
Annexure A 

Customer claims and next steps 

 

The following schedule has been prepared to outline the three broad categories of customer claims and the associated risk of customer monies not 

being returned in full. 

 

Category Description 

Contact travel 

provider 
(a) 

Lodge a Proof 
of Debt or Claim 

Form 
(b) 

Risk profile Comment 

i.  

Refunds that had been requested by customers and 
were being facilitated by STA Travel with the travel 
providers prior to 21 August 2020 (date of the 
appointment of the Voluntary Administrators) 

  Medium 
Subject to recovery from travel 
providers and a Court 
application 

ii.  
Customer bookings that existed at 21 August 2020 
where a refund had not been requested by the 
customer and was not being facilitated by STA Travel 

  Low 
Travel provider should honour 
bookings 

iii.  

Customers holding a credit note; crisis recovery 
voucher and / or gift card issued by STA Travel or 
customer refunds that had been deposited by travel 
providers with STA Travel prior to the appointment of 
Administrators 

  High 

There were limited free funds 
available on appointment that 
are subject to competing 
claims and will also be subject 
to a Court application 

 

Notes: 

 

(a) It is recommended that customers contact their travel provider. Enclosed at Annexure B and Annexure C are schedules of contact 

information for air vendors and non-air vendors respectively. This contact information is provided only as a guide to assist affected customers. 

 

(b) The Liquidators request that customers in categories i and iii lodge a Proof of Debt or Claim Form. This Form is available via the following link 

www.deloitte.com/au/STATravelAU and once completed should be sent with supporting documentation via email to STATravel@deloitte.com.au. 

Customers are advised that they are not required to submit a further Proof of Debt or Claim Form with the Liquidators office unless the amount 

that the customer is claiming has changed.  
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Annexure A 

 

Disclaimer 

 

This communication contains general information only, and none of Deloitte Touche Tohmatsu Limited (“DTTL”), its global network of member firms or 

their related entities (collectively, the “Deloitte organisation”) is, by means of this communication, rendering professional advice or services. Before 

making any decision or taking any action that may affect your finances or your business, you should consult a qualified professional adviser.  

 

No representations, warranties or undertakings (express or implied) are given as to the accuracy or completeness of the information in this 

communication, and none of DTTL, its member firms, related entities, employees or agents shall be liable or responsible for any loss or damage 

whatsoever arising directly or indirectly in connection with any person relying on this communication. DTTL and each of its member firms, and their 

related entities, are legally separate and independent entities. 

  


