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Overview 

This guide provides detailed instructions for working with approvals, queues and exceptions in the Virtual 

Account Management platform. It explains how to review, release, decline and cancel all, and, process bank 

rejections.   

Sign In and Security 

Access Virtual Account Management directly from Associated Bank’s website: AssociatedBank.com/Commercial 

 

 

 

When accessing Virtual Account Management, you will be required to verify your identity. Sign in with your 

username and password, and then verify your identity through multi-factor authentication.  
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Transaction Queue Functions 
 

The transaction approval queue contains 5 tabs, each designed to help users manage transactions at different 

stages.   

 

All Records Queue  

Displays all transactions initiated on the Virtual Account Management platform. This tab allows users to view the 

complete list of transactions and review their status. 

 

Declined Queue 

Displays all transactions that have been declined. Users can review these transactions and determine if any 

follow-up action is needed. 

 

Release Queue 

Displays transactions that are pending review and approval. Users can review transaction details and Release or 

Decline the payments for processing. 

 

Cancellation Queue 

Displays transactions that have been requested for cancellation. Users can review the cancellation request and 

Approve or Decline the cancellation.   

 

Rejection Queue 

Displays transactions that were rejected during external payment processing, such as ACH or wire payments.   

Users must review the rejected transactions in this queue to update the system status. Once the rejection is 

reviewed and approved, the Rejection Queue status will be removed, and the transaction will be cleared from the 

Payments dashboard. This action also updates the payment status in the Historical Transactions menu, ensuring 

that the transaction accurately reflects its final processing status. 
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All Records Queue 

The All Records queue displays all payment transactions initiated on the Virtual Account Management platform.  

 

1. From the Transaction menu, select Approve Transaction/Fund Allocation to access and review the All 

Records queue.   

 

2. Click the All Records tab to view all payment transactions.  
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Declined Queue 

The Declined Queue tab displays all declined transactions. 

1. Navigate to the Transactions menu and select Approve Transaction/Fund Allocation.  

 

2. Click the Declined Queue tab. 

 

3. Click the Transaction Number to view the decline reason or edit the declined transaction. Declined items 

can be reviewed or deleted from the queue. 

• Transactions may be declined by an authorizer or releaser.  

• When a transaction is declined, users who created the transaction are notified via email.  

 

Best Practice:  

• Provide clear reasons when declining audit trails.  

• Declined transactions should be corrected and resubmitted promptly. 
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Edit a Declined Transaction 

 

1. To edit a declined transaction, navigate to the Declined Queue tab.  

2. Select the Transaction Number of the declined transaction you would like to edit.  

 

 

3. Select Edit to modify any of the declined transaction fields (e.g. account number, date, amount, etc.). 
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4. Select Pass For Approval to reinstate the transaction back into the Release Queue for approval. 
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Release Queue  

The Release Queue displays virtual account transfers or payment transactions (e.g., ACH or wires) that are ready 

for approval. 

1. Navigate to the Transactions menu and select Approve Transaction/Fund Allocation.  

 

 

 

2. Click the Release Queue tab.  
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Release or Decline a Transaction 

1. To release or decline a transaction, navigate to the Release Queue tab. 

2. Check the Release/Decline box for the transaction(s) you want to release or decline.  

 

 

 

3. Once the transaction(s) are selected, click Release Selected or Decline Selected. If declining the transaction, 

input a Declined Reason, if applicable. 

 

 

 

4. For payment transactions such as ACH or wire, multi-factor Authentication (MFA) is required before the 

payment can be fully processed. A display message will appear requiring you to Verify Your Identity.  
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5. You will receive a notification on your device from Guardian authentication app prompting you to 

select Approve to authorize and process the transaction. 

   

  

 

 

6. Once you have approved the payment in the authentication app, Transaction Details will display within the 

Virtual Account Management platform. Review and click Accept to accept the transaction. 

  

  

 

7. Once accepted, the transaction will be sent for processing. 
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8. Once the payment is processed, released transactions can be viewed by navigating to the Transactions menu 

and selecting Historical Transactions. 

 

 

 

9. Use the Add Filter option to narrow the search results and locate a specific transaction. To view the complete 

list of transactions, select Return to Historical Transactions.   
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Best Practice: 

• Double click the Released By Rlsed Date column and the latest transactions will appear at the top of the list.  

 

 

 

• Always follow dual control (one user inputs, another authorizes). 

• Review transaction details carefully before authorizing.  

• If transactions do not appear in the Release Queue, verify user permissions. Transactions initiated by a user 

will not appear in that user’s Release Queue. 

• If a transaction is stuck in Release Queue, confirm all required authorizations are complete.  
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Cancellation Queue 

The Cancellation Queue displays all transactions requested for cancellation. Users can Approve or Decline 

cancellation requests in this tab.  

1. Navigate to the Transactions menu and select Approve Transaction/Fund Allocation.  

 

2. Click the Cancellation Queue tab.  

 

 
 

• An initiator can cancel a payment transaction before it is transmitted to the bank for processing.  

• If dual approval is required, the transaction can only be canceled after it has been approved.  
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Cancel Transaction 

1. Navigate to the Transactions menu and select Historical Transactions. 

 

 
 

2. From the list of transactions, click on the Transaction Number. 

3. Use the Add Filter option to narrow results, if needed. 

4. Select the payment, enter a Reason for cancellation (if applicable) and click Cancel Transaction. The 

transaction will be routed to the Cancellation Queue for approval. 
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Approve Cancellation 

 

1. To approve a cancellation, navigate to the Cancellation Queue tab. 

2. Click the Transaction Number of the requested transaction. 

 

 

 

3. Locate the transaction awaiting cancellation, and select Approve to complete the cancellation. 
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Rejection Queue 

The Rejection Queue displays transactions that were rejected in external payment processing.  

1. Navigate to the Transactions menu, and select Approve Transaction/Fund Allocation.  

 

 

 

2. Click the Rejection Queue tab. 
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Process a Bank Rejection  

 

When a transaction is rejected, it must be processed as a bank rejection in the platform to update its status of 

Bank Received – Pending to Bank Rejected. For assistance with payments that were not processed, contact 

Treasury Management Customer Care at 800-270-2707, option 2. 

 

Rejected transactions are visible on the Payments dashboard. Transactions will display the status Bank Review-

Pending. To remove a transaction from the rejection queue, a user must first process the Bank Rejection. This 

can be done in two ways: 

 

Option 1: Historical Transactions 

 

1. Navigate to the Transactions menu and select Historical Transactions. 

 

 

2. Click on the Transaction Number from the list of transactions. Narrow results by selecting Add Filter. 
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3. Enter a Reason for the rejection and click Process Bank Rejection. Once confirmation is received, the bank 

rejection will require approval 

 

 

 

Option 2: Payments dashboard 

1. Navigate to the Payments tab on the dashboard. 
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2. Locate the payment and double click on the Managed Transactions header for the selected transaction. 

 

3. Enter a Reason for the rejection and click Process Bank Rejection. 

 

4. Once confirmation is received, the bank rejection will require approval. 
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Approve a Rejection: 

1. Navigate to the Rejection Queue tab.  

2. Click the Transaction Number of the requested transaction.  

 

 

3. Once payment transactions (ACH and/or wire) are selected, click Approve.  

 

 

Best Practice:  

• Regularly monitor the Rejection Queue to identify recurring issues.  

• Common reasons include invalid account details or exceeded cut-off times. 

• For recurring rejections, review templates or file formats for errors.  

 

 


