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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 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 9 am - 9pm 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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1.1.1 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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1.1.2 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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1.1.3 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 


