TotalPay® Card
Frequently Asked Questions
Q. Do I have to apply for the TotalPay® Card? Is there an approval process?
A.

If you are an employee you are qualified to receive the TotalPay Instant Issue STAR or VISA Card. There is no approval process.

Q. How long does it take to get a TotalPay Card?
A.

Your TotalPay Instant Issue STAR or VISA card is issued to you by your employer at the point of hire. Your first pay can be on the
TotalPay Card.

Q. When is my pay available on the TotalPay Card?
A.

Your pay is available on the morning of your pay day.

Q. How can I check the balance to know exactly how much money is on the card?
A.

You can check your current balance for free 24/7 by calling the Cardholder Services number on the back of your card and accessing
this information for free through the automated phone system. You can also check your current balance anytime by accessing the
complimentary Cardholder Support Web site at https://totalpay.everywherepaycard.com/ or signing up for free text or email balance
alerts. For a fee you can do a balance inquiry at an ATM.

Q. What is a Money Network CheckTM?
A.

The Money Network Check is a self-issued check that can be used for complete pay-to-the-penny access to your funds; it can be used
to pay bills and is very useful in accessing cash if the pay card is lost or stolen. Funds are removed from your card when the Money
Network Check is pre-authorized. For instructions on Money Network Check use, see your activation kit, or visit
https://totalpay.everywherepaycard.com/.**

Q. Where can I use my TotalPay Card?
A.

Your Instant Issue STAR or VISA card can be used at all ATM locations and all point-of-sale (POS) locations where there is a keypad
for entering in your PIN number, including grocery stores, gas stations, convenience stores, etc. If you have an Instant Issue VISA
card you can also make purchases at many additional locations by signing for the purchase. Both cards can also be used to transfer
funds to a personal bank account and both also come with the Money Network Check feature.

Q. Are there fees to use my TotalPay Card?
A.

There are FREE transactions that each cardholder can use each pay period. There are also transactions to which nominal fees will
apply. Please refer to your Fee Schedule that was included in your enrollment kit to understand how to use your card to your best
advantage.

Q. How much can I withdraw at a time?
A.

You can withdraw up to $400 a day at an ATM (subject to limits imposed by ATM operators), and make daily transactions up to
$1,000 for POS Purchases (including cash-back) and up to $9,999.99 on a single Money Network Check**.

Q. Are there surcharge fees that I will pay at ATMs?
A.

Each payroll period when your TotalPay Card is loaded, you will receive one free withdrawal at any ATM on the Allpoint ATM
network. Allpoint is the largest surcharge-free network in the U.S. Your TotalPay card can be used at any of Allpoint Network’s
40,000 plus ATMs without incurring a surcharge fee. A surcharge is an ATM usage fee that is imposed by the owner of the ATM.
While ATM usage at Allpoint ATMs will not result in a surcharge imposed by the ATM owner, after using your first free ATM
withdrawal each pay period, a nominal ATM fee is applied by the TotalPay Card program. Please refer to the web site at
www.allpointnetwork.com for a listing of all Allpoint Network ATMs close to you.

Q. What happens if I don’t spend all of my pay?
A.

Any amount that is not spent will remain on your card as available balance and accumulate with your next pay deposit to give you that
combined total to spend.

Q. Can I overdraft the TotalPay Card?
A.

If your employer has selected to offer their employees the Instant Issue STAR card, you will only be able to spend money that is
available on your card. If your employer has selected to offer employees the Instant Issue VISA or employees have voluntarily
upgraded to the TotalPay Portable Visa card, there is a possibility to overdraw the balance on the card, depending upon the transaction
amount and the merchant where a purchase is made. Smaller signature transactions may not be verified due to Visa floor limits, which
could result in an overdraft if there is not enough money in the account to satisfy the purchase amount. Cardholders should always
check their balance prior to making signature purchases.

Q. Can I pay bills with my TotalPay Card?
A.

The STAR Bill Payment Service allows a STAR cardholder to pay their bill directly through the STAR network at a STAR Bill
Payment Merchant (Biller) website or via a merchant’s telephone voice response unit (VRU). Transactions are processed like a POS
transaction but have a unique transaction type to identify them as a bill payment transaction. Because bill payment transactions are
processed as PIN-less, they are limited to Biller categories that fit a specific low risk model. The billers assume the transaction
liability and are responsible for authenticating the cardholder at the time the transaction is initiated. For a list of STAR Bill Payment
Merchants, visit: http://www.star.com/?go=prodServ.showProdServ&id=11
Employees holding the TotalPay Visa card will enjoy similar bill-pay capabilities with even broader access via Visa’s Pay Bills With
Visa website. For a list of participating Visa Bill Pay merchants and additional information, visit:
http://usa.visa.com/personal/using_visa/pay_bills_with_visa/index.html
In addition, you can use the Money Network Check** feature to pay bills such as utilities, car insurance, and more.

Q. Is there a charge for ordering additional Money Network Checks?
A.

There is no charge for ordering additional Money Network Checks**. Simply call the Cardholder Services toll-free number, 1-800402-1237, opt out to speak to a Customer Service rep and request additional Money Network Checks**. They will be sent to your
address location on file within 5-7 business days.

Q. I have an odd amount remaining on my TotalPay Card, how do I get this money?
A. You can make a POS Purchase for the odd amount remaining and pay any difference in cash or make a purchase for less than the odd
amount and get cash back for the rest. You may also write yourself a Money Network Check** for the amount remaining on the card
and take it to Wal-Mart and have the check cashed for free. Also, you may visit any VISA member bank (ie. Bank of America, Chase,
Wells Fargo, etc.) and conduct an Over-the-Counter (OTC) teller cash withdrawal up to $1,000 daily to obtain the entire balance off
your card down to the penny.

Q. Is the TotalPay Card a credit card?
A.

No. The TotalPay Card is a reloadable debit card—not a credit card. Each pay period your employer automatically loads your pay
onto the card. Each time you use the card, the purchase amount and any fee is deducted from the amount of money available on the
card.

Q. Can I upgrade this Instant Issue STAR or VISA TotalPay Card to a Portable Visa card?
A.

Yes, your Instant Issue STAR or VISA TotalPay card can be upgraded to a personal portable TotalPay Visa debit card that can be used
with any employer offering electronic payment. Furthermore, funds from other sources including child support benefits, spouse’s pay,
and tax refunds can be loaded onto the card.

Q. What do I do to get the personal TotalPay Portable Visa Card?
A.

Just call the Cardholder Services number and select the option to upgrade your card for FREE. Remember the upgrade card is a Visa
debit card and not a credit card.

Q. What additional features do I get if I upgrade to the TotalPay portable Visa Card?
A.

All services that come with the STAR TotalPay card are also available on the TotalPay portable Visa card. In addition Visa portable
Cardholders will enjoy:
•

Signature debit, the capability to sign the transaction receipt rather than entering a PIN number,

•

Ability to receive text/email alerts of your available account balance*

•

The ability to transfer money off the card to Mexico and Latin America at discounted rates is also available,*

•

The TotalPay portable Visa card will also be able to accept deposits from multiple sources and/or employers.

Q. Can I upgrade my card after I leave my employer?
A.

Yes, you can upgrade your card at anytime it has a balance on it. However, keep in mind you can start taking advantage of the Visa
debit card anytime after your first payday.

Q. When I upgrade do I have to give my employer new account information?
A.

Your upgrade card is attached to the original account number so there is no need for your employer to change their records. You do
not have to turn in any information to your current employer. For new employers you will need to share your ABA/DDA information
with them by utilizing their current direct deposit process.,

Q. Can I load funds from multiple employers to my TotalPay Card?
A.

The TotalPay Instant Issue STAR card is an instrument for payroll distribution with your current employer only. If you upgrade to the
TotalPay Visa Portable card, you will have this capability. For more information regarding the TotalPay Visa Portable card, go to
https://totalpay.everywherepaycard.com/.

Q. What if my TotalPay Card is lost, stolen, or damaged?
A.

Contact Cardholder Service at 1-866-402-1237 and press 2 to have a replacement card sent to you*. You should receive a
replacement card within 5-7 business days via standard delivery or within 2-3 business days via expedited delivery*. For immediate
access to your money, simply write yourself a Money Network Check** check. This will give you access to your money until your
new card arrives.

Q. Can I transfer money from my card to my bank account or from my bank account to my card?
A.

You may transfer funds from your card to a U.S. bank account via the Cardholder Support Web site at
https://totalpay.everywherepaycard.com/ or by calling the toll-free Cardholder Services IVRU at 1-866-402-1237. Bank account
transfers onto the TotalPay portable Visa card can be done, but not onto the TotalPay STAR card.

Q. Do I get to set my own personal PIN?
A.

Yes, set your own personal PIN to protect your funds. You can change your PIN any time you choose by simply calling the
Cardholder Services number at 1-866-402-1237.

Q. What if I forget my PIN?
A.

If you forget your PIN, call Cardholder Services at 1-866-402-1237, to reach a Customer Service Representative who will authenticate
your identity and reset your PIN back to its original setting when you received your card. You may then access your account to set
your personal PIN.

Q. Can I request another card for a spouse or trusted family member?
A.

This is a planned future enhancement for the TotalPay card program.

Q. Who do I call with questions about specific purchases or for general questions about the TotalPay Card?
A.

Most questions about the card and details of transactions made with the card can be answered through the Cardholder Support Web
site at https://totalpay.everywherepaycard.com/. You may also contact Cardholder Services by calling 1-866-402-1237.

Q. Does my employer see or get reports on how I use my TotalPay Card or where I spend my money?
A.

No. All of your transactions are private. Your employer has no access to your pay card usage information.

Q. Does my TotalPay Card earn interest?
A.

To keep the usage fees low, interest is not paid on paycard balances.

Q. Who should I contact if there is an error in the amount of pay loaded to my TotalPay Card?
A.

Contact your company’s Payroll Department.

Q. Do I have to maintain a minimum balance?
A.

There is no minimum balance requirement. The card can be reduced to $0.00 between paydays.

Q. Will I receive a monthly statement?
A.

For the Instant Issue STAR or VISA card, monthly account details can be reviewed free of charge by visiting
https://totalpay.everywherepaycard.com. You may also call Cardholder Services at 1-866-402-1237 to hear your recent transactions.
If you have upgraded to the TotalPay portable Visa card, you will receive a monthly statement.

Q. Can I use my card in a country outside the U.S.?
A. Yes. You can use your Instant Issue STAR or VISA TotalPay Card anywhere the Cirrus/Maestro logo appears or where VISA is
accepted. You can use your TotalPay portable Visa card anywhere the Visa or Interlink logos appear. Be aware that signature debit
transactions are not allowed outside the U.S.

Q. What is the exchange rate?
A. Prevailing exchange rates will apply for any usage outside of the United States. See your Cardholder Agreement for details.

Q. Can I transfer my money from my TotalPay Card to an account in a country outside the U.S.?
A. Cardholders may transfer funds from their card to another personal bank account by calling the toll-free IVR or by visiting the
Cardholder Support Web site. However, money transfers through the IVR and the Cardholder Support Web site
https://totalpay.everywherepaycard.com/ are restricted to international banks that are affiliated with the FED. Check with your
international destination bank to ensure they are affiliated with the United States Federal Reserve System.

*Nominal fees may apply
**Free encashment of the Money Network CheckSM currently not available in the following states: CT, NJ, NY and RI. Free
encashment of the Money Network CheckSM is limited to $2,999 per week.
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