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Dear WU® Agent:

We are making changes to the Send Money Transaction flow only for transactions that
experience a delay. These changes will make it easier to communicate to the customers their
next steps with Western Union in the transaction journey.

If a transaction is delayed by Western Union the following pop-up box will appear over the
transaction summary page.
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Please read the message that appears in red box to the customer.

Next, confirm or add the customer’s mobile phone number. If the customer provides a new
mobile number please confirm with the customer if they want to receive service related text
messages.
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If the customer agreed to receive text messages they will receive a text message with
instructions on their next steps and transactions status updates. Once you have read and
confirmed with the customer click the yellow button to close the pop-up box. Please ensure
the contact information is correct before closing the box.

If a customer has questions regarding their delayed transaction, please direct them to
contact Western Union.




