
AGENT 360



Knowledge
Providing a centralized information 

and support portal to empower travel 
agents NDC Bookings

Book flights, service bookings, add 
ancillaries and gain access to 

exclusive SIA NDC content

Servicing
Streamline service requests for more 

efficient servicing and tracking

1 3

2

A G E N T  3 6 0

A one-stop travel agent portal for our travel agents to work with Singapore Airlines.



C U R R E N T  F E A T U R E S

Admin Access System NDC Booking Portal

Travel agents will have access to the following features on AGENT 360

Localized Content Service Request Forms
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A G E N T  3 6 0  O V E R V I E W



Operational Updates

Policy Updates

Fare Sheets & Policy Documents

Marketing Content

SQ Product & Services

Local Contact Details

SIA Group Network

SIA NDC Agent Support Pack

L O C A L I Z E D  C O N T E N T



A D M I N  A C C E S S

1. Comprehensive access management system 

2. Caters to complex travel agency setup (from local retailers to 

global consolidators)

3. 3 Travel Agent Roles (Master, Admin, User)

4. Multi-IATA​, Multi-Country

5. Flexibility to self-manage access rights to AGENT 360 features



Fee Waiver for Name Correction

Fee Waiver for Reissuance

Fee Waiver for Ticket Refunds

Extend Ticketing Time Limit

Waitlist Confirmation (DAPO)

General Form

S E R V I C E  R E Q U E S T  F O R M S

*SRF will be covered in detail in a separate training deck



T A B L E  O F  C O N T E N T S

In this deck, you will learn:

❑ Travel Agent Roles

❑ Travel Agent Registration

❑ IATA/TIDS Agents

❑ Creating/Deleting Teams 

❑ Adding/Deleting Admins/Users to Teams 

❑ Switching Team and Role

❑ Adding Additional IATA numbers 

❑ Assigning IATA to Team

❑ Unlocking Account

❑ AGENT 360 Overview

❑ Booking Flights & Issuing Tickets

❑ Form of Payments (FOPs)

❑ 3DS2 Verification

❑ Ancillaries (Seats/Baggage/Special Service Requests)

❑ Manual Reprice

❑ Refund/Voiding of Tickets

❑ Reshop

❑ Viewing of eTicket

❑ Name Truncation

❑ Cross-Channel Servicing

❑ Viewing of Orders & Reports

❑ Viewing of Flight Schedule Changes

❑ Summary



T R A V E L  A G E N T  R O L E S



Master
Key decision maker e.g. Supplier Manager

Admin
Team Leader

User
Individual Travel Consultant

ABC International Tours
IATA 12345678, 98765432

Master A

Team 1
IATA 12345678, 98765432

Team 2
IATA 98765432

Admin B

User D

Admin F

User E

User H

User I

User J

User K

Admin GUser C

T R A V E L  A G E N T  R O L E S



ABC International Tours
IATA 3230695, 3230088

Team

1. Creates/delete Admins & Users within the agency.

2. Decides which Team has Product Access rights

3. Views agency’s data and transactions

4. Adds additional IATA numbers for agencies

5. Shared accounts are NOT recommended as you will not have 

visibility to the transactions made by the respective users.

6. OTP will be sent for every login to the user’s email address

7. Master and Admins (within the same team) can retrieve and 

action on users’ bookings and SRFs

How to change a Master?

1. Agent to contact their Singapore Airlines representative

Master
Key decision maker. e.g. Supplier Manager

Only 1 Master User can register per agency!T R A V E L  A G E N T  R O L E S

ABC International Tours
IATA 12345678, 98765432

Master A

Team 1
IATA 12345678, 98765432

Team 2
IATA 98765432

Admin B

User D

Admin F

User E

User H

User I

User J

User K

Admin GUser C



2 IATA numbers: xx678 and xx432

Each Team can have multiple IATA numbers

IATA numbers can be repeated between teams

One user can have multiple IATA numbers tagged 
to their account

Master submit one IATA code upon registration, 
and adds additional codes later

T R A V E L  A G E N T  R O L E S

ABC International Tours
IATA 12345678, 98765432

Master A

Team 1
IATA 12345678, 98765432

Team 2
IATA 98765432

Admin B

User D

Admin F

User E

User H

User I

User J

User K

Admin GUser C

Each team can have unlimited number of Admins 
& Users



Function Master Admin User

Create Agency ✓ ✗ ✗

Add additional IATA / ARC / TIDS Code ✓ ✗ ✗

Create Team ✓ ✗ ✗

Delete Team ✓ ✗ ✗

Add Admin / User ✓ ✓

Add user
✗

Switch Admin / User Role ✓ ✗ ✗

Switch Admin / User Team ✓ ✗ ✗

Assign IATA / ARC / TIDS Code to Team ✓ ✗ ✗

Unlock Admin / User
Accounts will be locked after 3 incorrect password attempts

✓

Unlock admin & user
✓

Unlock user
✗

Reactivate Admin / User
Accounts that have not been accessed in 90 days are deactivated

✓ ✗ ✗

Remove Admin / User from Team 
Admins / Users who are removed from a Team become floating users 
who can be re-assigned to another Team

✓ ✓

Remove user
✗

Delete Admin / User ✓

Delete admin & user
✓

Delete user
✗

T R A V E L  A G E N T  R O L E S



T R A V E L  A G E N T  R E G I S T R A T I O N



How do travel agents register for an AGENT 360 account?

Register for account on 
AGENT 360

Verify email address by 
clicking email link within 

72 hours

Singapore Airlines 
approves registration

Agents receive welcome 
email

1 32 4

T R A V E L  A G E N T  R E G I S T R A T I O N



I A T A / T I D S  A G E N T  R E G I S T R A T I O N



Register for account on AGENT 3601

Information is auto-populated based on 
the IATA code submitted

I A T A  A G E N T  R E G I S T R A T I O N



Register for account on AGENT 3601

Information is auto-populated based on 
the IATA code submitted

T I D S  A G E N T  R E G I S T R A T I O N



Master to acknowledge T&Cs by clicking the link1a

AGENT 360 T&Cs include the Passenger 1b

Section A – AGENT 360 website terms of use

Section B – SIA Passenger Sales Agency Agreement

I A T A / T I D S  A G E N T  R E G I S T R A T I O N



More about the AGENT 360 Verification Email

• The verification link is valid for 72 hours
• Agent must click into this verification link to 

complete registration

Agents verify their email address2

I A T A / T I D S  A G E N T  R E G I S T R A T I O N



Agent receives welcome email4

I A T A  A G E N T  R E G I S T R A T I O N
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C R E A T I N G / D E L E T I N G  T E A M S



Select Manage Agency

C R E A T I N G  A  N E W  T E A M



C R E A T I N G  A  N E W  T E A M

Select New Team



Create Team Name1 Add Admins to Team3

C R E A T I N G  A  N E W  T E A M

Assign Code to Team2



Adding Users (Optional)4

There is no limit to the number 
of users that can be added to a 
team, but they can be added at 
a max of 20 users at a time.

Admins can add users to teams 
using the same method.

C R E A T I N G  A  N E W  T E A M



C R E A T I N G  A  N E W  T E A M

Masters can edit the Team 
Names they have set for their 
travel agents.



Masters can verify the admin 
and users of the team created 
by clicking on team name.

C R E A T I N G  A  N E W  T E A M



C R E A T I N G  A  N E W  T E A M

1. The Master will be able 
to track the status of 
their invitation.

2. The invitation email 
expires after 72 hours. If 
your team’s invitation 
expires, please click on 
resend invite to re-
trigger verification 
email.



C R E A T I N G  A  N E W  T E A M

Admins & Users will 
receive an email 
notification link sent by 
Masters to complete 
their registration.

The invited email will be auto-
populated, and it will not be 
editable. Admins and users to 
proceed with registration.



C R E A T I N G  A  N E W  T E A M

Admins and users are 
required to create their 
own passwords during 
registration.

Account has been created 
and Agents can now login 
to AGENT 360!



C R E A T I N G  A  N E W  T E A M

Masters can now verify 
the status of their team’s 
accounts.



G R A N T I N G  B O O K I N G  P O R T A L  A C C E S S

The Master will be responsible for 
granting Booking Portal access to the 
relevant Teams.

Please note that by default, product 
access is set to “none”. Master have to log 
in to AGENT 360 and configure the team 
product access settings.



D E L E T I N G  A  T E A M

Once a team is deleted, the Admins & 
Users will still have accounts on AGENT 
360, but they are unable to access the site 
or any functions until the Master adds 
them to a team.



D E L E T I N G  A  T E A M

To view the users who have been displaced, 
Masters can choose to create a new team 
or add users to an existing team.
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A D D I N G / D E L E T I N G  A D M I N S / U S E R S  T O  T E A M S



A D D I N G  A D M I N S / U S E R S  T O  T E A M S



A D D I N G  A D M I N S / U S E R S  T O  T E A M S

An error message will be prompted if the 
admin’s email address already exists 
either in this, or another team



A D D I N G  A D M I N S / U S E R S  T O  T E A M S

The invitation will remain pending until 
the user registers the account (within 72 
hours).

Once Admin/User has completed their 
account registration, the status will be 
updated accordingly 



A D D I N G  A D M I N S / U S E R S  T O  T E A M S

The total number of users is now 
updated in the team. To verify the 
addition, click on the team name.



D E L E T I N G  A D M I N S / U S E R S  F R O M  T E A M

To delete member, locate Admin/User 
whom you wish to delete from a team 
and click directly on the name to enter 
profile.



D E L E T I N G  A D M I N S / U S E R S  F R O M  T E A M



D E L E T I N G  A D M I N S / U S E R S  F R O M  T E A M

1. You cannot delete an Admin from 
a team if there is only one Admin 
in the team

2. Once removed from a team, the 
user will have their account 
revoked and will need to re-
register for an account

3. Any transactions made will be 
serviceable by the other Admins 
in the team
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S W I T C H I N G  T E A M  &  R O L E



S W I T C H I N G  R O L E



S W I T C H I N G  T E A M



Admin/User will also be able to know who their Master is 
under ‘My Team’

A G E N C Y ’ S  M A S T E R
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A D D I N G  A D D I T I O N A L  I A T A  N U M B E R S



A D D I N G  A D D I T I O N A L  I A T A  N U M B E R S

Master can register another code, 
which will allows them to add new IATA 
to their agency.

Master to repeat the registration 
process in order to add additional new 
IATAs to their agency.
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A S S I G N I N G  I A T A  T O  T E A M



A S S I G N I N G  I A T A  T O  T E A M

After selecting a which team you wish to 
assign, select Assigned Codes and click 
onto Assign Codes.



A S S I G N I N G  I A T A  T O  T E A M

Type in a registered IATA code (that has 
been approved by the station) and click 
Assign.
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R E A C T I V A T I N G  A C C O U N T



R E A C T I V A T E  A C C O U N T S

Deactivated accounts are 
caused by 90 days inactivity.



1. For deactivated 
Admin/User accounts, 
kindly approach your local 
SQ staff for assistance.

2. Admin/User accounts can 
also be reactivated by 
Master.

R E A C T I V A T E  A C C O U N T S
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U N L O C K I N G  A C C O U N T



U N L O C K I N G  A C C O U N T S

Locked accounts are caused by 
multiple incorrect password 
attempts.



1. For locked Master User 
accounts, kindly 
approach your local SQ 
staff for assistance.

2. Admin accounts can only 
be unlocked by Master.

3. User accounts can be 
unlocked by 
Master/Admin (from 
same team). 

U N L O C K I N G  A C C O U N T S
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R E S E T T I N G  P A S S W O R D

New!



Agents can request for multiple password 
reset emails​.

To reset password, they can click on 
‘Forgot Password’.

R E S E T T I N G  P A S S W O R D
New!



R E S E T T I N G  P A S S W O R D
New!

Password reset email will be sent to agents by 
agent_360@singaporeair.com.sg
Agents should add to safe sender’s list / whitelist this email.

After a successful password reset, agents can only make 
another password reset 24h later.

mailto:agent_360@singaporeair.com.sg
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V I E W I N G  F A R E S H E E T S  &  P O L I C I E S



I N F O R M A T I O N  P O R T A L

Agents will be able to view Fare Sheets and 
Policy Documents from Agent Resources. 



I N F O R M A T I O N  P O R T A L

Stations will be able to upload Fare Sheets 
and Agents can view from here. 



I N F O R M A T I O N  P O R T A L

Stations will be able to upload Policies and 
Agents can view from here. 
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B O O K I N G  F L I G H T S  &  I S S U I N G  T I C K E T S



How do Travel Agents access the booking portal?

• Agents log into AGENT 360 > Book a Flight
• No additional login is necessary as we have 

enabled single sign-on

A C E S S I N G  B O O K I N G  P O R T A L



Number of tickets issued in 
that month

Total sales from issued tickets in that 
month (not including Imported PNRs)

Access Controls:

Master > Data shown is from entire agency
Admin > Data shown is from entire team
User > Data shown is from individual user

B O O K I N G  P O R T A L  D A S H B O A R D

PNRs that have TTL Expiring within 3 days

PNRs affected by Schedule Changes
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B O O K I N G  F L I G H T S



Click Shopping > Flights 

B O O K I N G  F L I G H T



Access Code: Unlock special fares
Corporate ID: Tag booking as corp booking
Types of Itineraries: One-Way, Round-Trip, Open Jaw
Fare Types: Market Fare, Private Fare, Corporate Fare
Carriers: SQ  / Codeshare / Interline

B O O K I N G  F L I G H T  – S E A R C H  C R I T E R I A
AGENT 360 is a separate system from Groups 360. 

Pax Types:
Fits up to 9 pax in 1 PNR - ADT, CHD, INF

Special PTCs:
SEA, STU, B15, OFW, IIT, INN, ITF, ITS, LBR, LNN, LIF, JCB, JNN, JNS, JNF, VFR, NTL, MIL, INE, INS

Cabin Preference:
Choose Cabin Preference
Mixed Cabin Search is supported at Shopping

FFP Details: 
Agents must key in FFP information to gain access to perks related to FFP tier, as well as to allow 
KF miles / HF Points to be earned. 
Note:
KF number must match FNAME/LNAME/DOB to allow for accruals



IATA Codes:
If your agency has more than 1 IATA code, 
they can select which code to use here

Agents can add in a Promo Code during flight search.
A banner will appear when applied successfully.

Currency
If your country is eligible to transact in multiple 
currencies, currency can be selected here

PROMO1234

B O O K I N G  F L I G H T  – S E A R C H  C R I T E R I A



B O O K I N G  F L I G H T  – I N F A N T  W I T H  S E A T

• To book an infant with seat, agent should select INS PTC (1 adult per infant / infant with seat)​
• Seat selection will be available for infant if INS PTC is selected​



When searching for an itinerary, you can 
make your search flexible and view the 
lowest fare for up to +/- 7 days 

• One-way: +/- 7 days

• 2 bounds: +/- 3 days

• 3 bounds or more: No flexible search 
supported

B O O K I N G  F L I G H T  – F L E X I B L E  S E A R C H



One-way: +/- 7 days flexible search

• E.g. SIN-BKK

• Lowest fare has a yellow marker 
appended

• Select desired departure date and 
click next to proceed

Dep. date searched

- 7 days

+ 7 days

B O O K I N G  F L I G H T  – F L E X I B L E  S E A R C H



Two bounds: +/- 3 days ​ flexible search
• E.g. SIN-BKK, LON-SIN
• Lowest fare has a yellow marker appended
• Select desired combination of departure dates and click next to proceed

Dep. date 
searched

Dep. date searched

- 3 days

+ 3 days

- 3 days

+ 3 days

B O O K I N G  F L I G H T  – F L E X I B L E  S E A R C H



Flight offers of the selected cabin class and the next cabin class will be displayed (depending on 
availability)
Fare Types: Agent will be shown the lowest fare of the lowest RBD available in that fare family

B O O K I N G  F L I G H T  – F L I G H T  R E S U L T S

Each flight offer has an indicator 
to differentiate NDC, Corporate, 
Public fares 



B O O K I N G  F L I G H T  – S U M M A R Y

View Fare Breakdown by pax type



B O O K I N G  F L I G H T  – S U M M A R Y

View Fare Rules
Fare rules will also be available on the order details page



B O O K I N G  F L I G H T  – P A X  D E T A I L S

Name Truncation for Long Names:
• No character limit to enter name  but names that exceed 59 characters are truncated by the 

system after order creation. 
• This includes number of characters in pax first name + last name + date of birth.
• System name truncation does not affect check-in

Last Name Only:
Check this box if pax only has a single name, 
last name will be auto-populated as FNU

DOB: Mandatory to validate fare / PTC selected



Document Information: 
These are optional fields. If agent populates any fields, all fields must be 
completed. Otherwise, they can leave all fields blank and proceed.

B O O K I N G  F L I G H T  – P A X  D E T A I L S

Associated Infant to Adult: If there is more than 1 ADT in 
the booking, select which adult to associate to INF



Passenger and Agent Email Addresses
Mandatory fields. 
E-Tickets and schedule change/flight disruption notifications are sent to 
both emails

Primary Contact
Mandatory to have at least one passenger’s contact information. 

Book & Hold PNR: 
This will create an unticketed PNR on hold

B O O K I N G  F L I G H T  – P A X  D E T A I L S

Free Text / Remarks
Remarks entered here are appended to the eTicket under 
the endorsement box

Proceed to Add-Ons: 
To add ancillaries before ticketing 
(Optional)



You can now add ancillaries during the booking flow ​ before creating 
the PNR. This is an optional step.

For each segment, select ancillary for each pax before moving on to 
the next segment

Seats
• Click seat map to select seat for each pax
• Paid seats will be held for 72h from time of ancillary addition
• Free seats are confirmed once added

B O O K I N G  F L I G H T  – A N C I L L A R I E S  

( S E A T )



For each segment, select ancillary for each pax before moving on to 
the next segment

XBAG
• Select XBAG for each pax
• XBAG will be held for 72h from time of ancillary addition

B O O K I N G  F L I G H T  – A N C I L L A R I E S  

( X B A G )

Selected option will appear here

To remove XBAG, click on the red 



For each segment, select ancillary for each pax before moving on to 
the next segment

Meals
• Select meal for each pax
• Meals are confirmed once added

B O O K I N G  F L I G H T  – A N C I L L A R I E S  

( M E A L )

Selected option will appear here

To remove meal, click on the red 



For each segment, select ancillary for each pax before moving on to 
the next segment

Special Services Request (SSR)
• Select SSR for each pax - BLND, DEAF, MAAS, WCHR
• SSRs are confirmed once added

Selected option will appear here

To remove SSR, click on the red 

B O O K I N G  F L I G H T  – A N C I L L A R I E S  

( S P E C I A L  S E R V I C E  R E Q U E S T )



B O O K I N G  F L I G H T  – C R E A T E  O R D E R

Summary of selected flight, ancillaries, fare breakdown 
will be displayed before you can select book and hold



A D D  A N C I L L A R I E S  T O  U N T I C K E T E D  B O O K I N G



A D D  A N C I L L A R I E S  T O  U N T I C K E T E D  

B O O K I N G

Seat, XBAG, meals, and special service requests (SSR) can be added to unticketed 
bookings at the order details page

• Ancillary buttons are available on order details page for unticketed bookings
• Ancillaries are added for each segment and each pax
• View more details on adding ancillaries at order details page here



M A N U A L  R E P R I C E



Manual Reprice:
• After 4 days, the fare is automatically repriced
• Agents have the option to manually reprice a booking on hold

• Unticketed bookings
• Ticketed bookings that have been reshopped with deferred 

payment

Manual Reprice with Access Code
• If an access code was input at flight search, it will be displayed 

here
• Access codes cannot be removed once applied

• If no access code was input at flight search, agents can click Edit 
to reprice booking with access code

• Access codes will also be apply if booking is reshopped

• Agents can first check the repriced amount before confirming the 
new pricing​

• Once confirmed there is no rollback to the initial price

M A N U A L  R E P R I C E  O F  F A R E
New!



R E S H O P  U N T I C K E T E D  B O O K I N G



Agents can modify the itinerary of the 
booking before issuance

C H A N G E  O F  U N T I C K E T E D  B O O K I N G



This step indicates the original booking the agent 
would like to change.

C H A N G E  O F  U N T I C K E T E D  B O O K I N G



Modify the itinerary
• Origin
• Destination
• Departure Date

To add a segment, click “+”
To delete the segment, click “-”

C H A N G E  O F  U N T I C K E T E D  B O O K I N G

Unlike the initial Flight Search, cabin class can only be 
selected for the entire itinerary at Reshop



Select the flight options of your choice for each segment.
Fare Type: Agent will be shown the lowest available RBD in that fare family

C H A N G E  O F  U N T I C K E T E D  B O O K I N G



C H A N G E  O F  U N T I C K E T E D  B O O K I N G

Review the new itinerary and view Fare Breakdown / Fare rules



Review any penalties and total fare difference

C H A N G E  O F  U N T I C K E T E D  B O O K I N G

If agents would like to check the price only, they can stop here.
The reshop is committed once agents select “Continue”



C A N C E L  U N T I C K E T E D  B O O K I N G



Unticketed bookings can be cancelled anytime by clicking the “Cancel” button

C A N C E L  U N T I C K E T E D  B O O K I N G



I S S U I N G  T I C K E T S



AGENT 360 operates on a deferred payment flow

1

Book & Hold PNR

2

Make Payment & Issue Ticket

I S S U I N G  T I C K E T S



F O R M  O F  P A Y M E N T S *

Click Issue to Issue Ticket

1

BSP CASH

2

BSP CARD (including UATP)

3

IATA EASYPAY

4

ARC CASH

5

ARC CARD

6

DIRECT CREDIT CARD

Only for US

Note: Form of payments available may differ across countries



B S P  C A S H  A N D  C A R D

BSP Cash BSP Card

Agents are prompted 
to key in relevant card 
information. CVV is 
optional.

Supported card types:
• Amex
• Diners
• Masters
• Visa
• UATP

Multiple card types 
can be used for various 
transactions
e.g. Issue ticket with 
Visa, Reshop booking 
with Amex

IATA agents will view the following FOPs: BSP Cash, BSP Card, IATA EasyPay (temporarily disabled for SG)
Different FOPs can be used for different transactions (e.g. Issue with BSP Cash, Reissue with BSP Card)



M O T O  F O R  B S P  C A R D  
( M A I L  O R D E R  T E L E P H O N E  O R D E R )

What is MOTO?
• Only applicable for BSP Card transactions and not Direct CC 

transactions
• MOTO is checked by default as we assume card-no-present scenario 

(i.e. pax not physically present to provide card details and complete 
3DS2 authentication​)

• Transaction is not subjected to 3DS2 authentication
• MOTO Type

• Mail Order: Pax provides agent with payment details by mail
• Telephone Order: Pax provides agent with payment details by 

telephone

What are the implications of enabling MOTO?
• Please note that agents are liable for any chargebacks (if any) when 

MOTO is selected​ as 3DS2 authentication is not triggered
• It is recommended for agents to uncheck MOTO whenever pax is 

present to provide OTP and proceed with 3DS2 authentication



Select EasyPay

Similar to BSP CC but no MOTO 
applicable.
Agents are prompted to key in 
relevant card information once 
selected.

I A T A  E A S Y P A Y



Direct Credit Card will appear as a FOP for 
non BSP-accredited agents (i.e. TIDS)

D I R E C T  C R E D I T  C A R D



3 D S 2  V E R I F I C A T I O N

• In line with regulatory requirements and to ensure a more 
secure payment process for customers, sellers and the 
airline, Singapore Airlines mandate 3DS2 authentication for 
all BSP Card, IATA EasyPay, and Direct Credit Card 
transactions

• Since Oct 2022, AGENT 360 has transited from 3DS to 3DS2 
payment authentication

• Benefits of 3DS2 over 3DS
☺ Certain flows are “frictionless” and agent will 

successfully pass 3DS2 without having to enter OTP
☺ If 3DS2 session is closed prematurely (e.g. agent 

closes 3DS2 OTP tab) agent can still retry payment



Select BSP CARD

B S P  C A R D



Once ticket is issued, agents will see relevant payment type 
(e.g. BSP, BSP Card) reflected under Payment History

P A Y M E N T  H I S T O R Y



R E S H O P  T I C K E T E D  B O O K I N G S



When using Reshop, please note the following details:

1. Subject to penalty fee waiver (if any) as NDC currently does not support waiver codes. 

2. Please take note of the following Reshop scenarios:

a. If all segments unflown:

• Agents need to select both segments to reshop a specific segment / both segments 

b. If initial segment(s) already flown:

• Agents can reshop unflown segments only

c. If no-show on initial segment(s):

• Reshop buttons will be hidden

• Agent can contact SQ_Assistance for offline servicing

T H I N G S  T O  T A K E  N O T E



C H A N G E  O F  B O O K I N G S

Modify the itinerary
• Origin
• Destination
• Departure Date

To add a segment, click “+”
To delete the segment, click “-”

Unlike the initial Flight Search, cabin class can only be 
selected for the entire itinerary at Reshop

Let’s recap

Select segments to change



Select the flight options of your choice.
Fare Type: Agent will be shown the lowest RBD available in that fare family

C H A N G E  O F  B O O K I N G S
Let’s recap



C H A N G E  O F  B O O K I N G S

Review the new itinerary and view Fare Breakdown / Fare rules

Let’s recap



Reshop with Deferred Payment
For ticketed bookings, agents can choose to reshop and hold for deferred payment. 
Clicking “Reshop and Hold” will commit the reshop and there is no option to revert to the 
original itinerary even though payment has not been made ​.

Reshop with Immediate Payment
To reshop and confirm payment immediately, click “Continue”.

R E S H O P  W I T H  D E F E R R E D  O R  
I M M E D I A T E  P A Y M E N T

Review any penalties and total fare difference.
At this point, the reshop is not committed yet.



When must payment be completed?
For revalidation on hold, agent can confirm the reval before the flight

For reissuance on hold, a new TTL is generated – agent must complete payment 
for reissuance by TTL or inventory is released and a new booking ​ must be made.

How long will the price be locked in?
TST is valid for up to 4 days ​ before it will automatically reprice. This is reflected 
in the price guarantee time limit.
Manual reprice can also be performed.

Click “Confirm Reissue” to make payment for reshop

R E S H O P  W I T H  D E F E R R E D  P A Y M E N T :
R E S H O P  A N D  H O L D

Select payment type for Reshop



Once payment is confirmed, new Transaction ID (e-ticket number) will 
be issued. Payment History will also reflect the reissuance.

C H A N G E  O F  B O O K I N G S



M I X E D  C A B I N  C L A S S  R E S H O P

• At Shopping, mixed cabin class search is supported
• At Reshop, mixed cabin class search is partially supported as NDC only supports 

selecting 1 cabin class for the whole itinerary

At reshop A360 displays offers for selected cabin class + up to the next cabin class depending on availability
• Select Economy→ Economy & Premium Economy offers returned
• Select Premium Economy→ Premium Economy & Business offers returned
• Select Business→ Business & First Class offers returned

Mixed cabin class reshop is only supported within the above limitations



M I X E D  C A B I N  C L A S S  R E S H O P

At reshop A360 displays offers for selected cabin class + up to the next cabin class depending on availability
• Select Economy→ Economy & Premium Economy offers returned
• Select Premium Economy→ Premium Economy & Business offers returned
• Select Business→ Business & First Class offers returned

Mixed cabin class reshop is only supported within the above limitations

Segment 1: SIN-LHR Economy

Segment 2: LHR-SIN Economy

Agent reshop Segment 1 to Premium Economy while maintaining 

Segment 2 at Economy

a. Select Economy as reshop cabin class – Available Econ & 

Premium Econ offers are returned

b. Select Premium Econ offer for Segment 1 and the same 

Economy offer for Segment 2

Example 1 Segment 1: SIN-LHR Economy

Segment 2: LHR-SIN Economy

Agent reshop Segment 1 to Business while maintaining Segment 2 at 

Economy

a. Once Business is selected Segment 2 will also be forced to 

upsell to Business / First Class

b. Offline servicing is required

Example 2



A N C I L L A R I E S  
( S E A T S  /  B A G G A G E  /   M E A L S  /  
S P E C I A L  S E R V I C E  R E Q U E S T S )



1. Added on a segment level after ticketing
2. Cannot be held (so payment & EMDs must be issued immediately)
3. Are non-transferrable, non-exchangeable and non-refundable 

A D D I N G  A N C I L L A R I E S

Ancillaries
• Seat
• XBAG
• Meals
• Special Servicing Requests (SSR)



Hover over the seat map to 
view seat characteristics

A D D I N G  S E A T S

Select segment to add seats



Select Payment option to complete adding of seat.

A D D I N G  S E A T S



Select the desired baggage weight (up to 100kg) / piece 
Price will be updated after selection

A D D I N G  B A G G A G E

1. Select the segment to add baggage.

2. Once baggage has been added, the 
segment will be greyed out



Select Payment option to 
complete adding of baggage.

A D D I N G  B A G G A G E



Once payment goes through, agent will 
see EMD reflected under Order Details.

A D D I N G  B A G G A G E



Select standard meal and Submit

A D D I N G  M E A L S

Select segment to add Standard Meals

Coming soon: SQ Meals and In-flight menu



A D D I N G  S P E C I A L  S E R V I C E  R E Q U E S T S

Special Service Requests:
Select the relevant SSR and enter more details into the 
field if required
• BLND – to request the Airline’s assistance to aid the 

Passenger as they are visually impaired​
• DEAF - to request the Airline’s assistance to aid the 

Passenger as they are hearing impaired​
• WCHR – to request the Airline’s assistance to aid the 

Passenger as they require a wheelchair​
• MAAS – to request the Airline’s assistance to meet 

the Passenger and render assistance​

Select segment to add SSR



V O I D  /  R E F U N D  O F  T I C K E T E D  B O O K I N G S



V O I D  /  R E F U N D  O F  T I C K E T S

Void can be done until 2359 of the same BSP Day 
and no penalty fee is charged. 
Void can only be done for the first issuance.

Void

Refund

After the BSP Day void button is replaced with 
Refund. 



R E F U N D  O F  T I C K E T S

Once a booking has been Refunded, agents will be not be 
able to click the order ID to view order details.

Agents can view the following refund details post-refund​:
• Ticket number
• Ticket status: RF
• Settlement Authorisation Code​ (SAC)
• Amount refunded

Refunds can also be performed in the case of a no-show.
Please note that reissuance is not supported in the case of a 
no-show.



O R D E R  M A N A G E M E N T



V I E W  O R D E R  D A S H B O A R D

Click on Orders to view 
summary of orders

Click Order ID to load Order details



V I E W  O R D E R  D E T A I L S

Price guarantee time limit: Date to issue ticket by before fare is auto-repriced. 
This takes into consideration any special sales period.

Ticketing time limit (TTL): Date to issue ticket before inventory expires

Unticketed Booking

Ticketed Booking

Endorsement Text: Any remarks entered in the free text / remarks 
field during booking creation and issuance



E N D O R S E M E N T  B O X

Details entered in endorsement box appears on eTicket

ARD



V I E W  O R D E R  D E T A I L S

Unticketed Booking

Ticketed Booking

Fare breakdown and fare rules can be viewed again

Email eTicket: Resend eTicket to agent

Send Itinerary: Send itinerary to agent which can be 
forwarded to pax



For unticketed bookings, you can email a copy of the itinerary which can 
then be forwarded to pax

• Agent email entered in booking
• Agent’s A360 registered email

Option to mask fares regardless of fare type booked
• Taxes will still be displayed

U N T I C K E T E D  B O O K I N G S  
- S E N D  I T I N E R A R Y



You will receive an email from agent_360@singaporeair.com.sg

U N T I C K E T E D  B O O K I N G S  
- S E N D  I T I N E R A R Y

​​Itinerary attached as .pdf

Fares have been masked in this example

mailto:agent_360@singaporeair.com.sg


Once tickets are issued, SQ will send an e-ticket to the agent and pax emails in the 
booking. You can resend eTickets on AGENT 360 by clicking “Email eTicket” on Order 
Details page.

Select between the following emails as the recipient email
1. Agent’s registered AGENT 360 email
2. Agent email entered in booking

In the first eTicket sent out after issuance, only IT fares are masked
In the resent eTicket sent on AGENT 360 you have the option to mask fares regardless 
of fare type booked
• Taxes will still be displayed

T I C K E T E D  B O O K I N G S  
- R E S E N D  E T I C K E T



You will receive an email from agent_360@singaporeair.com.sg

T I C K E T E D  B O O K I N G S  
- R E S E N D  E T I C K E T

​​E-ticket attached as .pdf

Fares have been masked in this example

mailto:agent_360@singaporeair.com.sg


V I E W  O R D E R  D E T A I L S

Click Transaction ID to view eTicket



B O O K I N G  T R A N S A C T I O N  S T A T U S

Click Transaction ID to view eTicket

Transaction Status What it means

Hold Tickets have not been issued yet

Cancelled Unticketed booking is cancelled

Reshop on hold - UNTKT Unticketed booking with changes made (e.g. change date, itinerary)
Tickets have not been issued yet

Confirm Tickets are issued

Void Ticketed booking voided within same BSP day

Refunded Ticketed booking refunded (after 1 BSP day)

Reshop on hold - TKT Ticketed booking with changes made (e.g. change date, itinerary)
Tickets have not been re-issued yet

Void/Cancelled Booking has been cancelled outside of AGENT 360
• As AGENT 360 has no visibility on whether it was a cancellation/void/refund, 

status displays as void/cancelled



Agents can Split PNR for unticketed / ticketed bookings with multiple pax 
and continue to service bookings as separate PNRs after splitting.

Select the passenger(s) to split into a separate PNR for. Selected names will 
be in the booking with the same original PNR. This is will be recorded as 
the Parent order ID.

S P L I T  P N R



Original PNR is the PARENT booking 
Associated CHILD booking order ID is also displayed

S P L I T  P N R  – P A R E N T  P N R



Child’s booking will have a New PNR 
Associated PARENT booking Order ID is also displayed

S P L I T  P N R  – C H I L D  P N R



HK

F L I G H T  S C H E D U L E  C H A N G E S

Flight Status
• In most cases, pax will be reaccommodated to a new flight which will be displayed on AGENT 360 with status "HK"​
• If flight is cancelled and pax was unable to be reaccommodated to a new flight, original flight status will be displayed on 

AGENT 360 with status "UN". Please approach your local Station for offline re-booking.​

When there is a schedule change, SQ will 
send a notification to pax and agent 
emails in booking. ​

On AGENT 360, schedule changes are 
summarised on AGENT 360 Dashboard 
and affected bookings will show an 
indicator.​



F L I G H T  S C H E D U L E  C H A N G E S :
S E L F  R E - A C C O M M O D A T I O N

Agents can self re-accommodate flights that have been disrupted instead of seeking 
assistance from your local SQ office. 

When an involuntary schedule change occurs, agents have 3 options:
1. Accept change - Itinerary will be updated to new flights
2. Reissue without penalties
3. Refund without penalties

Booking can continue to be serviced after one of these options are selected.

New!



R E P O R T S



B O O K I N G  R E P O R T

Filters
• Date
• IATA number
• Corporate booking (if Corp ID was entered in booking)

Booking Report

EMD Report

Filters
• Date
• Order ID



T I C K E T  R E P O R T

Filters
• Ticket issue date
• Departure date
• PNR
• IATA number
• Corporate booking (if Corp ID was entered in booking)

Indicator for imported PNRs 
and the type of servicing 

Coming soon: 
User and Team information in Reports



C R O S S - C H A N N E L  S E R V I C I N G



• AGENT 360 allows travel agents who make NDC bookings 

outside AGENT 360 to import and service them based on 

AGENT 360’s servicing capabilities

• Once transacted in AGENT 360, the updates will reflect in 

the agent’s original ticketing system only if the platform 

allows this capability. This is not managed by A360 and is at 

the discretion of the NDC provider

C R O S S - C H A N N E L  S E R V I C I N G



When performing Cross-Channel Servicing, please note the following details:

1. Agents can import any ticketed NDC PNR into AGENT 360 issued and settled (e.g. BSP Cash, BSP Card, IATA EasyPay, 

or Direct CC)

2. Once PNR is imported it can be serviced based on AGENT 360’s servicing capabilities

• Refund

• Reissuance / Revalidation

• Split PNR

• Add ancillaries

Not supported for Cross-Channel Servicing:

• Unticketed bookings

• Void Booking – Bookings can only be voided in the original platform it was created on

C R O S S - C H A N N E L  S E R V I C I N G



Agents will need to enter the following 
details
• NDC PNR
• Last name
• IATA number

A360 will validate if these 3 fields match

C R O S S - C H A N N E L  S E R V I C I N G

1. Go to Order Management
2. Select Orders,
3. Select Import PNR 



S Y N C  A G E N T  3 6 0  W I T H  
A G E N C Y  M I D / B A C K - O F F I C E  A C C O U N T I N G  S Y S T E M S



S Y N C  W I T H  A G E N C Y  
A C C O U N T I N G  S Y S T E M

Under Accounting System, agents can link AGENT 360 with their agency 
accounting systems to automatically download AGENT 360 transaction 
files

How does the sync work?

• For each transaction that occurs for a PNR (e.g. issue, reissue, pay for 

ancillaries), transaction information is captured and stored into a file​

• Tedious for agencies to download each PNR's transaction file one by 

one and feed it into their accounting system​

• Hence, A360 developed a way for agencies to easily sync transaction 

files directly to agency accounting systems​ whenever a transaction 

happens

Agency Accounting 
System

Transactions



S Y N C  W I T H  A G E N C Y  
A C C O U N T I N G  S Y S T E M

How to set-up the sync?
Agents will need to download and complete a file set-up to link 
AGENT 360 with their accounting system

Stations can email agent360_support to help request for a unique 

Queue Number

• Specify IATA(s) that the agent would like to sync

e.g. If 2 IATAs are specified, transactions made under both IATAs will be 

synced to agency accounting system

Download appropriate set-up file based on what programme

agency has access to

• If agency has access to Java → download .jar file setup

• If agency has access to AdobeAIR → download .air file setup

1

Input Queue number and destination folder for transaction files 

to download into and Connect.

Transaction files will now auto-download into the destination 

folder which can be fed into accounting system

Queue Number

Destination Folder

2

3

Please reach out to Sarah and Emilie for any interested 
agents who want to test the .JAR and .AIR file



S U B A G E N T - C O N S O L I D A T O R  F L O W
( W I T H I N  A G E N C Y )



S U B A G E N T - C O N S O L I D A T O R  F L O W
( W I T H I N  A G E N C Y )

• AGENT 360 supports a subagent-consolidator delegation flow within the agency
• Consolidator can set-up a team to invite subagent users to register under their Master account

ABC International Tours
IATA 1

Master A
Consolidator

Team 1
Subagent

IATA 1

Team 2
Consolidator

IATA 1

Admin B Admin E

User FUser C
Delegate booking to 
consolidator to ticket



T H I N G S  T O  N O T E  W H E N  
O N B O A R D I N G  S U B A G E N T S

ABC International Tours
IATA 1, TIDS 2

Master A

Team 1
Subagent

IATA 1, TIDS 2

Team 2
Consolidator

IATA 1

Admin B Admin E

User FUser C

• Consolidator should not register subagent’s TIDS code as the PSAA should be accepted on an entity level
• Instead, the consolidator should grant the subagent team access to their IATA and set access controls to limit their booking portal functions
• Subagents can only use 1 consolidator as only 1 email address can be used to register on AGENT 360

ABC International Tours
IATA 1

Master A

Team 1
Subagent

IATA 1

Team 2
Consolidator

IATA 1

Admin B Admin E

User FUser C

Grant access to consolidator IATA Do not register Subagent’s TIDS code



A C C E S S  C O N T R O L S



S E T T I N G  A C C E S S  C O N T R O L S

• By default, all users in the agency will get access to all booking portal functionality (e.g. book, issue etc.)
• Master can see all agency transactions
• Admin can see team transactions
• User can see individual transactions only

• Master can set access controls to determine what booking portal functionality to grant a user / admin under 
Setup Configuration > Access Controls

• Click Add to create an access control role and decide what functionality the role can do

By default, only the Master will see this section



S E T T I N G  A C C E S S  C O N T R O L S

Step 2: Agent should select the functions they want the role to have access to and Submit
• Selecting the function will display the relevant button for that functionality and vice versa

Step 1: Give the access control role a name

Book and Hold

ticketed bookings for reshop and holdand hold



S E T T I N G  A C C E S S  C O N T R O L S -
C R E A T E  B O O K I N G

Step 2: Agent should select the functions they want the role to have access to

If Book and Hold is enabled If Book and Hold is disabled

• Book and Hold ticket button is hidden
• Users can only price fares

• Users can book and hold an unticketed booking

Book and Hold

ticketed bookings for reshop and holdand hold



S E T T I N G  A C C E S S  C O N T R O L S  -
I S S U E

If Issue is enabled If Issue is disabled

• Issue button is hidden• Users can issue an unticketed booking 

Book and Hold

ticketed bookings for reshop and holdand hold

Step 2: Agent should select the functions they want the role to have access to



S E T T I N G  A C C E S S  C O N T R O L S  -
C A N C E L

If Cancel is enabled If Cancel is disabled

• Cancel button is hidden• Users can cancel an unticketed booking – this will release the inventory held 

Book and Hold

ticketed bookings for reshop and holdand hold

Step 2: Agent should select the functions they want the role to have access to



S E T T I N G  A C C E S S  C O N T R O L S  -
R E S H O P

If Reshop is enabled If Reshop is disabled

• Reshop button is hidden 
for ticketed bookings

• Users can reshop / modify a ticketed booking 

Book and Hold

ticketed bookings for reshop and holdand hold

Step 2: Agent should select the functions they want the role to have access to



S E T T I N G  A C C E S S  C O N T R O L S  –
R E S H O P  O N  H O L D

If Reshop On Hold is enabled If Reshop On Hold is disabled

• Cannot reshop unticketed
booking 

• Users can reshop / modify an unticketed booking 

Book and Hold

ticketed bookings for reshop and holdand hold

Step 2: Agent should select the functions they want the role to have access to



S E T T I N G  A C C E S S  C O N T R O L S  –
C O N F I R M  R E I S S U E  F O R  R E S H O P  O N  H O L D

If Confirm Reissue for reshop and hold is enabled

If Confirm Reissue for reshop and hold is disabled

• Cannot make payment after agent reshop a ticketed booking with deferred payment

If agent reshops a ticketed booking and select “reshop and hold” for deferred payment, they will need to confirm reissuance by making payment 

Book and Hold

ticketed bookings for reshop and holdand hold

Step 2: Agent should select the functions they want the role to have access to



S E T T I N G  A C C E S S  C O N T R O L S  –
R E S H O P  W I T H  I M M E D I A T E  P A Y M E N T

If Reshop with immediate payment is enabled If Reshop with immediate payment is 
disabled

• Cannot reshop with immediate payment

Agent can click Confirm to reshop ticketed booking and pay immediately

Book and Hold

ticketed bookings for reshop and holdand hold

Step 2: Agent should select the functions they want the role to have access to



S E T T I N G  A C C E S S  C O N T R O L S  –
M A N U A L  R E P R I C E

If Manual Reprice is enabled If Manual Reprice is disabled

• Cannot manual repriceAgent can manually reprice bookings on hold which will generate a new TST

Book and Hold

ticketed bookings for reshop and holdand hold

Step 2: Agent should select the functions they want the role to have access to



S E T T I N G  A C C E S S  C O N T R O L S  –
V O I D  /  R E F U N D

If Void is enabled
If Void / Refund is disabled

• Cannot perform void and refund respectively

• Void ticketed bookings within the same BSP day

Book and Hold

ticketed bookings for reshop and holdand hold

If Refund is enabled • Refund ticketed bookings

Step 2: Agent should select the functions they want the role to have access to



S E T T I N G  A C C E S S  C O N T R O L S  –
A N C I L L A R I E S

If Seat / XBAG / SSR / Meal is enabled

If Seat / XBAG / SSR / Meal is disabled

• Respective buttons are hidden

• Respective buttons will show
• Paid ancillaries (Seats, XBAG) cannot be held and need to be paid for immediately 

Book and Hold

ticketed bookings for reshop and holdand hold

Special Service 
Requests (e.g. WCHR)XBAG Meals

Step 2: Agent should select the functions they want the role to have access to



S E T T I N G  A C C E S S  C O N T R O L S  –
R E S E N D  E T I C K E T  &  S P L I T  P N R

If Split PNR is enabled If Split PNR / Resend e-ticket is disabled

• Respective buttons are hidden• Agent can split unticketed and ticketed PNRs with more than 1 pax

Book and Hold

ticketed bookings for reshop and holdand hold

If Resend e-ticket is enabled

• Agent can resend e-ticket to his own or pax email in the booking

Step 2: Agent should select the functions they want the role to have access to



Book and Hold

ticketed bookings for reshop and holdand hold

S U B A G E N T S :  R E C O M M E N D E D  
A C C E S S  C O N T R O L S

For subagents, we recommend setting up a role like this where all functionalities involving payment are 
unselected

It is recommended for the Master (consolidator) to create a team for subagents to join as admins/users



S E T T I N G  A C C E S S  C O N T R O L S -
C R E A T E  A N D  A S S I G N  R O L E

• Master can delegate some users to help create and assign roles
• Users tagged to this role can access Setup Configuration > Access Controls and help create 

/ assign roles within their Team

If Create and Assign Role is enabled If Create and Assign Role is 
disabled

• Users will not see Setup 
Configuration > Access 
Controls

Book and Hold

ticketed bookings for reshop and holdand hold

Step 2: Agent should select the functions they want the role to have access to



T A G G I N G  U S E R S  T O  A N  A C C E S S  C O N T R O L  R O L E



T A G G I N G  U S E R S  T O  A N  A C C E S S  
C O N T R O L  R O L E

Step 1: Click Add to create role
Step 2: Agent to select the functions they want the role to have access to and submit
• Once the role has been created, agent will see a success confirmation
• Agent can edit the functions granted to the role after creating the role

Agent can still edit the functions 
granted to the role after creation

Step 3: Tag / Assign users to the role



T A G G I N G  U S E R S  T O  A N  A C C E S S  
C O N T R O L  R O L E

Master

Who can the Master tag?
• Only users / admins who have accessed the booking portal before will appear here. As a 

best practice, we recommend users/admins to verify they can access the booking portal 
access once they are invited to the team

• Master will view all users in the agency and can tag anyone in any team to the role
• Master will have access to all functions and cannot be assigned a role

Delegate granted access to 
create and assign roles

If a user is granted access to create and assign roles, who can they tag?
• Can only assign roles to others admins/users in the same team
• Users will not be able to change their own assigned role



T A G G I N G  U S E R S  T O  A N  A C C E S S  
C O N T R O L  R O L E

Subagents can create bookings and share with the consolidator for ticketing

• By default, what bookings an agent can view & service depends on Master / Admin / User role:
• Master: All agency transactions
• Admin: All team transactions
• User: Individual transactions only

• Bookings can be shared within the agency by clicking Share Booking on the order details page



S H A R E  B O O K I N G S



S H A R E  B O O K I N G S

• By default, agents can view bookings depending on their Master / Admin / User role:
• Master can see all agency transactions
• Admin can see team transactions
• User can see individual transactions only

• Bookings can be shared within the agency by clicking Share Booking on the Order 
details page



Admin B

User C

Team 2

Admin E

User F

S H A R I N G  B O O K I N G S

ABC International Tours
IATA 1, IATA 2, IATA 3

Master A

Team 1
Subagent

IATA 1

Team 2
Consolidator
IATA 1, IATA 3

Admin B Admin E

User FUser C

User D

Example 1 – All teams have access to IATA 1

User D creates booking (under IATA 1)
Booking can be shared with everyone in the agency

Who can bookings be shared with?
1. Only users who have accessed the booking portal before will appear 

here
• As a best practice, we recommend users/admins verify they can 

access the booking portal access once they join the team

2. Bookings can be shared with other users who have access to a common 
IATA with the requestor
• Master can share with everyone in the agency
• We recommend granting the consolidator and subagent teams 

access to the booking/ticketing IATA and set up access controls to 
limit the subagent’s functions  



Admin B

User C

Team 2

S H A R I N G  B O O K I N G S

ABC International Tours
IATA 1, IATA 2, IATA 3

Master A

Team 1
Subagent

IATA 1

Team 2
Consolidator
IATA 2, IATA 3

Admin B Admin E

User FUser C

User D

Example 2 – Teams do not have a common IATA

User D creates booking (under IATA 1)
Booking can be only be shared within Team 1 as Team 2 
does not have any common IATAs

Who can bookings be shared with?
1. Only users who have accessed the booking portal before will appear 

here. As a best practice, we recommend users/admins verify they can 
access the booking portal access once they join the team

2. Bookings can be shared with other users who have access to a common 
IATA with the requestor
• Master can share with everyone in the agency
• We recommend granting the consolidator and subagent teams 

access to the booking/ticketing IATA and set up access controls to 
limit the subagent’s functions  



Admin B

Admin B

Admin B

Admin B

User D

V I E W  S H A R E D  B O O K I N G S

• Shared bookings will appear in the recipient’s order management page
• You can see which user created the order by referring to “Booked by” 
• Recipients can view and service the booking with the booking function 

capabilities they have access to



S E R V I C I N G  S H A R E D  B O O K I N G S

• When servicing, recipients must select an IATA from a drop-down 
list of their AGENT 360 registered IATAs:
• Issue
• Reshop
• Add seats
• Add XBAG
• Add special service request
• Add meals

• For AGENT 360 bookings, any IATA / TIDS / ARC codes from the 
same country can be selected as transactions must be done in 
the same currency as the booking currency

• For imported bookings, only the booking IATA / TIDS / ARC can 
be selected for servicing as AGENT 360 only allows bookings to be 
imported and hence serviced by users with access to the 
booking/ticketing code 

Regardless of whether agents want to share AGENT 360 or imported booking, we recommend: 
• Granting the consolidator and subagent teams access to consolidator’s IATA
• Set up access controls to limit the subagent’s functions 

For imported bookings, please select the IATA / TIDS / ARC code that was used to create the booking only



O R D E R  H I S T O R Y

• An order history is now visible on the order details page for all bookings
• Email
• Type of servicing done

• OrderCreate: Booking created
• AirDocIssue: Ticket issued
• OrderChange: Reshop / add ancillaries

• IATA number



User C

Team 2

Admin E

User F

S H A R E  /  U N S H A R E  B O O K I N G S

• Bookings can be unshared by unselecting the user
• Recipients can also help share the booking with other users who meet the following 

conditions
• Users who have accessed the booking portal before
• Users who have access to a common IATA with them



S U M M A R Y

Master Admin User Remarks

What bookings can 
be viewed / 
serviced?

All bookings in 
agency

All bookings in team Individual bookings 
only

Bookings can also be 
shared within the 
agency across teams

Can set Access 
Controls?

Yes Only if Master grants 
admin a role that can 
create/assign roles

Only if Master grants 
user a role that can 
create/assign roles
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Prime Bookings 1. One-way
2. Round-trip
3. Open-jaw
4. Multi-city (up to 6 bounds)

Carriers 1. SQ
2. Codeshare Partners
3. Interline

Fare Types 1. NDC Fares
2. Public Fares (e.g. SQTR fares)
3. Private/Corporate Fares
4. Promo Fares

Pax Type 1. FIT (1-9 pax)
2. ADT, CHD, INF, SEA, STU
3. PTCs: SEA, STU, B15, OFW, IIT, INN, ITF, ITS, LBR, 

LNN, LIF, JCB, JNN, JNS, JNF, VFR, NTL, MIL, INE, INS

Payment 1. BSP Cash
2. BSP CC (including UATP)
3. Direct Credit Card
4. EasyPay
5. ARC Cash
6. ARC CC

Servicing 1. Cancel
2. Void / Refund
3. Reshop unticketed and ticketed bookings 

(single inventory)
4. Reshop ticketed bookings with deferred / 

immediate payment 
5. Manual Reprice
6. Split unticketed / ticketed PNR
7. Cross-Channel Servicing (Import PNR)

Ancillaries 1. Chargeable seats
2. Excess Baggage
3. Meals (Standard meals)
4. Special Service Requests

Subagent-
Consolidator Flow

Subagent register under 1 consolidator
• Consolidator set-up team for each 

subagent

Offline Servicing via 
SQ_Assistance
mailbox

1. Modify Pax information (e.g. FF number)
2. Remove ancillary that has been added on 

A360 (e.g. selected seat)
3. Open ticket

This list is non-exhaustive

I N  A  N U T S H E L L

mailto:sq_assistance@singaporeair.com.sg


Type of Booking Split PNR
Manual 
Reprice

Void
Cancel / 
Refund

Reshop
deferred / 
immediate 
payment

Add Seats Add XBAG Add Meals Add SSR

AGENT 
360 

Booking

Unticketed Y Y N
Y

Cancel
Y Y Y Y Y

Ticketed Y N
Y

Within same 
BSP day

Y
Refund

Y Y Y Y Y

Imported 
Booking

Unticketed Cannot be imported

Ticketed Y

Y
For 

reshopped
bookings 

with deferred 
payment

Bookings 
must be 
voided in 
original 
channel

Y Y Y Y Y Y

S U M M A R Y  O F  A G E N T  3 6 0
S E R V I C I N G  C A P A B I L I T I E S

NEW!



If Agent have feedback for us for the following: Agents can reach out to us via the following platform:

General feedback or compliments
Submit via AGENT 360 Feedback form located at the bottom of AGENT 360 
website​.

AGENT 360 Technical Support​

Email: agent360_feedback@singaporeair.com.sg with:
1. Description of issue
2. Email address, IATA number used & PNR (if applicable)
3. Screenshots where applicable
4. Browser version

NDC servicing that cannot be self-serviced via the 
AGENT 360 NDC Booking Portal

Email: sq_assistance@singaporeair.com.sg ​ or via Station Sales Ops team

C O N T A C T  S U P P O R T

mailto:agent360_feedback@singaporeair.com.sg
mailto:sq_assistance@singaporeair.com.sg


Please reach out to your local SIA Sales Office 
for questions or clarifications. 
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THANK YOU!
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