
AGENT 360 SRF Changes & Introduction to

Smart Search

Dear Trade Partners,

SRF Changes for Name Correction and Refund with Fee Waiver

Effective 14 March 2026, the following process change will take place for

Name Correction and Refund with Fee Waiver SRFs for NDC bookings.

All Name Correction and Refund with Fee Waiver requests must continue

to be submitted via the respective Service Request Forms (SRF) on AGENT

360. When putting in the request for NDC Bookings, please check the

NDC Booking checkbox. By doing so, your request will be assessed and if

approved, the name correction/refund will be processed on your behalf.
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NDC Checkbox available for indication of NDC Bookings on Name Correction

and Refund with Fee Waiver SRFs.

Name Correction

Agents will receive processing updates via email on top of the existing

SRF status email updates.

1. For requests with “Status: Approved; Processing Success” and

“Status: Approved: To be processed by SQ Sales Ops”, no further

action is required. Please verify that the passenger’s name change

has been made accurately.

2. For requests with “Status: Approved: Processing Failed”, please

refer to the guidance in the email or reach out to your respective

Sales Ops via email with the email attached for further assistance.



Refund Fee Waiver (NDC Tickets)



Agents will receive processing updates via email on top of the existing

SRF status email updates.

1. Upon approval, for bookings settled via BSP or direct settlement,

SQ will process the refund. Please keep a lookout for email updates

(Sample 1). Should processing fail, please refer to the guidance in

the email (Sample 2).

2. Refunds with waivers for NDC bookings are now automated,

eliminating the need for manual RA processing. This enhancement

currently applies to fully unutilized NDC tickets.

3. Please note that partially utilized tickets with waivers will continue

to undergo manual RA processing for the time being.

4. Both sample email updates for the processing of Refund with Fee

Waiver are as below.

Sample 1



Sample 2

Introduction to AGENT 360 Smart Search

Access the new search feature via the search icon on the top right-hand

corner. Powered by Generative AI, the search feature is enabled to give

response to questions on AGENT 360 usage and general Singapore

Airlines policy. The scope of the feature will expand over time.

Generative AI can occasionally produce inaccuracies. We recommend

verifying key information and welcome your feedback to help refine our

responses.

Access the AGENT 360 Smart Search feature via the search icon on the header

and submit your question

Please contact your local SIA Account Manager if you have any queries.
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