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	Process Name:
	Streamlined Payout Policy (SPP)

	Description  and Purpose:
	This policy has being created to provide Western Union Agents the authorized guidelines to pay a Money Transfer that has insignificant or small mistakes. If the Front Line Associate (FLA) encounters a situation that fits within a scenario of this policy, he/she is authorized to process the payment without having to call the Agent CSC (request correction) or reject the service. 

The policy establishes seven specific requirements and five scenarios under which a FLA is authorized to pay a transaction with minor differences in the sender or receiver’s name or last name.
This policy enables faster transaction processing, without hindering the security and thoroughness that the Money Transfer payout process demands at the same time that it promotes business growth thru:
· Enhanced consumer experience

· Cost savings for Agents from increased productivity [ability to process transactions faster (no need to call Agent CSC)]
· Cost savings for Western Union from increased productivity (less resources needed due to decrease in calls received at the IROCs)

	Titles/groups Performing Process:
	FLA = Front Line Associate 
Consumer
Agent CSC = Agent Customer Service Center

IROC = Western Union International Regional Operations Center

	Pre – requisites:
	FLAs receive formal training with the opportunity to make questions and obtain clarifications as needed.

	Required forms:
	N/A

	Process duration:
	Approximately three minutes

	Possible outcomes:
	· FLA pays the money transfer with insignificant or small differences in the sender’s or receiver’s name or last name. 
· FLA does not pay the money transfer; instead, the FLA instructs the receiver to ask the sender to correct and/or confirm the spelling of names. 

· FLA calls the Agent CSC to request support (By escalating to the IROC and/or in making the name correction)

	Date:
	Sep 7, 2011
	Rev: 25


Streamlined Payout Policy (SPP)
This policy defines specifically under which circumstances a FLA is authorized to pay transactions with differences in a name or last name. Western Union will not claim reimbursement for an action resulting from the correct application of these guidelines.  Western Union reserves the right to conduct a full investigation as normally done for any “Non Payment” claim from a consumer.
When paying a transaction, the FLA must verify that the Standard Payout Requirements are met. In case of omitting one, a risk of paying the transfer to the incorrect receiver is created. In this case, the FLA is responsible of negligence in the implementation of the Western Union Standard Payout Procedure.
	Standard Payout 
Requirements
	Additional Payout Requirements

	Western Union standard payout procedure requires that the receiver must be present with:

1. Valid ID.
2. Sender’s name

3. Originating country (plus State for USA/Mexico)
4. Estimated amount (+/- 10 percent) 
	Some countries and/or Agents have additional requirements that the receiver has to provide, for example:
1. The Money Transfer Control Number (MTCN) (if applicable)
2. Answer the Test Question (if applicable)
3. Present a second valid ID. (if applicable)


Sometimes minor mistakes are made when entering the sender or receiver’s name, but they do not represent a significant risk for paying the transaction wrongly. The Streamlined Payout Policy (SPP) was created to define under which situations is the FLA authorized to pay a transaction even though the spelling of the sender’s or receiver’s name or last name that appears in the system does not match exactly the one provided in the receiver’s identification.
Requirements to apply the Streamlined Payout Policy (SPP)
1. The consumer provides the four Standard Payout Requirements.

2. If applicable, the consumer provides the additional payout requirements.

3. The transfer is equal or less than US $1000 or the equivalent to the local currency.
4. The gender of the name and/or last name is not altered. ( It does not change from female to male, or vice versa)

5. It should be a common name/last name in the language of the FLA. 

6. The difference in the name/last-name is a spelling correction, not a change of the name/last name. (Name change sample where SPP is NOT applicable: Edgardo/Eduardo; Velez/Perez)

7. The difference of spelling exists ONLY in one of the following:

	Sender’s name
	Receiver’s name

	Sender’s last name
	Receiver’s last name


FLAs can pay a money transfer with differences in the spelling of names if all the seven previous requirements are met and the situation fits within one of the following five scenarios.
Scenario #1:  Incorrect Spelling of Receiver/Sender Name/Last Name.
The Streamlined Payout Policy (SPP) authorizes FLA to pay a transaction with minor spelling differences.  A minor spelling difference is defined as an incorrect spelling of up to three letters in one of the following:
	Sender’s name
	Receiver’s name

	Sender’s last name
	Receiver’s last name


 Examples:
	
	Receiver/Sender’s name in the system
	Receiver/Sender’s name in valid ID. or information provided by receiver

	1
	TERESA BONILLA CAMACHO
	Theressa Bonilla Camacho

	2
	THERESSA BONILLA CAMACHO
	Teresa Bonilla Camacho

	3
	OLMAN DAVIS                      
	Hollman Davis

	4
	HOLLMAN DAVIS
	Olman Davis                      

	5
	MARY ALVARADO SEQUEIRA
	Marie F. Alvarado Sequeira

	6
	MARIE F. ALVARADO SEQUEIRA
	Mary Alavarado Sequeira

	7
	GERMAN KLAIMMAN                 
	German Kleimann

	8
	GERMAN KLEIMANN
	German Klaimman             

	9
	DMITRY GORBACHOV
	Dmitriy Gorbachov

	10
	DMITRIY GORBACHOV
	Dmitry Gorbachov

	11
	REBBEKA GONZALEZ
	Rebeckka Gonzalez

	12
	REBECKKA GONZALEZ
	Rebbeka Gonzalez

	13
	KRYSTA PEREZ
	Crissta Perez

	14
	CRISSTA PEREZ
	Krysta Perez

	15
	AVRAHAM FOSTER
	Abraham Foster

	16
	ABRAHAM FOSTER
	Avraham Foster

	17
	JOHANNA DE LA OSA
	Yojana de la Osa

	18
	YOJANA DE LA OSA
	Johanna de la Osa

	19
	IRYNA MONTEALEGRE
	Iryna Montialleegre

	20
	IRYNA MONTIALLEEGRE
	Iryna Montealegre


Examples: FLA should NOT apply the Streamlined Payout Policy (SPP)
	
	Receiver/Sender’s name in the system
	Receiver/Sender’s name in valid ID. or information provided by receiver
	Reason why SPP is NOT applicable

	1
	CARLA SALAZAR JIMENEZ
	Carlos Salazar Jiménez
	4 (Gender change)

	2
	CARLOS SALAZAR JIMENEZ
	Carla Salazar Jiménez
	4 (Gender change)

	3
	MARIA JOSE RODRIGUEZ MENA
	José María Rodríguez Mena
	4 (Gender change)

	4
	JOSE MARIA RODRIGUEZ MENA
	María José Rodríguez Mena
	4 (Gender change)

	5
	ROCIO JOHNSON HUTCHINSON
	Rosibel Johnson Hutchinson
	Max. 3 letters difference

	6
	ROSIBEL JOHNSON HUTCHINSON
	Rocio Johnson Hutchinson
	Max. 3 letters difference

	7
	MARIELOS VICTOR RUIZ
	Maria de los Ángeles Victor Ruiz
	Max. 3 letters difference

	8
	MARIA DE LOS ANGELES VICTOR RUIZ
	Marielos Victor Ruiz
	Max. 3 letters difference

	9
	WILLIAM TABORDA ALPIZAR
	Guillermo Taborda Alpizar
	Max. 3 letters difference

	10
	GUILLERMO TABORDA ALPIZAR
	William Taborda Alpizar
	Max. 3 letters difference

	11
	ADRIAN ROSENBERG
	Adriana Rosenberg
	4 (Gender change)

	12
	ADRIANA ROSENBERG
	Adrian Rosenberg
	4 (Gender change)

	13
	HERIPLETTO CORTI UTER
	Eripleto Corti Uter
	5 (uncommon name)

	14
	ERIPLETO CORTI UTER
	Heripletto Corti Uter
	5 (uncommon name)

	15
	USNAVY JIMENEZ
	Ussinabi Jimenez
	5 (uncommon name)

	16
	USSINABI JIMENEZ
	Usnavy Jimenez
	5 (uncommon name)

	17
	EDGARDO LOMBARDI
	Eduardo Lombardi
	6 (Different name)

	18
	EDUARDO LOMBARDI
	Edgardo Lombardi
	6 (Different name)

	19
	JORGE CHAVEZ
	Jose Chavez
	6 (Different name)

	20
	JOSE CHAVEZ
	Jorge Chavez
	6 (Different name)

	21
	MARIA ALVAREZ
	Marta Alvarez
	6 (Different name)

	22
	MARTA ALVAREZ
	Maria Alvarez
	6 (Different name)

	23
	ERIC ESPINOZA MONTOYA
	Erick Espinosa Montoya
	7 (name or last name)

	24
	ERICK ESPINOSA MONTOYA
	Eric Espinoza Montoya


	7 (name or last name)

	25
	MARI JONSON WHITE
	Mary Johnson White
	7 (name or last name)

	26
	MARY JOHSON WHITE
	Mari Jonson White
	7 (name or last name)


Scenario #2: Receiver/Sender Second Last Name has been omitted.
There are cases where the receiver’s name appears in the system with one last name and the ID. shows two last names (paternal and maternal last names) or, on the other hand, the name in the system appears with two last names and the ID. shows only one last name. In both cases the Streamlined Payout Policy (SPP) can be applied if all the seven requirements –indicated above- are met.

Similarly, the SPP can be applied to senders´ names without the second last name.

	
	Receiver/Sender’s name in the system
	Receiver/Sender’s name in valid ID. or information provided by receiver

	1
	DANIEL D’AMBROSIO KRAUSE
	Daniel D’Ambrosio

	2
	DANIEL D’AMBROSIO
	Daniel D’Ambrosio Krause

	3
	FREDERICK DE PELLEGRIN HOLTZMANN
	Frederick De Pellegrin

	4
	FREDERICK DE PELLEGRIN 
	Frederick De Pellegrin Holtzmann

	5
	FRANCOISE MULLER
	Francoise Muller Ferrari

	6
	FRANCOISE MULLER FERRARI
	Francoise Muller


Scenario #3: Receiver/Sender Middle Name is missing.
There are cases where the receiver’s name appears in the system with only one first name and the ID. shows two first names or, on the other hand, the name in the system appears with two first names and the ID. shows only one first name. In both cases the SPP can be applied if all the seven requirements –indicated above- are met and the first name in the system matches up the first name in the ID.

Similarly, the SPP can be applied when the sender’s first name is incomplete. 

	
	Receiver/Sender’s name in the system
	Receiver/Sender’s name in valid ID. or information provided by receiver

	1
	MARIA LUISA ARJONA DAVIDSON
	Maria Arjona Davidson

	2
	MARIA ARJONA DAVIDSON
	Maria Luisa Arjona Davidson

	3
	JEAN PAUL EUPIERRE
	Jean Eupierre

	4
	JEAN EUPIERRE
	Jean Paul Eupierre

	5
	BENJAMIN BERTOLOZZI
	Benjamin Arthur Bertolozzi

	6
	BENJAMIN ARTHUR BERTOLOZZI
	Benjamin Bertolozzi


Scenario #4:  Some words in the receiver’s full name are entered in the incorrect field, yet when grouped together they match the name in receiver’s ID.
Examples:
	Receiver/Sender’s name in the system
	Receiver/Sender’s name in valid ID. or information provided by receiver

	First name:  MARIA CLARA
Paternal last name: DA


Maternal last name: CRUZ NETO DE ASSIS CIRNE
	First name:  Maria Clara
Paternal last name: Da Cruz Neto 

Maternal last name: De Assis Cirne

	Maria Clara Da Cruz Neto de Assis Cirne

	Receiver/Sender’s name in the system
	Receiver/Sender’s name in valid ID. or information provided by receiver

	First name: JAMES 

Last Name: RICHARD MCCARTHY
	First name: James Richard
Last Name: McCarthy

	James Richard McCarthy


Scenario #5: Inverted sender and receiver name.  When the receiver’s name appears in the system as the sender of the money transfer and the sender’s name appears as the receiver, i.e. names are inverted.  Note: the sender’s full name in the system must match exactly the full name on receiver’s ID.
Examples:
	Receiver/Sender’s name in the system
	Receiver/Sender’s name in valid ID. or information provided by receiver

	Sender: MARIE-JOSEE PARISEE
Receiver: CLAUDINE ALLISON
	Sender: Claudine Allison
Receiver: Marie-Josee Parisee

	Receiver/Sender’s name in the system
	Receiver/Sender’s name in valid ID. or information provided by receiver

	Sender: PETER KALINOWSKI
Receiver: ANNA POLINI
	Sender: Anna Polini
Receiver: Peter Kalinowski


Closing Remarks

If the spelling error in the money transfer does NOT fit any of the five scenarios above, the FLA should NOT pay the transaction.  Instead, the FLA should instruct the receiver to ask the sender to correct and/or confirm the spelling of names.  Should you have any question or doubt on how to apply this policy, please contact your CSC (Customer Service Center).  On exceptional cases when the consumer needs to collect the funds urgently, the FLA may contact the CSC, so they can escalate to the IROC and seek an immediate resolution, whenever possible.
If the spelling error in the Money Transfer fits one of the 5 scenarios above, the FLA may proceed to pay the transaction, yet to avoid errors in future transactions, the FLA must instruct the receiver to contact the sender to provide him/her with the exact spelling of the receiver’s name as it appears on the receiver’s valid ID. and/or ask the sender to confirm the spelling of sender’s name.  Here are some sample scripts that may be used:
	Sample FLA Scripts

	Spelling mistake in Receiver’s name or Receiver’s last name within SPP scope

	“There was a small mistake in the spelling of your name [last name].  I will make an exception and proceed to pay you, yet please contact your sender and provide him/her with the correct spelling of your name [last name], so that we avoid mistakes and delays in future transactions.”

	“The receiver’s name [last name] in our system does not match exactly your name [last name] in your identification.  There is a small difference.    I will make an exception and proceed to pay you, yet please contact your sender and provide him/her with the correct spelling of your name, so that we avoid mistakes and delays in future transactions.”

	Spelling mistake in Sender’s name or Sender’s last name within SPP scope

	“There was a small mistake in the spelling of the sender’s name [last name].  I will make an exception and proceed to pay you, yet please contact your sender and ask him/her for the correct spelling of his/her name [last name], so that we avoid mistakes and delays in future transactions.”

	“The sender’s name [last name] in our system does not match exactly the sender’s name [last name] that you provided.  There is a small difference.    I will make an exception and proceed to pay you, yet please contact your sender and ask him/her for the correct spelling of his/her name, so that we avoid mistakes and delays in future transactions.”

	Spelling mistake does NOT fit within SPP scope.

	If MTCN is not provided:  “The information that you gave me does not match any transaction in our system.  You will need to contact your sender and reconfirm details and, if applicable, ask the sender to correct the information such as the spelling of a name [last name].”  If applicable:   “The receiver’s name [last name] in our system needs to match exactly the receiver’s identification.” 

	If MTCN is provided:  “The information that you gave me does not match exactly the information I see in our system.  You will need to contact your sender and reconfirm details and, if applicable, ask the sender to correct the information such as the spelling of a name [last name].”  If applicable:   “The receiver’s name [last name] in our system needs to match exactly the receiver’s identification.”


Appendix A

Due to local requirements and/or regulations, one or more scenarios of this SPP are not applicable in these countries:
	ALBANIA
	GIBRALTAR
	NIGERIA

	ARGENTINA
	HAITI
	PANAMA

	ARUBA
	HONG KONG
	POLAND

	AUSTRALIA
	HUNGARY
	RUSSIA

	AZERBAIJAN
	IRELAND
	SENEGAL

	BELARUS
	ISRAEL
	SERBIA

	BENIN
	JAMAICA
	TAIWAN

	BOSNIA AND HERZEGOVINA
	KAZAKHSTAN
	TAJIKISTAN

	CAMBODIA
	KOREA
	THAILAND

	CHINA
	KOSOVO
	TURKEY

	COTE D'IVOIRE
	KYRGHYZ REPUBLIC
	TURKMENISTAN

	CROATIA
	LAOS
	UNITED KINGDOM (WURS)

	CURACAO
	LATVIA
	UZBEKISTAN

	CYPRUS (NORTHERN)
	LITHUANIA
	VIETNAM

	CZECH REPUBLIC
	MACAU
	ZIMBABWE

	ESTONIA
	MACEDONIA
	 

	ETHIOPIA
	MONTENEGRO
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