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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. 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 travelers1 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 

  

 
1 Up to 9 travelers 
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1.2.1 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 sale2 

 

 

 

 

 

  

  

 
2 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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