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1.Accessing Support Overview 
ADX is supported by several different Trip Arc support teams. Accessing support can be done directly from ADX for air and 

technical and direct by email for finance. ADX is supported by: 

▪ ADX technical support 

▪ ADX Air - Air Support Team (during office hours) 

▪ Air After Hours  

▪ 247 VIP Support 

▪ Travelex Insurance Support 

▪ Advisor Reporting Tool – Finance support 

▪ Client Profile support – CB support team 

▪ ADX and Travel Edge Training 
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1.1.  ADX TECHNICAL SUPPORT 
ADX Technical support is available to assist with any errors or issues you encounter within the platform. ADX technical support should always 

be accessed from within ADX directly by pressing the request support button either from the resources page or within the error message 

directly.  

 

 

 

 

• Hours of operation: Monday to Friday 9 am –9 pm EST 

• How to contact support: Via the request support buttons within ADX 

• How does support communicate: Via email. There is no phone number at this time 

• When to contact technical support  

o A technical error has occurred  

o You have questions with ADX usability  

o You have a suggestion or feedback to improve the tool 

o Need access to a module that we currently have available  

o The system is telling you to contact ADX support 

• Best Practices: A few tips on accessing better support 

▪ Press the support request button directly from the ADX itinerary when possible, to send all of the 

relevant information to the support team 

▪ Use the Access support button within the error message if your request is relating to an error 

▪ Note your support ticket when submitting the request and avoid sending duplicate tickets!  
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1.1.1 General ADX Request 
When requesting general technical support, utilize the button within ADX to send your ticket request. Sending the request from the trip 

reference page directly will send the reference information automatically to the team to research. 
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Steps  Notes 

1.  Open itinerary •  

2.  Press RESOURCES  • Located at the top header 

• Will expand down 

3.  Press REQUEST SUPPORT • Sending request from the specific trip the request is 

regarding will send support team information such 

as trip reference, client information, etc. 

• Form will open  

4.  Describe what you need help with  • Be as specific as you can 

5.  Select support request owner • Related to delegation access 

• Will show delegated agent names in the list 

6.  Check the Request is Urgent box – if required • Urgent requests are ones where travel is within 48 

hours  

7.  Add CC email • Will be sent to anyone added into CC 

8.  Press SUBMIT REQUEST •  
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Steps  Notes 

9.  Note support ticket number • Internal number associated with your request 

• Need this number to follow up on your support 

request 

10.  Press CLOSE •  
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1.1.2 Error Message Support Request 
If the request is related to an error you are receiving in the platform, press the REQUEST SUPPORT button from the error message directly. 

This will send all of associated logs that go with your error to make it easier for the team to investigate the issue.  

  

 
Steps  Notes 

1.  Enter details • Give information as to what page you were on, what 

button you pressed before the error came up 

• The more information you provide the faster the 

team can investigate the issue 

2.  Check Urgent flag – as required • Urgent requests are ones where travel is within 48 

hours 

3.  Press SEND SUPPORT REQUEST •  
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Steps  Notes 

4.  Note support ticket number • Internal number associated with your request 

• Need this number to follow up on your support 

request 

5.  Press CLOSE •  
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1.1. ADX AIR - AIR SUPPORT TEAM  
ADX Air module is supported by the TripArc Air Support team. The air team will assist with questions related to any air booking made within 

ADX. Advisors will utilize the action buttons directly on the trip services page to reach out to the air team.  

 

 

 

 

 

 

• Hours of Operation: Monday through Friday 10am - 7pm EST 

• How to contact support: Via the action buttons on the trip services reference  

• How does support communicate: Via phone. If you require a phone call utilize the 247-support number1 

• When to contact Air Support Team 

o You have a booked air itinerary in ADX 

o You have questions about an air booking (Commissions, contracts, penalties, schedule changes) 

o You need to change or cancel an air booking 

o You are between the hours of operation of the air support team – tickets will NOT be actioned outside of 

business hours 

• Best Practices: A few tips on accessing better support 

o Only submit ONE request and wait for a response! 

o Support team prioritizes tickets by urgency so be patient 

o Use the buttons in ADX instead of emailing the team directly 

o Support team will only assist with questions related to booked or ticketed itineraries in ADX. For shopping 

questions email air support directly – fees apply  

 
1 Fees apply when calling the 247-support team 
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1.2.1 Change Flight Request 
Flight change requests can be submitted on held and ticketed itineraries. For held itineraries it is always faster to cancel and rebook when 

applicable. On ticketed itineraries, submitting a change request will send a ticket to the air team to apply the changes. Before changes are 

made, the air member will reach if there are any fees associated with the changes being made. 
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Steps  Notes 

1.  Open reference •  

2.  Press TRIP tab •  

3.  Press v to expand details • Detail section will open down 

4.  Press CHANGE FLIGHTS •  

5.  Enter change request details • Provide as much detail as possible  

6.  Check urgent box – if required • Urgent flag used for flights departing within 2 days 

or otherwise time sensitive requests 

7.  Enter cc email – if required •  

8.  Press CONTINUE  • Remember to note the ticket number  

• Reference the open ticket number on follow ups, do 

not open a new ticket 
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1.2.2 Cancel Flight Request 
Cancel flight requests will be actioned through ADX directly. On an booking where no payment has been added, pressing the cancel flight 

button will auto cancel without air team intervention. On a booking where tickets have been issued, the service will go into a pending cancel 

status until the air support actions the request. Once the request is actioned, the service will go into a cancelled status automatically. Air 

team will communicate penalty infomration via email.  
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Steps  Notes 

1.  Open reference •  

2.  Press TRIP tab •  

3.  Press v to expand details • Detail section will open down 

4.  Press CANCEL FLIGHTS •  

5.  Enter change request details • Provide as much detail as possible  

6.  Check urgent box – if required • Urgent flag used for flights departing within 2 days 

or otherwise time sensitive requests 

7.  Enter cc email – if required •  

8.  Press CONTINUE  • Remember to note the ticket number  

• Reference the open ticket number on follow ups, do 

not open a new ticket 
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1.2.3 Ask General Question Request 
Air support can assist with general questions on booked ADX air itineraries, pertaining to commission percentages, availability, seat options, 

etc.  
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Steps  Notes 

1.  Open reference •  

2.  Press TRIP tab •  

3.  Press v to expand details • Detail section will open down 

4.  Press ASK AIR SUPPORT •  

5.  Enter change request details • Provide as much detail as possible  

6.  Check urgent box – if required • Urgent flag used for flights departing within 2 days 

or otherwise time sensitive requests 

7.  Enter cc email – if required •  

8.  Press CONTINUE  • Remember to note the ticket number  

• Reference the open ticket number on follow ups, do 

not open a new ticket 
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1.2. AIR AFTER HOURS SUPPORT TEAM 
ADX Air module is supported by the TripArc After Hours support team outside of business hours. This is a paid service utilized in the event of 

an emergency that cannot wait until regular air business hours. The fees related to utilizing after hours will determined by whether the client 

has purchased the 247 VIP Support product. If the product has been purchased, the phone number can be utilized for no extra cost. If the 

product has NOT been purchased the fee will be applied to the advisor statement.  

 

 

• Hours of Operation: Monday through Thursday 7pm - 10am CST (outside of air team support hours) 

     Weekends and Holidays 24 hours 

• How to contact support: Call the phone number located on your air reference 

• How does support communicate:  By phone.  

• When to contact After Hours Support Team 

• Your have an ADX confirmed air booking 

• You are outside of the air team support hours 

• You need immediate assistance with changes or cancellations 

• Your request cannot wait until regular air support hours  

• Best Practices: A few tips on accessing better support 

o Submit a ticket if your request is not urgent and can wait until the business hours 
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1.3. 24/7 VIP SUPPORT 
The 24/7 VIP Support service is a payable product you can sell to your clients to cover any after hours and emergency assistance they may 

need from our support team. Earn commission when charging your client OR opt to pay for the plan out of your commission… it is up to you!  

The product ONLY covers services booked within ADX and covers all travelers2 on the ADX reference for the duration of the trip. The product 

is commissionable and offers direct support to your client (and you!) via a VIP support phone number. The service does not support services 

booked outside of ADX and coverage is valid from the date of the departure to the date of return. The 24/7 support fee is 100% non-

refundable. If client opts out of the 24/7 support, any calls to the support line will be subject to the On Demand fee structure and will be 

charged back to the advisor. 

 

 

 

• Hours of Operation: 24/7 VIP support 

• How to contact support: Call the phone number located on itinerary 

• How does support communicate:  By phone.  

• How much does it cost: It depends on the payment preference that you selected 

o Client Pays - $60 charged to the client - $12 commission to you! 

o Advisor Pays - $48 charged to the advisor - $0 commission  

o On Demand – Subject to an on-demand cost charged to the advisor after every call 

• When to contact 24/7 VIP Support:  

o From the trip start date to the trip end date 

o You or your client need assistance with an existing ADX booking  

• Best Practices: A few tips on accessing better support 

• 24/7 support will NOT book new services – they ONLY support existing bookings in ADX 

  

 
2 Up to 9 travelers 
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1.4.1 Review the Plan Options 
The plan settings can be configured to add your selection automatically to every itinerary. You will have options for coverage and payment 

preferences as follows. 

Opt In – Client Pays 

o A fee charge of $60 will be added to the trip under the payment tab.  

o Payment will be processed on the client’s credit card 

o The itinerary will show the cost breakdown including the fee amount. 

o The advisor will receive $12 commission from the sale3 

 

 

 

 

 

  

  

 
3 Amount shown is subject to advisor split 
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Opt In – Advisor Pays 

o No extra payment is collected from the client.  

o The fee of $48 will get deducted from the advisor commission by finance.  

o Advisor earns $0 commission 

o Itinerary will not show the cost amount.  
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Opt Out – Provide On-Demand 
O Client is not charged for a cost upfront 

O Advisor will be charged per call to the 24/7 support team 

O Notes section will contain the VIP phone number with the on demand fee 

O On demand fee schedule will appear on the client itinerary
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No Coverage – Provide Advisor Contact 

o Client is not charged for service 

o Advisor can add their own phone number to add as a contact 

o 24/7 number will NOT show on the client itinerary 

o IF client does call 24/7 support the On Demand fee structure will apply 

o Nots section will show advisor number added 
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1.4. TRAVELEX INSURANCE SUPPORT 
The Travelex Insurance product has automated modify, suspend, and cancel request integration. You can use the ADX Action buttons and 

send request automatically to Travelex. Once processed, the ADX system will notify you of the change confirmation and the itinerary will 

update back to Travel Ready status. If you have specific policy questions, please reach out to your Travelex rep or call the number listed in 

the service details section and reference the plan code. Please DO NOT reach out to Travelex to modify/cancel/suspend any policies active in 

ADX. This process MUST be completed in the ADX system directly.  

 

 

 

 

 

 

 

 

 

• How to contact support:  

o Modify/Cancel requests - Via the action buttons on the trip services reference  

o Policy specific questions – Reach out to Travelex directly via the phone number and reference the plan code. 

o Travelex ADX specific questions – reach out to the ADX technical support team 

• When to contact Travelex directly: 

o You have a policy specific question  

o You need to file a claim with Travelex 

• Best Practices: A few tips on accessing better support 

o Do NOT reach out to Travelex to modify/cancel/suspend existing policies – use the action buttons within 

ADX 
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1.5. ADVISOR REPORTING SUPPORT 
Support for financial reports and all related questions are to be directed to the finance team. ADX support cannot assist with questions 

surrounding reporting errors, missing commissions, claiming commissions or any other financial questions. Finance can be reached directly 

by email.  

 

 

 

 

 

 

 

 

 

 

• Hours of Operation: Monday through Friday 8:30am-5:30pm EST 

• How to contact support: Email Finance.support@traveledge.com  

• How does support communicate:  By email only  

• When to contact Finance support 

• You have questions about your reports and their content 

• You have questions about your commissions  

• You need to move commission from the unclaimed report 

• Best Practices: A few tips on accessing better support 

o Provide the ADX invoice number relevant to the question you have 

mailto:Finance.support@traveledge.com
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1.6. CLIENT PROFILE SUPPORT 
Assistance with client profile merge or deletions need to be directed to the Client Base support team. Please provide them exact information 

regarding the profiles you need assistance with, including phone number, DOB and any other identifying information.  

 

 

 

 

 

 

 

 

 

 

 

• Hours of Operation: Monday through Friday 11:30am-8:30pm EST 

• How to contact support: Email clientbase@traveledge.com   

• How does support communicate:  By email only  

• When to contact Client Base support 

• You want to delete a duplicate client profile 

• You want to merge two client profiles to avoid duplicates 

• Best Practices: A few tips on accessing better support 

o Changes to client information can be done directly in ADX!  

o Search by FIRST name or LAST  name or PHONE or EMAIL for your client profiles  

mailto:clientbase@traveledge.com
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1.7. ADX AND TRAVEL EDGE TRAINING 
As a Travel Edge advisor, you have access to regular ADX training guides, videos, as well as scheduled webinars with the ADX team and Travel 

Edge partners. Access our training guides and on demand videos 247 at your own leisure. The Travel Edge calendar will give you access to 

not only ADX webinars but also partner webinars and network events, all through the Resources page in ADX. 
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1.8.1 Accessing PDF Guides 
PDF guides are available for each module offered in ADX. They can be viewed in browser or downloaded from the resources page.  
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1.8.2 Accessing On Demand Videos 
Access our on-demand video library anytime from anywhere! Check out our collection of quick guides, module training videos, ADX 

exclusives and Travel Edge exclusives. For more videos press the HERE button on the Webinars and Videos page.  New videos posted with 

enhancement releases so check back regularly!   
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1.8.3 Accessing FAQ’s 
Have a question about something in ADX? Check out our FAQ page. We curate the most commonly asked questions into one easily 

accessible place on our resources page.  

 

 

 

  



34 
 

1.8.4 Accessing Training Calendar 
The training calendar will give you access to product training, product training and Travel Edge hosted events.  

 

 

 


