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Current Support to Carriers:
How is eu-LISA supporting carriers preparation 
activities?
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Carriers activities
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EiO
May 2023Carriers 

Registration

Pre-CT phase

CT phase

• Suggested, not mandatory
• eu-LISA provided:

• Technical guidelines and 
Test Plan 

• CI Simulator

• Mandatory
• eu-LISA provided:

• Technical guidelines and Test 
Plan 

• Test environment
• Successful tests execution to be 

confirmed by eu-LISA

Connection 
to 
ProductionSystem to System

EiO
May 2023

Carriers 
Registration

Staff Training
• Mandatory
• eu-LISA provided:

• Technical guidelines
• Test environment

• Carrier to notify eu-LISAWeb and Mobile 
Apps



Number of participates for each session

4

Carrier Working Group (CWG) 

PUBLIC

• Average participation January - September 22: 88
• Last Working Group - 30/09/2022:

• 227 people enrolled and validated

• 129 attended (attendance rate 54%)

12/10/2022
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• Register with eu-LISA using the forms published on: 

https://www.eulisa.europa.eu/About-Us/Organisation/working-group-for-carriers

Registration - How to initiate the process?

https://www.eulisa.europa.eu/About-Us/Organisation/working-group-for-carriers
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Carrier Working Group Website
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• Important source of information for carriers 
• Through this website the carriers have access 

to:
• Registration options and forms

• Legal base

• Implementation process

• Frequently Asked Question 

• Step-by-step instructions

• Concrete operational scenarios 
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Providing Information and Support
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• Technical, project and legal materials to support carriers during the 
implementation process

• New process of consulting the industry for CWG agenda items
• Facilitate engagement and address concerns 

• Informal Awareness sessions twice a month
• Open agenda covered numerous matters

• Ad-hoc technical / awareness meetings upon request:
• Request and list of topics to be sent to 

carriers_onboarding@eulisa.europa.eu

• Additional technical meetings to address specific topics 

mailto:carriers_onboarding@eulisa.europa.eu
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Carriers onboarding and support figures (September 21 – August 22) 
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Request for Registration creation and resolution trend

Registration Request Created Registration Request Resolved
69%

31%

0%

Service requests managed

Request for
Registration
Request for
Information
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Request for Information creation and resolution trend

Information Request Created Information Request Resolved

Average resolution time Request for Registration 3 working days

Average resolution time Request for Information 5 working days

Contact: carriers_onboarding@eulisa.europa.eu

Escalation: EULISACARRIERS@eulisa.europa.eu

mailto:carriers_onboarding@eulisa.europa.eu
mailto:EULISACARRIERS@eulisa.europa.eu


Future Support to Carriers:
How will eu-LISA support carriers operational 
activities after May 2023?
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• After May 2023, new carriers will be still able to:
• Register 

• Perform pre-CT and CT

• Use the eu-LISA test environment to train their authorised staff 

• Deregistration:
• Carriers that no longer operate in the area where EES or ETIAS applies shall inform eu-LISA to be deregistered

• Carriers not using the interface for 1 year shall be automatically deregistered (as per regulation)

• Carriers no longer fulfilling the conditions of the regulation, have breached the provisions of the regulation, the 
security requirements established by eu-LISA or the technical guidelines

• The carrier will be informed 1 month in advance 

• Opportunity to provide written comments and solve the situation

• Urgent IT security concerns  eu-LISA may immediately disconnect a carrier 

New enrolments and Deregistration from the Carrier Interfaces
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• Article 14 of Implementing Regulation (EU) 2021/1217:
“A web form as part of the ticketing tool shall be made available to carriers on a public 
website in order to allow carriers to request assistance.”

• Unavailability of the web form  emergency phone line
• Assistance in English available 24/07
• Not of a technical nature ETIAS Central Unit directing to relevant 

information
• Technical nature eu-LISA responsible for providing assistance
• FAQ available online in all official languages of the Union

Carriers Assistance - Applicable legislation

PUBLIC
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Carrier Onboarding and Support automated tool (2/2)
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Carrier
Identify a Technical 
Impossibility

ETIAS CU
Dispatch Eu-LISA

Verification / 
Investigation / 
Resolution

Member States

eu-LISA
-Issue: Monitoring / 
Carrier ticket 
-Resolution

ETIAS CU
Dispatch

Member States

Carriers

Technical Impossibility:



facebook.com/agencyeulisa/

twitter.com/EULISA_agency

linkedin.com/company/eu-lisa/

youtube.com/c/euLISAagency

Thank you !
eu-LISA
European Union Agency for the Operational 
Management of Large-Scale IT Systems in
the Area of Freedom, Security and Justice

www.eulisa.europa.eu
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