
 
 
Customer FAQ 
1. What is Zelle®?  

Zelle is a fast, safe and easy way to send money directly 
between almost any bank accounts in the U.S., typically 
within minutes.1 With just an email address or U.S. 
mobile phone number, you can send money to people 
you know and trust, even if they bank at a different bank.2   

 
2. Who can I send money to with Zelle?  

You can send money to almost anyone with an eligible 
U.S. based bank account, but Associated Bank 
recommends you only send money to people you know 
and trust. 

 
3. Is my information secure?  

Yes, by signing into your Associated Bank Online and 
Mobile Banking account to send money using Zelle, your 
transactions are covered by our Online and Mobile 
Banking Security Guarantee. Keeping your money and 
information safe is Associated Bank’s top priority. When 
you use Zelle within our mobile app or online banking, 
your information is protected with the same technology 
we use to keep your bank account safe.  
 

4. Are there any fees to send money using Zelle? 
Zelle is free to use through Associated Bank online or 
mobile banking! 

 
5. How do I enroll with Zelle?  

Associated Bank customers can enroll and use Zelle 
directly from Associated Online and Associated Bank 
Mobile. Simply sign in, click “Send Money with Zelle®”, 
and follow the enrollment steps.  
 

6. If I already use Zelle at another financial institution, 
but have accounts at Associated Bank too, can I use 
Zelle at Associated Bank?  
Yes, though your email address or U.S. mobile number 
can only be used at one financial institution at a time. If 
you’re already using Zelle at another financial institution, 
you should sign into online or mobile banking, then select 
“Transfer Email” or “Transfer Phone” to transfer your 
email and/or U.S. mobile phone number to Associated 
Bank.  
 

7. I received a message that my email address or 
mobile phone number has already been enrolled. 
What should I do?  
To use Zelle through Associated Bank, click the 
“Transfer” button on the message to transfer your contact 
information to Associated Bank.  

 
8. How do I send money?  

1. Sign in to Associated Online or Associated Bank 
Mobile 

2. Go to “Send Money with Zelle®” 
3. Add or select recipient and enter payment amount 
4. Select a “From” account for the payment  
5. Click “Review” and “Send” 

 
The recipient will be notified by email or text message 
with the detail of your payment and instructions on how to 

receive payment if they are not already enrolled. You 
may want to let the recipient know in advance, so they 
can enroll with Zelle if they haven’t used it before. 
 

9. What if I don’t see “Send Money with Zelle®” in my 
mobile banking? 
If "Send Money with Zelle®" doesn’t appear on your 
Associated Bank Mobile app, simply update your app to 
the most recent version.  

 
10. What happens if the recipient’s bank doesn’t offer 

Zelle?  
If the recipient’s financial institution does not offer Zelle, 
the recipient can download the Zelle app and enroll with 
basic contact information, an email address and U.S. 
mobile number, and a Visa® or Mastercard® debit card 
with a U.S. based account (not including U.S. territories). 
Zelle does not accept debit cards associated with 
international deposit accounts or any credit cards. 
 

11. How long does it take to receive money with Zelle?  
Money sent with Zelle is typically available to an enrolled 
person within minutes. 
 
If you send money to someone who isn’t enrolled with 
Zelle, they will receive a notification prompting them to 
enroll. After enrollment, the money will move directly into 
your recipient's account. Once their first payment 
completes, your recipient will be able to receive future 
payments faster, typically within minutes. 
 
If your payment is still pending, we recommend 
confirming that the person you sent money to has 
enrolled with Zelle and that you entered the correct email 
address or U.S. mobile phone number. If you’re waiting 
to receive money, you should check to see if you’ve 
received a payment notification via email or text 
message. If you haven’t received a payment notification, 
we recommend following up with the sender to confirm 
they entered the correct email address or U.S. mobile 
phone number. 

 
12. I sent money to the wrong person. What should I do?  

You can only cancel a payment if the person you sent 
money to hasn’t yet enrolled with Zelle. To check whether 
the payment is still pending because the recipient hasn’t 
yet enrolled, you can go to your activity page to find your 
transaction. If it is pending, choose the payment you want 
to cancel, and then select “Cancel This Payment.”  

 
If the person you sent money to has already enrolled with 
Zelle, the money is sent directly to their bank account 
and cannot be canceled. 

 
13. How do I receive money?  

Once you have enrolled with Zelle, you do not need to 
take any further action. The money will be sent directly 
into the bank account associated with the email address 
or U.S. mobile number you enrolled with, typically within 
minutes. 

 



14. How can I tell if the person I sent to received their 
money?  
Log into our mobile app, click “Send Money with Zelle®,” 
and then click “Activity.” If the payment is listed as 
“Pending,” the recipient has not yet enrolled with Zelle 
and has not received the money. If the payment is listed 
as “Completed”, the money should appear in their 
account. 

 
15. Do Zelle payments expire?  

Yes, the recipient has 14 days from the date they receive 
the payment notification to accept the funds. When a 
Zelle payment expires, the funds are returned to the 
sender.  

 
16. Where can I find additional information on Zelle?  

Additional information is available at 
AssociatedBank.com/Zelle. 
 
 

App store is a service mark of Apple Inc. Android, Google Play, and 
the Google Play logo are trademarks of Google Inc. Data charges 
may apply. Check with your mobile phone carrier for details; mobile 
phone carrier fees may apply. Apple and the Apple logo are 
trademarks of Apple Inc, registered in the U.S. and other countries. 
 
Zelle and the Zelle related marks are wholly owned by Early Warning 
Services, LLC and are used herein under license.  
 
Mastercard is a registered trademark, and the circles design is a 
trademark of Mastercard International Incorporated. Visa and the Visa 
logo are registered trademarks of Visa International Service 
Association. 

 
1Transactions typically occur in minutes when the recipient’s email 
address or U.S. mobile number is already enrolled with Zelle.  
 
2Must have a bank account in the U.S. to use Zelle. 
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