
Payer Experience & Client 
Dashboard Onboarding
Delin Kong - Relationship Manager



Payment Portal Link

igbis.flywire.com

Accessible via web browsers and mobile devices

http://igbis.flywire.com


Follow the Funds – PAYER VIEW

Entry Points

Invoices/Offer Letters

Your Institution’s Website

School Portals (RECOMMENDED!)

Flywire’s Website
Direct Payment Portal

(RECOMMENDED!)

(RECOMMENDED!)



Payment Experience – Step 1

Payer chooses 
country

Payer enters 
amount they 
owe in MYR



Payer 
chooses 
preferred 
payment 
method.

Payer 
information 
required— 
who is 
actually 
making the 
payment. If 
it’s a parent, 
parent info 
needs to be 
entered.

Step 2 Step 3



Step 4

Custom fields to 
track who is 
making payments



Step 5

Review and confirm the 
information is correct.



Final Steps

Follow bank 
transfer 
instructions

Input card 
details

OR



Payment Instructions & Authorization Letter



Payment Confirmation & Tracking



Flywire Payment Statuses

What do the payment statuses mean?

INITIATED GUARANTEED DELIVERED

Payer has entered 
payment details and 

created a payment ID
(exchange rate locked in)

Flywire has received the 
funds and is performing 

the foreign exchange

Funds have been 
delivered to your 
institution’s bank 

account



Regional Documentation 

SAFE Documentation Tax Collected at Source & LRS Declaration Form 

For payers from China, Flywire 
collects and manages document 
approval process, saving your 
staff time!

For payers from India, Flywire fully digitizes the Tax 
Collection at Source (TCS) process and guides payers to 
complete required LRS forms

Did you know? Flywire is the only provider to digitize the TCS 
process!



Key Takeaways

Convenient and 
local payment 

options offered 
worldwide

Around-the-clock 
multilingual 

support via email, 
phone or live chat

Real-time payment 
tracking every step 

of the way 

Payment Experience



Client Dashboard
Reconciling International Payments Seamlessly



Client Dashboard Login

Login to the client dashboard via 
https://dashboard.flywire.com/login

https://dashboard.flywire.com/login


Performance Summary



Incoming Payments
Search Payments by: 
Name, Student ID, Payment ID

Print and export 
options available



Flywire Payment Statuses

What do the payment statuses mean?

INITIATED GUARANTEED DELIVERED

Payer has entered 
payment details and 

created a payment ID
(exchange rate locked in)

Flywire has received the 
funds and is performing 

the foreign exchange

Funds have been 
delivered to your 
institution’s bank 

account



Payment Details

PDF Receipt

Status Timestamps

Date the funds were delivered to 
your bank account



Disbursements



Disbursement Details

Print and export 
options available



Users

You can see 
what roles 
people have 
been given

- This user has user management rights

- Contact person for Refunds

- Contact person for Chargebacks



Key Takeaways

Visibility into your 
students’ payment 

activity

Simple and 
compliant 

refunding process

Flywire Support is 
an extension of 
your campus!

Dashboard experience



Refunds Process
Basics of refunds flow from Institution to Payer



Refund Processes

Processing: 
Flywire conducts 

AML check and 
Foreign Exchange

Completed: 
Flywire sends 

funds

Bank Transfer

Netting

Initiated 

Starts Here

Funds from 
institution to 

Flywire are sent

Manually sending funds by initiating 
a bank transfer to Flywire.

Flywire automatically deducts funds from the 
next disbursement sent to your institution.

*Payers are subject to 1% charge by Flywire for refunds. Refunded amount may 
vary due to fluctuations in foreign exchange rates. 



Refund User Permissions

View The user will have read-only access to refunds and bundles

Submit Refund 
Orders for Approval

The user can initiate a refund “order” to request for an approval from an 
internal staff member. A refund is not formally initiated in Flywire until the 
refund order has been approved by another user with approval rights

Approve & Submit 
Without Approval 

The user can create a refund without needing approval, and approve 
other user’s refund orders (admin refund access)

Receive Approval 
Request Notifications The user will receive an email notification when a refund order is submitted

Receive Approval 
Notifications

The user will receive an email notification when a refund order has been 
approved



Refunds

Unique 
Refund ID

Print or 
export 
options 
available

Search Refunds by: 
Name, Student ID, Refund ID

Bundle ID

Refunds Pending Approval



Initiating Refunds

Select 
one or 
more 
payments

Enter the 
refund 
amount 
(partial or 
full 
payment 
amount)

Create or 
submit for 
approval

There is an existing 
refund that has not 
been processed

Refund amount cannot 
exceed original payment 
amount



Refund Bundles



Importing Refund Bundles

Download .csv 
template

Upload file 
with refunds



Initiating Refund Bundles

Once the .csv file has 
been uploaded, you 
may create or submit 
for approval



Bank

12345678 00000000

Bundle Details

Bundle Status 
Timestamps



Deleting Individual Refunds

Delete individual 
payment from an 
order



Approving Refunds

Approve or 
delete refund 
request



Step 2: Sending the Funds - Bank Transfer

Download 
instructions as PDF 
(if needed)

12345678 00000000

Bank



Step 2: Sending the Funds - Netting
Once the bundle is approved, Flywire will deduct the funds from the first disbursement available 

Disbursements Tab



Best Practices for Refunds

● Order of operations: Create 
refund in Dashboard first, then 
wire funds to Flywire

● Release funds quickly to avoid 
delays 

● Follow instructions closely -  
double-check amounts and 
Flywire’s account information, 
and include Refund/Bundle ID 

Internal Processes Dashboard Processes

● Always process refunds 
through the Flywire Dashboard 
for payments made via Flywire

● Create refund bundles when 
possible

● Assign appropriate user role(s) 
to your team



Your 
Flywire 
Team

Relationship Manager   -  Delin Kong
Questions, feedback, strategic discussions, staff trainings, how to promote Flywire etc. 

Email:    delin.kong@flywire.com
Mobile/WhatsApp:   +65 8920 2613

Client Experience Team (24/5)
Immediate support for payments, refunds, or dashboard-related questions 

Email:     clientexperience@flywire.com
Phone:     +65 3163 4100 (then dial 2)
Other:     Live Chat and Client Resource Hub access via Dashboard

Payer Experience Team (24/7) 
24/7, global, multilingual payer support for students, families and agents

Email:     support@flywire.com
Phone:     +60 18 008 10611 (for Malaysia) or additional local 
numbers at our Flywire Support Numbers page
Other:     Live Chat or alternative chat platforms, and payer FAQs 
available at help.flywire.com  

mailto:delin.kong@flywire.com
mailto:clientexperience@flywire.com
mailto:support@flywire.com
https://help.flywire.com/hc/en-us/p/call-us
http://help.flywire.com



