
 

 

1. Why has Azamara suspended all operations through July 31, 2020?  
In accordance with guidance provided from the Center for Disease Control & Prevention (CDC), Royal 
Caribbean Cruises Ltd., Azamara’s parent company, will suspend all cruise operations through July 31, 2020, as 
we work together to contain the further spreading of the Coronavirus (COVID-19) illness.  Health and safety 
remain our utmost priorities during this unprecedented time. 
 

2.  What options can I present to my client who is now impacted?  
Impacted guests confirmed on sailings departing June 12 – July 31, 2020 can elect to 1) move to a future 
sailing with the new Lift & Shift option, 2) accept a Future Cruise Credit, or 3) request a refund:  

• Lift & Shift: On-or-before June 10, 2020, your client can opt to move their existing booking to next 
year, protecting their current price/promotion, simply by electing to remain on the same itinerary type, sailing 
length, stateroom category, and within the same 4-week period of their original cruise date same-time-next-
year.  

• Future Cruise Credit: Your client will receive a Future Cruise Credit for 125% of the amount paid, to 
be redeemed on-or-before December 31, 2021 on sailings through April 2022. This option is automatic and 
will default as your client’s selection if neither of the other options are selected.  

• Refund: If a full refund is preferred, we’re happy to process this request for your client. Should your 
client wish to decline the higher value 125% Future Cruise Credit and receive a lower value 100% refund of 
their cruise fare, please access the “Cancellation Form” on CruisingPower.com under “Brand Programs & 
News”. No need to decide now – refund requests are available through December 31, 2020. 
 

3. If I canceled my client’s cruise prior to the US/Global suspension, can I now get the 125% FCC or the 100% 
refund? 
Unfortunately, no. We understand and appreciate your decision to take advantage of our Cruise with 
Confidence program. Guests who continued sailing now have no choice, since their sailings have been 
canceled as a result of our recent voluntary ship suspension, and therefore, those guests are receiving a 
different compensation offer. 
 

4. Can I reschedule my client’s sailing to a later date without having to cancel and rebook? 
Yes, guests on suspended sailings departing between June 12 – July 31, 2020, have the option to move their 
sailing to the following cruise year at the initial price and/or promotion if an eligible alternative sailing is 
selected. The eligible alternative sailing must be of the same stateroom category on the same product 
(itinerary type) and cruise length (+/- one sail night), scheduled within four weeks before or four weeks after 
the date of the original sailing but in the subsequent year. The decision to adjust a current booking to the 
following cruise year must be made by June 10, 2020. If rescheduling within the penalty period of the original 



 

 

sailing date, penalties will be carried over to the new booking should the new booking be canceled later. You 
may only reschedule a sailing once. 
 

5. If I choose to “lift and shift” and reschedule my client’s sailing to next year, can they change their mind 
and get the FCC or a refund?" 

Unfortunately, no. If you reschedule your sailing to next year, you are no longer eligible to receive the 125% 
FCC or refund.  
 
6. If my client’s cruise was canceled due to the suspension, and they purchased air or hotel with Azamara - 
are they refunded also? 
If your client’s sailing was suspended between 14 March – 31 July, 2020, and their hotel or flights were booked 
through Azamara ChoiceAir, they will be refunded automatically. Guests with independent air arrangements 
need to contact their air carriers directly to make all required cancellations.  
 
7. If my client’s cruise was canceled due to the suspension, how will they be compensated for pre- or post-
land packages purchased through Azamara? 
Guests who have purchased pre- or post-land packages through Azamara will also receive compensation in the 
same form as their cruise fare. 

 
8. Can my clients rebook now on the sailing that they know they would like to take? 
You can make a deposit and book a future sailing; however, we recommend waiting until you receive your 
Future Cruise Credit. The delivery of FCC can be expected as follows: 

•          Sailings on-or-before April 10, 2020:  FCCs can be expected via email no later than April 13, 2020 
•          Sailings between April 11 - May 11, 2020:  FCCS can be expected via email no later than April 30, 
2020 
•          Sailings between May 12 – June 11, 2020:  FCCs can be expected via email no later than May 22, 
2020 
•          Sailings between June 12 – July 24, 2020:  FCCs can be expected via email no later than June 30, 
2020 
 

9. Will my clients still get the same promotional offers when they re-book a new cruise? 
Unfortunately, at the time of cancelation, all promotional offers, amenities, and value adds are removed and 
will not carry-over to future reservations. Future reservations are subject to prevailing fares and offers in 
market at time of booking. If you have booked any shore excursions, beverage packages, or other pre-cruise 
purchases, you will receive a refund to the original form of payment. 
 
10. My client booked a cruise on board that has now been voluntarily suspended. If they choose to receive 
the Future Cruise Credit and book at a later date, will they also be entitled to the onboard promotion? 
  

A: If they take advantage of the Future Cruise Credit, yes, they will be entitled to the onboard promotion. If they 
choose to take the 100% refund, the onboard promotion will not be honored if they choose to rebook. 



 

 

 

11. If my clients choose the 125% FCC or refund, can they change their mind and “Lift and Shift” their sailing 
to next year instead? 

Unfortunately, no, once the FCC or refund process is completed, a guest will need to create a new booking for 
a future sailing. 

 
12. After they receive their 125% Future Cruise Credit (FCC), can they choose to change to the 100% refund? 

● Yes, refunds can be requested as follows: 
○ Suspended Sailings departing between May 12 – June 11, 2020:  Refunds must be requested 

on-or-before December 31, 2020 and will be processed at least 45 days after the request is 
submitted.    

○ Suspended Sailings departing between June 12 – July 31, 2020:  Refunds must be requested on-
or-before December 31, 2020 and will be processed at least 45 days after the request is 
submitted.    

 
13. If they choose to be refunded, but then change their mind and decide they want a Future Cruise Credit 
instead, can they do this? 
Yes, as long as the refund has not been processed already, we can change the compensation offer back to a 
Future Cruise Credit.  
 
14. If Azamara should change the embarkation/disembarkation ports, will guests who have booked their air 
travel through Azamara be rerouted at no additional cost? 
Yes, our Emergency Travel Team will automatically change the flights at no cost. 
 
15. Is CruiseCare® refundable? 
For canceled or suspended sailings, CruiseCare will be refunded. If guests choose our Cruise with Confidence 
policy, CruiseCare will not be refunded. 
 
16. What items are refundable on the canceled or suspended sailings? 
Full refunds on any canceled of suspended voyages will be provided to guests who booked items directly 
through Azamara. This Includes, Azamara ChoiceAir, prepaid gratuities, CruiseCare®, pre-and post-hotels and 
land packages, transfers and any pre-cruise purchases made through Voyage Planner. If a guest decides to 
cancel their voyage voluntarily under our Cruise with Confidence policy and have booked air travel through 
Azamara ChoiceAir; they must contact Azamara ChoiceAir for more information on refund policy on a 
nonrefundable ticket. Guests with Independent air arrangements need to contact their air carriers directly to 
make all required cancellations. 

 
17. What will happen to canceled or suspended bookings that had Azamara Circle Complimentary nights 
applied? 

● If you redeemed your complimentary nights on an affected voyage, you will not lose your 
complimentary nights. On the contrary, we will move them back to your member profile, and extend 

https://www.azamara.com/cruise-with-confidence


 

 

the expiration of your complimentary nights for use on a future Azamara voyage that departs on or 
before December 31, 2021. 

  
● If your voyage wasn’t affected by the current situation, but you have active complimentary nights 

expiring on or before October 31, 2020, we will be extending the expiration date of those 
complimentary nights to be redeemed on a voyage on or before December 31, 2021.  

  
18. Will Azamara Circle members receive full loyalty points for voyages that were shortened while onboard? 

● Yes, Azamara Circle members will automatically receive full loyalty points for their scheduled itinerary 
if their itinerary was shortened while they were onboard. 
  

19. Will Azamara Circle members receive additional loyalty points for voyages that were mandatorily 
extended while onboard? 
No, Azamara Circle members will only receive loyalty points up until the original end date of their voyage. 

20. Will travel partner commissions be protected? 
FUTURE CRUISE CREDIT:  

• We know how hard you work for your clients and we want to make sure you are compensated 
accordingly. For this reason, base commissions will be protected on cancelled reservations paidin-full, as well 
as the future reservation where the correlating FCC is redeemed. Please note that FCC commission earnings 
are payable only on sailed reservations. *Additionally, conditions may vary if booked through a Tour Operator. 
It’s recommended that you reach out to the individual Tour Operator for applicable terms.  
LIFT & SHIFT:  

• Commission will be paid on the sailed booking. If already disbursed on the current reservation, the 
commission payout will follow through to the future booking.  
REFUND:  

• Commission is protected on all reservations paid in full. 

21. Are group bookings including incentive and contracted business, eligible for this compensation offer? 
Yes, group bookings are eligible and follow the same guidance. 

22. Will my group’s earned Tour Conductors be protected? 
Tour conductor credits are protected inside 100% penalty. 

23. Are Future Cruise Credits interchangeable between brands? 
Future Cruise Credits acquired as a result of our suspended sailings are brand-specific and can only be 
redeemed on the brand where the cancellation occurred. 



 

 

LIFT & SHIFT: 

24. My client was impacted by a prior round of suspended sailings. Are they now eligible to Lift & Shift?  
Lift & Shift is applicable to sailings departing between June 12 and July 31, 2020. Those sailings previously 
impacted by our pause in operation, unfortunately, are ineligible. 

25. If my client opted for Lift & Shift prior to June 10, 2020, is he/she eligible to move to a future cruise at 
any point prior to sailing? Guests are eligible to rebook under the Lift & Shift guidelines between now and 
June 10, 2020. Thereafter, Lift & Shift expires and is no longer eligible.  
 
26. Can I leverage automated tools to Lift & Shift my clients? Currently, we ask that you contact our Trade 
Support & Service team to ensure all pricing and promotional components carry through as intended 

27. Is there a limit to the number of times my client can Lift & Shift their reservation? Yes – throughout the 
life of your client’s booking, they can opt to Lift & Shift only one time.

28. Are taxes & fees protected under Lift & Shift? When leveraging Lift & Shift to move your client's booking 
to a future sail date, taxes & fees will be adjusted to reflect the charges associated with the new sailing. Taxes 
& fees from the original sail date will not be protected.

29. Do all rate codes qualify for Lift & Shift? Select restricted rates are ineligible for Lift & Shift - including but 
not limited to Net rates, Travel Advisor Friends & Family rates, Travel Advisor Reduced rates, complimentary 
Casino offers, and complimentary staterooms.

30. If my client elects to Lift & Shift their reservation to a qualifying sailing in 2021, is he/she able to change 
their mind for a refund or Future Cruise Credit at a later date? Once Lift & Shift is accepted, unfortunately, 
reverting to a Future Cruise Credit or requesting a refund at a late time is not an option. 

31. My client’s existing reservation has reached Final Payment and currently resides within the cancellation 
penalty period. Is my client still able to Lift & Shift? Absolutely! If all required criteria are met, your client can 
opt to Lift & Shift to a qualifying future sail date. Since your client’s current reservation falls within the 
cancellation penalty period, the applicable penalty amount (as indicated on the day the booking is re-
accommodated) will follow your client’s reservation to the new ship and sail date. Assuming that your client 
sails as planned, there is no impact. Should your client wish to cancel in the future, the assessed penalty 
amount from the original reservation will be withheld, as well as any additional cancellation fees as indicated 
by the payment schedule on the new ship and sailing. When leveraging

32. Upon re-accommodating my client, will his/her payment schedule automatically update to now reflect 
that of the future sail date? Yes, upon moving your client from the original sailing to a qualifying future sail 
date, an updated payment schedule will automatically reflect on your client’s reservation, as well as on 
associated invoices



 

 

 
125% ONBOARD CREDIT: SAILINGS FROM JUNE 12-JULY 31  

AVAILABLE THROUGH JUNE 10, 2020 
 

33. What if my client used an Onboard Credit to pay for Pre-Cruise purchases and wants to opt-in for the 
125% OBC offer? Your clients will receive the offer only for the amount paid, not for the portion paid via an 
onboard credit.  
 
34. Once the 125% Onboard Credit offer is applied to a new booking, is it refundable? Once the onboard 
credit is applied to a new booking, it has no cash value and is not refundable. Once onboard, any amount 
unused during the voyage will not be refunded at the end of the voyage  
 
35. Once the 125% Onboard Credit offer is applied to a new booking, will it be available for use prior to 
sailing or only once onboard? The onboard credit will be available for both pre-cruise purchases and onboard 
purchases.  
 
36. Can my client change his/her mind later and opt-in for the 125% OBC Offer? This offer is available only 
through June 10, 2020; therefore, your client must opt-in by this date or an automatic refund of the pre-cruise 
purchases will be issued.  
 
37. How is the value being calculated for my client’s 125% Onboard Credit? The new Onboard Credit is based 
on the amount paid, excluding any previously applied Onboard Credits, and will be based on a per person 
value.  
 
38. When does the new Onboard Credit expire? Guests have until June 10, 2020 to opt-in for the Onboard 
Credit. Once it is issued, the credit will be valid for use on sailings through April 2022. 


