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1. Agent Reactivation

On the AgentPortal login page, the user can submit a request to reactivate a suspended account. 

1.1 Agent Reactivation

1.	 Go to WU Support, Vigo Support or OV Support depending on the brand of the Account to be reactivated.
2.	 Select Agent Reactivation.
3.	 Enter all mandatory fields. 

•	 The Operator ID and Terminal ID information must be a valid operator and terminal under the Account Number 
that is being reactivated

4.	 Click on Submit.

5.	 Once the system validates the accuracy of the data, an email will be sent to GSGI Team to proceed with the request.  
•	 The team will get in touch with the user via email. 
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2. Home Page

Through the use of self-service tools, AgentPortal helps Agents save time when they:

•	 Manage Operator passwords
•	 Manage Terminals
•	 Manage Locations
•	 Manage Temporary Daily Limits

•	 Manage Temporary Transaction Limits
•	 Access the Agent Academy’s online training
•	 Read important Western Union® communications
•	 Access useful forms

2.1 AgentPortal: Why Call When You Can Click?
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3. Login

1.	 Go to https://wuagentportal.westernunion.com/ap/login.do
2.	 Enter the Username and type your Email Address, and Password.
3.	 Click Submit.

4.	 Answer your security questions.
5.	 Click Submit to enter the site.

3.1 Login Process

Please note that the user account is locked after 3 invalid login attempts 
(Email Address, Password, or Security Question).  
In case of a locked account, contact the  
AgentPortal User’s Support team:  
INTL-APUserSupport@westernunion.com or  
call the Toll Free: 1-732-694-1350 (24/7).
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4. My Profile

On the My Profile section (located at the top right corner) the user can manage the following details of their AgentPortal 
access: 

4.1 My Profile

1.	 Change Password
2.	 Change Security Details
3.	 General Information

•	 Changing the Password: 
	� Click on Change Password link
	� Enter the One Time Pin (OTP) sent to your registered email to validate your request. (If your OTP has not arrived yet 	     

to your inbox, wait a few minutes before re-generating a new one)
	� Enter the old password, the new password and then confirm the new password
	� Click on Change Password

•	 Changing the Security Details:
	� Click on Change Security Details link
	� Enter the One Time Pin (OTP) sent to your registered email to validate your request. (If your OTP has not arrived yet to 

your inbox, wait a few minutes before re-generating a new one)
	� From the list of 13 questions, answer at least five questions 
	� Click on Submit button 
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•	 AgentPortal synchronizes with the data base three times a day.
	� 3:00 AM EST
	� 7:00 AM EST
	� 3:00 PM EST

•	 After the synchronization, updated data (locations, operators and terminals) will be available in the system.
•	 Operator Add requests: After the request is shown as completed in AgentPortal, it takes one hour for the operator to be 

reflected in WUPOS TM.
•	 Operator Reset requests: After the request is shown as completed in AgentPortal, it takes 20 minutes for the reset to be 

reflected in WUPOS. TM

5. My Requests*

On the AgentPortal home page, choose 
My Requests tab to:

•	 Manage Operators
•	 Manage Terminals
•	 Manage Locations
•	 Manage Temporary Daily Limits
•	 Review Request History

5.1 My Requests*

* The requests you visualize in your AgentPortal may vary depending on the level of 
access you have

5.2 AgentPortal Synchronization Times

1.	 Click Add Location.
2.	 Answer to the question displayed by the system  

(Click over the option that fits with your need):
•	 Are you adding a new location to an existing 

company?
•	 Are you creating a new company/Sub-Agent?

5.3 Adding a location*
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* Once you click on Add Location, the system will display a pop up window with two 
different options



Adding a new location to an existing company.
1.	 Enter the following details:
•	 Company Details (Select your company)
•	 General Information: 

	� Location Name
	� Full Address
	� Latitude & Longitude
	� Phone
	� Fax
	� Type of Business
	� Type of Service
	� Hours of Operation: 

 
Incorrect format: 06:00 AM - 08:00 PM 
Correct format: 0600 – 2000 
 
	 0000 – 0000 = Closed 
	 0000 – 2359 = Open all day

	� Equipment
•	 Operator ID: 

	� Last Name
	� First Name
	� Admin rights 
	� ID of all Operators to be added
	� Live Mode 

 
NOTE: If the “Live Mode” field is left 
unchecked, the “Training Mode” will be 
assigned as default to the Operator

2.	 Click Submit.
3.	 The system will give you a unique Request Number 

that you can use to track the progress of your request.

 My requests section

The amount of fields present in the screenshot  
may vary depending on your country

5.3.1 Adding a location under an existing company

5.3.2 Creating a new company / Sub-Agent
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5.4 Modifying a location

 My requests section

1.	 Enter the Account Number for the Location to modify.
2.	 Click Modify Location.
3.	 Update the Location General Information (such  

as location name, address, latitude & longitude, phone 
number and/or fax number).

4.	 Click Submit.
5.	 The system will give you a unique Request Number that 

you can use to track the progress of your request.
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5.5 Suspending a location

 My requests section

1.	 Enter the Account Number of the Location to suspend.
2.	 Click Suspend Location.
3.	 Review information of the account to suspend.
4.	 Click Suspend Location.
5.	 The system will give you a unique Request Number that you 

can use to track the progress of your request.
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1.	 Enter the Account Number. 
2.	 Click Modify Operator ID.
3.	 Select the Operator ID to be modified.
4.	 Click Modify Operator ID.
5.	 The Operator name and password, Admin rights, and 

Live Mode can be changed while keeping the same 
Operator ID. 
NOTE: If the “Live Mode” field is left unchecked, the 
“Training Mode”” will be assigned as default to the  
Operator

6.	 Click Submit.
7.	 The system will give you a unique Request Number that 

you can use to track the progress of your request.

5.6 Adding an operator

5.7 Modifying an operator

 My requests section

1.	 Enter the Account Number.
2.	 Click Add Operator ID.
3.	 Add the last name, first name, Operator ID, if the Op-

erator is an Admin. and if the operator is on Live Mode.
4.	 Click Submit.
5.	 The system will give you a unique Request Number that 

you can use to track the progress of your request.
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5.8 Deleting an operator

1.	 Enter the Account Number.
2.	 Click Delete Operator ID.
3.	 Select the Operator ID to be deleted.
4.	 Click Delete Operator ID.
5.	 Review the Operator information to delete.  

Click Delete Operator ID. 
6.	 The system will give you a unique Request 

Number that you can use to track the prog-
ress of your request.

 My requests section
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5.9 Downloading Operator list reports

5.10 Adding a terminal ID

 My requests section

1.	 Enter the Account Number. 
2.	 Click on Download OP ID List .
3.	 Filter based on the needs you have.
4.	 Select the File Type (Excel or CSV). 
5.	 Click on Download Report.
6.	 Save the file locally.

1.	 Enter the Account Number.
2.	 Click Add Terminal ID.
3.	 Enter number of terminals to add (5 max) in Number of 

Terminals to Add field.
4.	 Select the Terminal Type.
5.	 Click Submit.
6.	 Enter the One Time PIN (OTP) sent to your registered email 

to validate your request. (If your OTP has not arrived yet 
to your inbox, wait a few minutes before re-generating a 
new one.)

7.	 Click Submit.
8.	 The system will give you a unique Request Number that 

you can use to track the progress of your request.
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5.12 Deleting a terminal ID

5.11 Modifying a terminal ID

1.	 Enter the Account Number.
2.	 Click Delete Terminal ID.
3.	 Select the Terminal ID to be deleted.
4.	 Click Delete Terminal ID.
5.	 Confirm Terminal deletion in dialog box by clicking OK.
6.	 The system will give you a unique Request Number that 

you can use to track the progress of your request.

1.	 Enter the Account Number and click  
Modify Terminal ID.

2.	 Select the Terminal ID to be modified from the list 
and click Modify Terminal ID.

3.	 Enter the new Foreign Terminal ID. 
4.	 Choose Submit. To confirm the change, click OK in 

the pop up dialog box.
5.	 The system will give you a unique Request Number that 

you can use to track the progress of your request.

 My requests section
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5.13 Temporary Daily Limit Management (TDLM)

 My requests section

1.	 Enter Account Number.
2.	 Choose between Increase Limit and Decrease Limit.
3.	 Click Change Limit.
4.	 Enter the following:

	� Increase Amount: 
	− Enter the amount to increase the Daily Limit.  

Example: If entering 50 and current limit is 100,  
new Daily Limit will be 150.  
Hours: Enter the time the increase will be  
available until. 

	− Click Submit. 

Instructions continues in next page
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5.13 Temporary Daily Limit Management (TDLM)

 My requests section

	− Enter the One Time Pin (OTP) sent to your 
registered email to validate your request. (If 
your OTP has not arrived yet to your inbox, 
wait a few minutes before re-generating a 
new one)

	− Click Submit. 
	� Decrease Amount: 

	− Enter the amount to decrease the Daily Limit. 
Example: If entering 50 and current limit is 100, 
new Daily Limit will be 50.  
Hours: Enter the time the decrease will be  
available until. 

	− Click Submit.

How to use AgentPortal - International

 

17WESTERN UNION© 2020Western Union Holdings, Inc. All Rights Reserved. CONFIDENTIAL.



5.14 Temporary Transaction Limit Management (TTLM)

 My requests section

1.	 Enter Account Number.
2.	 Click Change Limit.
3.	 Enter the following:

	� Increase Amount: Enter the amount to increase 
the temporary transaction Limit.

	� Hours: Enter the time the increase will be available 
until.

4.	 Click Submit.
5.	 Enter the One Time Pin (OTP) sent to your registered 

email to validate your request. (If your OTP has not 
arrived yet to your inbox, wait a few minutes before 
re-generating a new one)

6.	 Click Submit.
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5.15 Mass Uploads

3.16 Additional requests

Mass uploads will allow you to create Locations, Opera-
tors and/or Terminals massively.
•	 Click the type of request: 

	� Locations
	� Operators
	� Terminals

Click the type of request:
	� Emailed Requests 
	� Customer Forms 
	� Banner Messages 
	� Request History 
	� Reports

 My requests section

Additional Requests may vary based 
on Agent’s designated access. 
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5.17 Adding a Quick Pay subscriber

1.	 Click Add Quick Pay Subscriber.
2.	 Fill out the form with all the required Agent’s information.
3.	 Click Submit. 

 My requests section
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6. Request History 

Request History section shows all requests submitted through AgentPortal.

6.1 Request History 
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Find all the information on trainings about the different 
tools and platforms Western Union offers as well as the 
guidelines to take advantage of them.

7. Content Sections

Learning Tools

Find the latest software updates, reports, alerts and 
documentation for the Voyager application.

Reporting
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Find the latest software updates, reports, alerts and  
documentation for the Voyager application.

Fraud

Compliance

The materials, resources and guidance found in this 
section will reinforce your Compliance awareness 
and responsibilities.
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Western Union® Foundation

Learn about the Western Union Foundation and  
access different materials related.

 Important information

Alerts

Access the latest news, alerts and company infor-
mation, including exchange rates and Agent up-
dates, to help you manage your daily business and 
to better serve Western Union® consumers.
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8. Troubleshooting

1.	 User can’t login with his/her new AgentPortal login cre-
dentials.

	� The temporary password given will expire within 
the next 24 hours. For this reason, the user has 
to login for the first time as soon as they get the 
credentials.

	� If the user logins for the first time after 24 hours, the user has 
to send an email to the AgentPortal User Support Team 
 (INTL-APUserSupport@westernunion.com), with 
all the related information that they can provide 
(screenshots of the error message and username). 

2.	 User can’t login with his/her existing AgentPortal login 
credentials.

	� In order to increase the security of AgentPortal, 
user accounts will be automatically deleted after 
120 days of inactivity. For that reason, users have to 
remember to log in to the site on a regular basis to 
avoid being deleted from the system.

	� If the user needs to login to AgentPortal and finds 
that he/she has already been deleted, he/she 
has to contact their ROM/ROS to obtain a new 
username and password.

3.	 User forgot his/her AgentPortal login password.
	� User has to click Forgot Password on the login 

screen and answer 3 of the 5 questions he/she 
had selected during his/her initial login (questions 
are randomly generated from the 5 that the user 
selected) and he/she will recover the password for 
immediate access to the site.

	� If the problem persists, he/she has to send an email 
to the AgentPortal User Support Team  
(INTL-APUserSupport@westernunion.com), with all 
the related information that he/she can provide 
(screenshots of the error message and username).

8.1 Troubleshooting
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