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FREQUENTLY ASKED QUESTIONS & ANSWERS 

01/2015 

 

1. I need a delivery tracking number for my prepaid card. How can I get this information? 

Please wait for delivery within the timeframe informed. 

 

2. I did not receive my card yet. What should I do? 

It may take up to 15 days for delivery within Brazil and up to 30 days for delivery abroad.  

 

3. How does the prepaid card work with multiple currencies? 

Your BB Americas prepaid MasterCard® is a multicurrency card.  Within the same plastic you will 

have the main purse in US$ and possibly a sub-purse attached according to the currency in which 

your scholarship is paid.  The funds will be deposited according to the currency chosen by you 

scholarship sponsor.  You also have the possibility of creating new purses in the card, for personal 

use, within the 12 currencies.   

 

MasterCard is a registered trade mark of MasterCard International Incorporated. 

 

4. When will my scholarship funds be deposited and credited on my prepaid card? 

The credit will occur on the date determined by your scholarship sponsor.  If the present day is a 

weekend or holiday, the funds will be credited on the following business day.  

 

5. What is the estimated delivery timeframe for the 1st issue of my card? 

The 1st issue of your card should be requested by your sponsor.  The cost of the 1st issue is paid for 

by the sponsor. 

The estimated timeframe for delivery in Brazil through regular mail is up to 15 business days from 

the date we receive the request from the sponsor.  

 

6. What is the estimated time of delivery of a reissue of my card? 

Any card reissue should be requested by the cardholder. 

The estimated time of delivery in Brazil via regular mail is in up to 15 business days from the date 

of the request.   

The estimated time of delivery outside of Brazil via regular mail is in up to 30 business days from 

the date of the request. It is important to remember that BB Americas depends on the responsibility 

of the local postal service of the country of destination.  For this reason, we strongly suggest that 

Federal Express (Fedex) be used to ensure a timely delivery; in addition the Fedex tracking # 

allows tracking of package online.  Please refer to the updated “Terms & Conditions” on our website 

for the price on this service.   

 

7. Where will the 1st issue of my prepaid card be delivered? 

To verify the address of delivery, please contact the prepaid card Customer Service.  Our commitment 

with the grantors of your scholarship is to deliver your card to the address informed to us through 

your profile.  It is the responsibility of each scholar to inform the correct information for delivery.  It 

is not a part of our process to validate addresses before we ship.  The process of production and 

shipment of the card is automated and because of this, the information should be correct before the 

process is started.  There is no intervention for corrections.  It will be necessary to update the 

information and request a reissue via the Customer Service line in the case of errors.   
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8. How to activate my prepaid card? 

To activate your prepaid card, log on to the card’s website or call the prepaid Customer Service.  

Once it is activated, you will be able to make purchases and transactions that do not require a PIN.  

To make debit/PIN transactions, you will need to create a PIN via the prepaid Customer Service line. 

 

9. When I call the prepaid Customer Service line and input my card number in the  

automated system, I hear a message informing that my card is closed.  What should I 

do? 

In case you hear a message from the automated system stating that your card is closed, please 

press “0” zero to speak to a customer service representative. 

 

10. How do I request a PIN for my prepaid card? 

To create a PIN, call Customer Service:  

(USA) +1-866-345-1892 or (outside the USA) +1-510-771-6406 or  

(International Toll Free - Excluding Brazil) +800-6677-8000. 

 

11. How can I use the funds in my prepaid card? 

Considering that your card’s main purse is in US$, all you need is for the funds to be in the main US$ 

purse in order to have access to your funds from anywhere in the world.  The conversion from US$ 

to the local currency will be made automatically at the time of the transaction (ex. purchase or 

withdrawal).  

Another option is to create a sub-purse in the local currency; as long as the local currency is one of 

the 12 currencies enabled by the grantors of your scholarship.   

Please refer to the updated “Terms & Conditions” on our website for the prices on purse to purse 

transfers.  

 

12. Where can I verify the transactions made with my prepaid card? 

You can see your transactions on the statement available on the prepaid card website.   

The prepaid card website can be accessed through the bank’s website: www.bbamericas.com, then 

click on “Student Prepaid Program” to access My CardPlace. 

Keep in mind that transactions in US$ will show on the US$ main purse and transactions in other 

currencies will show in the equivalent sub-purses.  You can also download your statements through 

the prepaid card website (My CardPlace) 

 

13. How can I call the BB Americas prepaid card Customer Service?  

Through the following telephone numbers: 

(USA) +1-866-345-1892 or (outside the USA) +1-510-771-6406 or  

(International Toll Free - Excluding Brazil) +800-6677-8000. 

 

Observations: 

1. If you are in Brazil, you will need to dial: 00 (exit code) + 21 (or 15, 23...your preferred 

service provider) + 1 (USA country code) + 510-771-6406. 

2. If you are outside Brazil and the USA, you will need to make the international call 

according to your country’s international calling standards 

 

14. What do I do in the case of unrecognized transactions on my card? 

In the case of unrecognized transactions, call the prepaid card Customer Service: 

(USA) +1-866-345-1892 or (outside the USA) +1-510-771-6406 or  

(International Toll Free - Excluding Brazil) +800-6677-8000. 

 

You will need to open a dispute; which may require up to 90 days for resolution. 

 

 

http://www.bbamericas.com/
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15. How does the dispute process work? 

In order to dispute a charge on your card, you will need to call the prepaid card  

Customer Service:  

(USA) +1-866-345-1892 or (outside the USA) +1-510-771-6406 or  

(International Toll Free - Excluding Brazil) +800-6677-8000. 

 

Upon contact, we will provide all the necessary instructions.  We will inform you what documentation 

is needed and send you a dispute form that needs to be filled out and returned by e-mail or fax.  If 

we receive the dispute form and any other necessary documentation within 10 days, we will offer 

you a provisional credit on your card.  The investigation and dispute process with MasterCard will be 

resolved within 90 days.  

 

16. What should I do in case my prepaid card is lost or stolen? 

In case of a lost or stolen prepaid card, you will need to call Customer Service: 

(USA) +1-866-345-1892 or (outside the USA) +1-510-771-6406 or  

(International Toll Free - Excluding Brazil) +800-6677-8000. 

 

Verify if there is any fraudulent transaction to open a dispute process; which may take up to 90 days.  

Request a reissue of your prepaid card. Keep in mind that when a reissue is made, the previous card 

is closed for security purposes.  You are allowed to have only one card open. 

Considering that the estimated time of delivery outside of Brazil via regular mail is within 30 business 

days, we suggest that you request and pay for the Federal Express delivery within 15 business days 

due to your urgency.  

 

17. Where can I find the “Terms and Conditions” for the BB Americas prepaid card? 

You can find the “Terms and Conditions” for the BB Americas prepaid card on the prepaid card 

website.  The link to the prepaid card website can be found on the bank’s website: 

www.bbamericas.com;  Click on “Student Prepaid Program”, “Terms & Conditions”. 

 

18. How can I load funds on my prepaid card? 

You can load funds on your card through the prepaid card website:   

BANK TO CARD – allows you to transfer funds from your U.S. bank account to your prepaid 

card.  

CARD TO CARD – allows you to transfer funds from your U.S. credit or debit card to your 

prepaid card.  

All personal loads will be credited to the main US$ purse.  Please refer to the updated “Terms & 

Conditions” on our website for the prices on this service.  If you need assistance with these 

operations, please call Customer Service:  

(USA) +1-866-345-1892 or (outside the USA) +1-510-771-6406 or  

(International Toll Free - Excluding Brazil) +800-6677-8000. 

 

 

 

 

 

 

 

 

 

 

 

 

 

http://www.bbamericas.com/
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19. Can I transfer funds from my prepaid card to a bank account? 

You can transfer funds from your prepaid card to any U.S. bank account through the prepaid card 

website.  The operation is called CARD TO BANK.  You can also transfer Euros to banks in Portugal 

and Spain or GBP’s to banks in the UK, for a $5 fee.   

Select “Transfers” from the menu on MCP and first “Register for International Transfers” and 

“Add Beneficiary”.  Then you can initiate a Transfer.   

 

You must first register an account and create a beneficiary and then initiate a transfer.  Be 

sure to have all the correct information, including complete IBAN # or BIC#.  

IBAN number must have a specific # of characters and no spaces or special characters as in the 

example below. 

 

IBAN Specification:  

Portugal Example: 25 characters in IBAN # PT50003507090064961393018 

For IBAN format by country, see URL:   http://bfsfcu.org/pdf/IBAN.pdf 

 

20. Can I transfer funds from my prepaid card to someone else’s prepaid card? 

You can transfer funds from your prepaid card to someone else’s prepaid card through the prepaid 

card website.  The operation is called FRIENDS & FAMILY.  Please refer to the updated “Terms & 

Conditions” on our website for the prices on this service.  

 

21. How can I transfer funds between sub-purses in my prepaid card? 

You can transfer funds between sub-purses in your prepaid card through the prepaid card website.  

In case the sub-purse in the desired currency does not exist in your card, you will need to create 

through the prepaid card website.  Keep in mind that there is a limit of 12 currencies to choose from, 

that were previously defined by the grantor of your scholarship.  Please refer to the updated “Terms 

& Conditions” on our website for the prices on this service. If you need assistance with these 

operations, please call the prepaid card Customer Service:  

(USA) +1-866-345-1892 or (outside the USA) +1-510-771-6406 or  

(International Toll Free - Excluding Brazil) +800-6677-8000. 

 

22. Can I make online purchases with my prepaid card? 

You can make online purchases with your prepaid card. 

Important: For websites that require you to inform the billing address for your prepaid card, you will 

need to inform the address associated to your prepaid card profile.  If you are unsure, please see 

your profile on the prepaid card website.  

 

23. Can I pay bills (water, electric, phone, etc.) with my prepaid card?  

You can pay U.S. bills (water, electric, phone, etc.) with your prepaid card using the “Bill Pay” service 

on the prepaid card website.  If your bills are not from the U.S., you would be able to pay bills only 

for service providers that allow you to make payments through their websites using your card 

number.  If you need assistance with these operations, please call the prepaid card Customer Service:   

(USA) +1-866-345-1892 or (outside the USA) +1-510-771-6406 or  

(International Toll Free - Excluding Brazil) +800-6677-8000. 

 

24. What is the daily limit for withdrawals/purchases for my BB Americas prepaid card? 

Please refer to the updated “Terms & Conditions” on our website for the limits and fees on 

withdrawals/purchases.  Keep in mind that the amounts are in US$ and the limits for other currencies 

are the equivalent amount in that currency based on the current exchange rate. 

 

 

 

 

http://bfsfcu.org/pdf/IBAN.pdf
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25. How can I withdraw an amount greater than the ATM withdrawal limit? 

You can withdraw an amount greater than the ATM withdrawal limit at a bank’s teller line.  This 

operation is called a cash advance.  We are not able to inform which banks can process cash 

advances.  However, our reference is that any bank that issues MasterCard products (cards) can 

provide this service. 

 

26. Where can I make withdrawals? 

In the MasterCard website ( www.mastercard.com ), you will find a global ATM locator.   

When you see the results, observe that there are ATMs with and without the “chip” (EMV) symbol.  

If your card is magstripe (Not EMV chip), you will need to use the ATMs without the “chip” (EMV) 

symbol.   

Important: Considering that the prepaid card is linked to the MasterCard network, use only ATMs 

that are linked to the MasterCard network or have the MasterCard logo.  In case of doubt, refer to 

the MasterCard website in order to avoid damage to your card.  

 

27. My card is not CHIP (EMV) enabled. When will this be available? 

The sponsors determine what kind of card will be issued. 

 

28. My card has been returned to the sender or was sent to the wrong address.  

   How should I proceed? 

It is the student’s responsibility to maintain the delivery address updated with the sponsoring 

institution. If the address provided to us for delivery by the sponsoring institution is undeliverable or 

the card was returned, a reissue will be necessary.  For security purposes, all returned cards are 

destroyed. 

 

29. I am unable to withdraw funds at ATM’s in Japan with my EMV chip card, what can I do? 

Please visit the MasterCard ATM Locator in Japan:    

 

http://www.mastercard.us/cardholder-services/atm-locator.html    

__________________________________________________________________ 

As of December 26th, 2014 the following message appears on the MasterCard official site: 

 

To find MasterCard/Maestro/Cirrus ATM locations in Japan, please visit Japan 

Post, Seven Bank, AEON Bank and Citibank Japan websites. 

 

All Maestro-branded EMV cards issued outside of the Asia/Pacific region are able to 

withdraw currency at Seven Bank and AEON Bank's ATMs. For the list of AEON Bank ATM 

locations, please navigate to the list here. 

_______________________________________________________________________________

_____ 

 

Special Note:  If an ATM location is not conveniently located near you, please contact Customer 

Service for special arrangements.   

http://www.mastercard.com/
http://www.mastercard.us/cardholder-services/atm-locator.html
http://www.jp-bank.japanpost.jp/en/ias/en_ias_index.html
http://www.jp-bank.japanpost.jp/en/ias/en_ias_index.html
http://inbound.standard.navitime.biz/sevenbank-english/Index.act
https://www.citibank.co.jp/en/banking/branch_atm
http://www.mastercard.co.jp/personal/jp-atm-location-aeon-en.html

