add travellers link, to copy a trip for a Guest 

Traveller. 

 
 

• Note: If Car and accommodation is included in the Trip you wish to copy for another traveller, 

hotel and car availability will display for selection. 

Single bookings can only be created, using the Copy Feature.  
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Waitlisted Flights 
• For international travel waitlisted flights display with a clearer view so the booker is aware the 

flight is operating. 

• Waitlisted flights will not show an orange icon with the arrow for selection. See the below 

example where VA5432 (the return flight) is showing as waitlisted, is missing the orange icon. 

 
 

 

• Waitlisted flights cannot be booked via cytric online.   

 

Tickets in Credit 

Note: The process in handling Tickets in Credit remains the same as it is today. After the booking has 

been confirmed, CTM Robotics will search backend to see if the traveller has a ticket in credit and will 

apply it for the trip. 

 

• Dependent on your site set up the search may be extended to search by Location/Division or 

across the entire site. 

 

For Travel Arrangers Only 

Searching for a Traveller 

• A Travel Arranger can narrow down the search options when searching for a Traveller profile. 

• Enter any of the below criteria in the Search field. 
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By Name 
• Enter the First and/or Last Name. 

 

 

By Login/Customer ID 
• A traveller’s Login/Customer ID can be entered in this field. E.g., AGS/PMKeys/Employee 

ID/Mobile/Landline number. 

 
 

 

Identifying Travellers with the Same Name 
• When multiple travellers have the same name, they can be identified by displaying their 

Login/Customer ID. EG:AGS/PMKeys/Employee ID/Mobile/Landline number. 

• When the results display, select the traveller’s name to expand the field. The Login will 

display inside the brackets. 

https://au.travelctm.com/?utm_campaign=ctm-cytric-woag-user-guide&utm_medium=DC&utm_source=CTMW&utm_content=link-ctm-website


AUSTRALIA  |  NEW ZEALAND  |  NORTH AMERICA  |  ASIA  |  EUROPE  travelctm.com.au 
141 

 

  

 
 

Guest Traveller 

Booking a Guest Traveller Outside Travel Arrangers Home Community 

• Travel Arrangers can book for a guest traveller outside of their home community via the 

Travel Arranger Dashboard without having to log out of the site. 

• Select the Add Guest Traveller link, complete the template and then select the community 

(Location) you wish to book the Guest. 

 

 

Note: The Guest Traveller feature can also be used in conjunction with Registered Travellers for Multi 

Traveller bookings. 
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Viewing Guest Bookings from Travel Arranger Dashboard 

• Guest Traveller bookings can be viewed via the Travel Arranger Dashboard by Travel 

Arrangers for the community they have access to. 

Note: This feature is optional and will be turned on at the WoAG Departments request. 

• There are two options for Guest Bookings to display: 

• Guest Bookings can be viewed by ticking the Guest travellers field on the Travel 

Arranger Dashboard. 

 

• Alternatively, a Guest booking can be retrieved via the Travel Arranger Dashboard 

searching by the Guest Traveller’s name. eg:Benjamin Traveller.  

 

 
 
Note: Travel Arrangers that access all communities within cytric will be able to view all Guest 
Bookings.  For travel arrangers with access to only certain communities within cytric, will only be 
able to see Guest bookings they have personally created via the Travel Arranger Dashboard.  

 

Travel Policy Groups 

• For Entities using TPG’s (Travel Policy Groups) the Guest will take on the TPG relating to 

the Travel Arranger. If it needs to be different then they will need to log on to the Portal 

and change their TPG, save their profile before logging back into cytric to create the 

Guest booking.         

  

Note: This does not apply to Entities using Trip Purpose.  
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Travel Arranger Card 
• Cytric allows a Travel Arranger to use their card for a registered traveller or guest 

traveller booking. This feature is only available to profiles with Travel Arranger access. 

Note: This option is usually available to sites using individual traveller cards.  

 

Registered Travellers 

• When a Travel Arranger is booking for a Registered traveller, who has a stored profile in 

the CTM Portal, the Travel Arranger will have the option to choose their own credit card 

or the traveller’s credit card during the booking process. The traveller’s credit card will 

usually appear as the first option and the Travel Arranger card will display as the second 

option.  

• The Travel Arranger can identify their own credit card by the last 4 digits on their card. 

 

 

 

• Depending on your site set up, a Travel Arranger may also see the option to add a different 

card, if required. Select Use unstored credit card option. 

 
 

 

• Complete the required information once the template displays. 
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Guest Traveller Booking 

• When booking for a Guest Traveller the Travel Arranger’s card will show as the default card to 

use for a booking. 

 

• Depending on your site set up, a Travel Arranger may also see the option to add a different 

card, if required. 

 

 

Multi Traveller - Booking for Self and Other Traveller/s 

• For Multi Traveller bookings the names of each traveller will be displayed on the complete 

booking screen. 

• Select the first traveller to view and complete mandatory items.  Once completed select the 

subsequent traveller and any subsequent travellers one at a time.   

 

• If the Traveller has a card stored in their profile, the traveller card will be the default card with 

the option to select the Travel Arranger card. 

 

Traveller Profile during booking process 

• The Traveller Credit Card and the Travel Arranger card will be offered to the Travel Arranger. 
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Travel Arranger Profile 

• The card stored in the Travel Arranger profile will be viewed from the Payment or guarantee 

field. Note: A card must be stored in the Travel Arranger’s profile for this feature to be utilized. 

 

• Once mandatory information has been added select Complete Booking.  

 
 

Copying a Booking 

• Display the existing booking you would like to Copy. Select the Copy Booking link from the 

booking screen or the Copy link at the end of My Trips list.  

 

OR 
 

 

Note: The copy function allows you to book the same itinerary for other travellers who are travelling 

on the same dates. 

• The Travel Arranger’s profile will be displayed. Remove your profile and select the traveller 

you would like to copy this booking for then select Continue booking. 

 

• Scroll to the end of the screen and select the Copy link. 

• Fares will be displayed for flights in the original booking. Make your selection then click 

Continue. 
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• Complete the mandatory fields on the Flight Booking screen then select Continue. 

• On the following screen select Complete this Booking then select Continue. If Approval is 

set up for your site, select the approver then click Continue.   

• If hotel/car hire was included in the original booking, on the next screen select Continue 
booking and complete the booking process to add hotel/car hire. 

 

 
 
 
 
 

My Frequent Trips 

Bookings can be saved as Frequent Trips so they can be used for future bookings. My 
Frequent Trips Template are directly linked to the booker who created it and cannot be viewed 
by any other profile. 
 

 
 
 

Accessing Frequent Trips        
   
 

• Select the My Frequent Trips link and the Frequent Trips will display. 
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• Select Book this Frequent Trip(Submit for payment) to create a booking for yourself, 
or as a travel arranger, deselect your profile then select a traveller before clicking 
Continue.  

 
 

• The template displays, to book same dates select Continue, alternatively add new dates 
before selecting Continue. 
Note:  Templates can be amended and deleted 
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Creating Frequent Trips        
  

• Select New Frequent Trip to create a new Trip Template 
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