
 

 

 

EMPLOYEE FAQs 

 

Who do I call if I have a question about my card? 

Free, bi-lingual cardholder customer service is provided 24x7 through a user friendly 

website payment-card.com and by phone at 1-888-621-1397. 

 

 

What is a payroll card?  

Payroll Cards are prepaid cards issued by employers that replace paper paychecks. Payroll cards give employees 

immediate and flexible access to their pay on payday. They reduce your time away from work to pick up your 

paycheck, and eliminate expensive check cashing fees. Cards can be used to access cash at ATMs, and to 

conduct both PIN-based and signature-based transactions. They are much safer than carrying cash, as all cards 

come with protection against fraudulent charges. Payroll cards are a great money management tool, providing 

real time transaction information available by phone, web and text messaging.  

 

How do I activate my Card?  

Call 1-888-621-1397 to activate your Card. You will need the card number, the last 4 digits of your social security 

number and the 3 digit CVV code on the back of your card to activate your card. During this call, you will receive 

a Personal Identification Number (PIN) that can be used for ATM and cash back transactions. You may keep the 

PIN assigned to you or change your PIN at any time by calling the number on the back of your Card and 

selecting a PIN of your choice.  

 

How does the Card work?  

Once your Card is activated, your employer will fund your Card representing pay due to you. You can use your 

Card to make purchases and get cash back anywhere debit cards are accepted worldwide, or withdraw cash from 

ATMs in participating networks.  

 

How can I check the balance on my Card?  

Balance and transaction details are available to you online at www.payment-card.com or by phone at 1-888-621-

1397.  

 

How do I make a purchase with my Card?  

Use your Card at merchants by presenting it in person, online or by phone. Merchants should submit amounts 

that are equal to or less than the current Card balance. Approved transactions will be deducted from your Card 

balance immediately.  

 

Do I need a Personal Identification Number (PIN) to use my Card?  

You can use your Card with or without a PIN. Select “credit” and sign the receipt (signature transactions are 

always free of charge), or, select “debit” and enter your PIN (a transaction fee may apply when you use your PIN. 

See terms on your card program for specific pricing.)  

 

Can I use my Card at ATMs? Yes. The amount you can withdraw at one time is governed by the ATM owner 
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and may vary. Your program may offer a free ATM network.  Check your terms and conditions for details.  

Typically there will be a charge by the ATM owner for using ATMs outside your network.   

 

Can I get Cash Back with purchases?  

Yes, if the merchant is set up to provide this service. You must enter your PIN on these transactions.  

 

What do I do if the Card is declined?  

A transaction will be declined when the amount submitted by the merchant is more than the available balance 

on the Card. You may be able to pay the difference with cash, check, credit card or check card. This is subject to 

the merchant’s procedures.  

 

Can I use my Card for gas purchases and “pay at the pump?” We suggest you go inside and ask the cashier 

to authorize an amount within the remaining Card balance. If you “pay at the pump,” an average purchase of gas 

will be pre-authorized because the final amount is unknown. This amount changes as retail gas prices change. It 

can be as much as $75 or more. If your Card balance does not cover this pre-authorized amount, your attempt 

to pay at the pump will be declined. Also, the amount pre-authorized will be on hold and restricted from use 

until the merchant settles the transaction. Restaurants, hotels and other merchants may pre-authorize in this 

same manner.  

 

What do I do if my Card is lost or stolen?  

You should report your Card lost or stolen immediately by calling toll free 1-888-621-1397. Customer Service will 

protect your funds by blocking that card number and issuing you a new card.  You can request expedited 

shipment of the new card if you wish. 

 

Are there any fees for using my Card?  

See the Cardholder Agreement for a complete list of fees.  

 

What happens if I leave my current employer?  

You are the account owner and your employer has no responsibility for the Card, or for your use of the Card. 

You may keep your Card after your relationship with your employer has ended and provide your new employer 

with the bank routing and account number associated with your Card and begin direct deposit of pay by your 

new employer. Call 1-888-621-1397 to obtain this information.  

 

Can I use my Card to pay bills?  

Yes. Many merchants will accept this Card for single bill payments. Some types of recurring payments are not 

allowed on prepaid cards.  

 

Can I order an extra card for a spouse or family member that accesses the same account?  

Yes. You can order a secondary card on the cardholder website (printed on the back of the card). Both cards will 

have full access to the funds. The cost of the secondary card varies by card program and will be charged to the 

card account. Please see terms and conditions for your program’s associated fees.  

 

Can I load additional funds to the Card?  

The Card is funded by your employer through direct deposit of payroll. Some cards may allow cash to be added 

or funds transferred from other bank accounts. Check with your provider to see if this option is available.  
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