0523-01

From: I
To: I

Subject: FW: [EXTERNAL]Proposed Wells Fargo branch closure
Date: Tuesday, May 9, 2023 6:36:24 AM

Good Morning |l

Hope all is well. Below is a customer protest letter that was sent to the Licensing mailbox.
Have a nice day.

oy

Sent: Monday, May 8, 2023 9:03 PM

To: I

Subject: [EXTERNAL]Proposed Wells Fargo branch closure

CAUTION: This email originated from outside of the
organization. Do not click links or open attachments
unless you recognize the sender and know the content

is safe.

| am opposed to the proposed closure, especially without comment from customers who traffic this
institution. The proposed branch closure is one of two in our town. This one has a much higher use
than the other, which is not in the downtown area and does not serve foot traffic of townspeople, or

local businesses.

Eliminating this branch, located at 797 S. Main Street, Cedar City, UT 84720, is contrary to customer
service, will require customers drive to a remote branch location rather than be served in town, on
foot where the people are located. My experience with this branch has been nothing but
professionalism and integrity combined with a sense of purpose, and belonging to a town of peers.
This has not been my experience at the other, much more remote, branch.

Thank you.




Enterprise Complaints Management Office

December 13, 2023

Subject: We're responding to your concerns
Wells Fargo case number:
Office of the Comptroller of the Currency, case number i}

oeor I

Thank you for contacting us. We completed our research and are providing details to address your concerns.
What you need to know

We appreciate your concerns regarding the closing of 797 S. Main Street, Cedar City, UT. Our research confirms
the branch will not be closing. Currently the drive thru teller is closed, however reopening of the drive thru teller is
aiming towards sometime in January. All team members at the 57 North Main Street, Cedar City, UT have moved
to the 797 S Main Street, Cedar City, UT Branch. This is to combine both branches to create a better customer
experience. Adjustments are based on a wider range of customers, marketing factors and economic trends. This
process will lead to both expansion and consolidations. The change took place on July 26, 2023. We apologize for
any inconvenience and frustration this may have caused. We appreciate your business at Wells Fargo.

Any questions or concerns regarding the decision we recommend discussing with our branches, in which an

appointment can be scheduled via online at ||| | GGG

Case status

We have closed the case as of the date of this letter. If we receive additional information, we will open a new case
to address any remaining or new concerns.

How to contact us
We appreciate the time and effort you took to contact us. If you have questions, you may reach me at
I V' onday through Friday from 8:00 a.m. to 3:30 p.m. Eastern Time. We accept telecommunications

relay service calls.

Sincerely,

We may collect personal data as part of the complaint resolution process. For the categories of personal data that Wells Fargo may collect and

how we use it, see the Wells Fargo California Consumer Privacy Act Notice at Collection at ||| | I



Escalations Representative
Enterprise Complaints Management Office

cc: Office of the Comptroller of the Currency



0823-05

Comment
2 WF branch | have dealt with for 20 years and where | have had considerable dealings is now closed. = No notice, and alternate sites are not close. = No indication what

the future is for this branch If it does not reopen, | am prepared to move our money to a local bank that | can easily drive and where they know my name. = Hastings
Ranch branch in Pasadena CA. & What is gaing on?




From: WellsFargoLineofBusinessExecutiveOffice

Sent: Thursday, September 7, 2023 4:13 PM

To:

Subject: *smail* *smail* [Secure] Response to the Inquiry received for ||| G

Zix - Send Encrypted

Wells Fargo case number: ||

Dear

Thank you for sharing your concern about one of our banking locations on August 25, 2023. Our goal is to provide helpful,
friendly service, and we apologize your experiences did not reflect our standards.

In your complaint, you expressed that Hastings Ranch branch was closed without communication. Please allow us to
explain, Hastings Ranch branch was temporarily closed due to water damage that occur for three weeks. We can confirm
that the branch is currently open for business. We apologize for any inconvenience this may have caused.

At Wells Fargo, we pride ourselves on developing and maintaining quality financial relationships and delivering the most
professional and efficient service we know our customers deserve, so it is difficult to learn we may not have met those
expectations in this instance. Please know your comments are truly appreciated, as they are critical to our continued
growth and improvement

Case status

We have closed the case as of the date of this letter. If we receive additional information, we will open a new case to
address any remaining or new concerns.

How to contact us

We appreciate the time and effort you took to contact us. If you have questions, you may reach us at 1-844-819-4748,
Monday through Friday from 7:00 a.m. to 6:00 p.m. Central Time. We accept telecommunications relay service calls.

Sincerely,

Escalations Representative
Enterprise Complaints Management Office

For security reasons, please do not respond to this email with any personal or account information.

This message may contain confidential and/or privileged information. If you are not the addressee or authorized to receive this for the addressee, you
must not use, copy, disclose, or take any action based on this message or any information herein. If you have received this message in error, please
advise the sender immediately by reply email and delete this message. Thank you for your cooperation.



We may collect personal data as part of the complaint resolution process. For the categories of personal data that Wells Fargo may collect and how we
use it, see the Wells Fargo California Consumer Privacy Act Notice at Collection at https://www.wellsfargo.com/privacy-security/notice-of-data-
collection/. See additional Wells Fargo privacy notices at https://www.wellsfargo.com/privacy-security/.



https://www.wellsfargo.com/privacy-security/notice-of-data-collection/
https://www.wellsfargo.com/privacy-security/notice-of-data-collection/
https://www.wellsfargo.com/privacy-security/

0823-11



From: WellsfargoECMO

Sent: Tuesday, September 5, 2023 10:59 AM

To:

Subject: [Secure] We're responding to your concerns

Wells Fargo case number: ||| GG

Dear

Thank you for contacting us. We completed our research and are providing details to address your concerns.

We seek to provide individuals with disabilities full and equal access to our products, services, locations, and facilities as
we strive to help them succeed financially. We're sorry if we did not meet your expectations about the service that was
provided. We take matters like this seriously, and this situation has been escalated to the District Manager for the branch
to review.

Thank you for bringing this to our attention, if you are unable to visit any branch, you can use the following options:

Online or mobile banking
Electronic payment options
Direct deposit or bill pay

ATMs

Phone banking

Bank by mail (for check deposits)

We’re sorry for any inconvenience you may have experienced.

Case status

We have closed the case as of the date of this letter. If we receive additional information, we will open a new case to
address any remaining or new concerns.

How to contact us

We appreciate the time and effort you took to contact us. If you have questions, you may reach us at 1-866-907-9913,
Monday through Friday from 8:00 a.m. to 5:00 p.m. Central Time. We accept telecommunications relay service calls.

If there is an attachment to this email and you cannot read it, please contact us.
Sincerely,

Escalations Representative
Enterprise Complaints Management Office



For security reasons, please do not respond to this email with any personal or account information.

This message may contain confidential and/or privileged information. If you are not the addressee or authorized to receive this for the addressee, you
must not use, copy, disclose, or take any action based on this message or any information herein. If you have received this message in error, please
advise the sender immediately by reply email and delete this message. Thank you for your cooperation.

We may collect personal data as part of the complaint resolution process. For the categories of personal data that Wells Fargo may collect and how we

use it, see the Wells Fargo California Consumer Privacy Act Notice at Collection at https://www.wellsfargo.com/privacy-security/notice-of-data-
collection/. See additional Wells Fargo privacy notices at https://www.wellsfargo.com/privacy-security/.



https://www.wellsfargo.com/privacy-security/notice-of-data-collection/
https://www.wellsfargo.com/privacy-security/notice-of-data-collection/
https://www.wellsfargo.com/privacy-security/

E— ()923-04 .
- |

Recewed Dote ), 422 D000

Customer Communication

alied for Information aoout the new changes taking place in November The man who answarad rmy call was Aot help




From: WellsFargoLineofBusinessExecutiveOffice
Sent: Thursday, September 28, 2023 9:05 AM

To:

Subject: [Secure] We're responding to your concerns
Wells Fargo case number: ||| NG

Dear I

Thank you for contacting us. We completed our research and are providing details to address your concerns.
What you need to know

We appreciate you taking the time to bring your concerns about the updates to the Online Access Agreement to our
attention. As a result of your complaint, we have thoroughly researched this matter to verify details regarding these
updates.

According to our research, the updates to the Online Access Agreement taking effect November 30, 2023, are minor
updates to wording and verbiage listed in the Online Access Agreement. We want to reassure you that these changes do
not affect the terms and conditions of your deposit accounts or the ability to utilize different services involved with your
online banking account. You noted that, when you called and spoke with an employee regarding the updates, they were
not helpful and did not know anything. It is difficult to learn we have not met your customer service expectations. Your
concerns are very important to us. Please be assured we will thoroughly review the circumstances and take appropriate
action to make sure our level of service does not fall short again.

You also mentioned that the branch in your hometown closed down and has caused an inconvenience physically visiting a
branch for your banking needs. We appreciate your feedback as we are always looking for ways to improve the services
we provide to our customers and the accessibility of these services. In the meantime, you can visit
www.wellsfargo.com/locator, select the “Bank Only” box, and search utilizing your address. The nearest branch locations
will populate with their addresses and contact information. If you wish to schedule an appointment, you can select the
“Make an Appointment” button and follow the prompts.

While we realize this may not alleviate your concerns, we hope it may provide clarity. We apologize for any
inconveniences this issue may have caused. Thank you for being a Wells Fargo customer, we appreciate your business
and look forward to providing a better banking experience in the future.

Case status

We have closed the case as of the date of this letter. If we receive additional information, we will open a new case to
address any remaining or new concerns.

How to contact us

We appreciate the time and effort you took to contact us. If you have questions, you may reach us at 1-844-819-4748,
Monday through Friday from 7:00 a.m. to 6:00 p.m. Central Time. We accept telecommunications relay service calls.


https://www.wellsfargo.com/locator

If there is an attachment to this email and you cannot read it, please contact us.

Sincerely,

Escalations Representative
Enterprise Complaints Management Office

For security reasons, please do not respond to this email with any personal or account information.

This message may contain confidential and/or privileged information. If you are not the addressee or authorized to receive this for the addressee, you
must not use, copy, disclose, or take any action based on this message or any information herein. If you have received this message in error, please
advise the sender immediately by reply email and delete this message. Thank you for your cooperation.

We may collect personal data as part of the complaint resolution process. For the categories of personal data that Wells Fargo may collect and how we
use it, see the Wells Fargo California Consumer Privacy Act Notice at Collection at https://www.wellsfargo.com/privacy-security/notice-of-data-
collection/. See additional Wells Fargo privacy notices at https://www.wellsfargo.com/privacy-security/.



https://www.wellsfargo.com/privacy-security/notice-of-data-collection/
https://www.wellsfargo.com/privacy-security/notice-of-data-collection/
https://www.wellsfargo.com/privacy-security/

0923-06












From: WEFExecutiveOffice
Sent: Monday, October 23, 2023 10:24 AM
To: |
Subject: We're responding to your concerns
WELLS

FARGO
Wells Fargo case number: ||| NG

Dear I

Thank you for contacting us. We completed our research and are providing details to address your concerns.

We appreciate your feedback about delays you experienced and about the hours of operation at our Stamford High Ridge
branch. We monitor our branches to help ensure that they're properly staffed, however, sometimes unexpected delays
occur. We forwarded the details of your experience to the management of the Stamford High Ridge branch, they
confirmed that the branch was closed in March, and that the last Saturday that the branch was opened was on March 11,
2023. We were also advised that prior to the branch closing, all required disclosures and notices were posted in the
branch to notify our customers of the closure, therefore your request for compensation is respectfully declined.

While it's disheartening to learn of concerns such as yours, we also appreciate your comments because they enable us to
identify areas of training and process improvement for our employees. Each customer truly can help shape our strategy in
providing the service you expect and deserve. We will communicate any possible coaching opportunities to our team
members. On behalf of Wells Fargo, we’d like you to know that it's our goal to provide superior customer service. We're
sorry your experience didn’t reflect our standards.

We found two branch locations near your address on file. Both branch locations we found provide the same services as
the branch location at 1211 High Ridge Rd. Stamford CT 06905-1279.

e Stamford Ridgeway Shopping Center
60 6th St
Stamford, CT, 06905
Phone: 203-388-1771

Or

¢ New Canaan
152 Main St
New Canaan, CT, 06840
Phone: 203-966-2641

Additional information

We seek to provide our customers with full and equal access to our products, services, locations, and facilities. We offer
the following alternatives to visiting a branch:

Online or mobile banking
Electronic payment options
Direct deposit or bill pay
Phone banking





https://www.wellsfargo.com/locator/
https://www.wellsfargo.com
https://appointments.wellsfargo.com/maa/appointment/
https://www.wellsfargo.com/mobile
https://www.wellsfargo.com/locator



https://www.wellsfargo.com/privacy-security/notice-of-data-collection/
https://www.wellsfargo.com/privacy-security/notice-of-data-collection/
https://www.wellsfargo.com/privacy-security/

Provide a detailed description of the customer complaint

0923-07

i dont understand why you are closing bank branches close to or in towns close to rural
area and for me i refuse to drive 3 1/2 hours to get to a branch location and if i want to
talk to someone in person then i wont be useing your bank and am now looking for
another bank by end of october so i can go in and actually talk to a live person there
are many people like me that rather talk to someone face to face and not via phone or
web page







From: WellsFargoLineofBusinessExecutiveOffice
Sent: Friday, September 15, 2023 2:03 PM

To: '

Subject: We're responding to your concerns

Wells Fargo case number: |||

Dear I

Thank you for contacting us. We completed our research and are providing details to address your concerns.

We are sorry to hear of the difficulty you have experienced with a branch location near you closing. We appreciate your
feedback. In our previous resolution letter sent to you, we provided other convenient banking options. We have found that
the nearest location is not 3 %2 hours away but just within 16 miles of the address you provided on file; there is actually 4
branch locations and 2 ATM locations. You can find branch and ATM locations near you at wellsfargo.com. We regret
these circumstances have caused you to have a negative perception of our company, and we look forward to a future
opportunity to regain your faith and good regard.

Case status

We have closed the case as of the date of this letter. If we receive additional information, we will open a new case to
address any remaining or new concerns.

How to contact us

We appreciate the time and effort you took to contact us. If you have questions, you may reach us at 1-844-819-4748,
Monday through Friday from 7:00 a.m. to 6:00 p.m. Central Time. We accept telecommunications relay service calls.

If there is an attachment to this email and you cannot read it, please contact us.
Sincerely,

Escalations Representative
Enterprise Complaints Management Office

For security reasons, please do not respond to this email with any personal or account information.

This message may contain confidential and/or privileged information. If you are not the addressee or authorized to receive this for the addressee, you
must not use, copy, disclose, or take any action based on this message or any information herein. If you have received this message in error, please
advise the sender immediately by reply email and delete this message. Thank you for your cooperation.


https://www.wellsfargo.com

We may collect personal data as part of the complaint resolution process. For the categories of personal data that Wells Fargo may collect and how we
use it, see the Wells Fargo California Consumer Privacy Act Notice at Collection at https://www.wellsfargo.com/privacy-security/notice-of-data-
collection/. See additional Wells Fargo privacy notices at https://www.wellsfargo.com/privacy-security/.



https://www.wellsfargo.com/privacy-security/notice-of-data-collection/
https://www.wellsfargo.com/privacy-security/notice-of-data-collection/
https://www.wellsfargo.com/privacy-security/

0923-11




From: WellsFargoLineofBusinessExecutiveOffice

Sent: Friday, September 22, 2023 11:25 AM
To: _

Subject: [Secure] [Secure] We're responding to your concerns

WELLS
FARGO

Wells Fargo case number | NN

Account number ending in:

oeor [

Thank you for contacting us. We completed our research and are providing details to address your concerns.

At Wells Fargo, we pride ourselves on developing and maintaining quality customer relationships and strive to consistently
deliver the exemplary service we know our customers deserve. Each experience we share is an opportunity to
demonstrate our commitment to 100% customer satisfaction. It was difficult to learn we have not met your expectations.
Your concerns are very important to us. Please be assured we will thoroughly review the circumstances and take
appropriate action to make sure our level of service does not fall short again.

What you need to know

Your line of credit account that was opened on June 6, 2008 for $150,000.00 was closed on June 14, 2013 because it
reached it's “Draw Period” per the Prime Equity Line of Credit Agreement & Disclosure Statement. After the draw period,
you are no longer able to obtain advances. Since the loan had no outstanding balance and you were no longer able to
draw against the line of credit, the account was closed.

If you have any additional question, please contact Wells Fargo Home Mortgage Customer Service at 866-234-8271.
Monday through Friday 7:00 a.m. to 10:00 p.m. and Saturdays from 8:00 a.m. to 2:00 p.m. Central Time.

We are aware of the issues with the 1125 North Main Street ATM and are working to resolve its issues as soon as
possible.

Case status

We have closed the case as of the date of this letter. If we receive additional information, we will open a new case to
address any remaining or new concerns.

How to contact us

We appreciate the time and effort you took to contact us. If you have questions, you may reach us at 1-844-819-4748,
Monday through Friday from 6:00 a.m. to 7:00 p.m. Central Time. We accept telecommunications relay service calls.

If there is an attachment to this email and you cannot read it, please contact us.

Sincerely,





https://www.wellsfargo.com/privacy-security/notice-of-data-collection/
https://www.wellsfargo.com/privacy-security/notice-of-data-collection/
https://www.wellsfargo.com/privacy-security/

0923-12






From: WellsFargoLineofBusinessExecutiveOffice

Sent: Friday, October 6, 2023 4:09 PM
= R

Subject: [Secure] We're responding to your concerns

Zix - Send Encrypted

WELLS
FARGO

Wells Fargo case number:_

o=

Thank you for contacting us. We completed our research and are providing details to address your concerns.

We appreciate your feedback about branch closures and wait times, and we apologize for any inconvenience they may
have caused you. We know our customers value the personal connection they have with our branch bankers. At the same
time, everyday tasks like deposits, withdrawals, and loan applications can be accomplished using our convenient mobile
and online tools. The reduction in the number of branches reflects customer trends, which include customers self-
servicing through the Wells Fargo Mobile App, resulting in fewer transactions being conducted in our branches.

In the event you need to conduct business with a banker, we advise making an appointment in advance since the
availability of branch employees can be limited. To make an appointment, please either call your local branch or, to make
an appointment online, visit https://appointments.wellsfargo.com/maa/appointment/ and follow directions. If you are
unsure whether an appointment is necessary to complete your business, you can call Everyday Banking at 1-800-869-
3557, 24 hours a day, 7 days a week, to speak with one of our phone bankers.

Your comments are very important to us. You deserve a quality financial relationships and excellent service. Each
experience we share with a customer is an opportunity to demonstrate our commitment. We’re sorry we haven’t met your
expectations. Thank you again for sharing your concern and for the opportunity to serve you as our valued customer.

Case status

We have closed the case as of the date of this letter. If we receive additional information, we will open a new case to
address any remaining or new concerns,

How to contact us

We appreciate the time and effort you took to contact us. If you have questions, you may reach us at 1-844-819-4748,
Monday through Friday from 7:00 a.m. to 6:00 p.m. Central Time. We accept telecommunications relay service calls.

If there is an attachment to this email and you cannot read it, please contact us.

Sincerely,

Escalations Representative
Enterprise Complaints Management Office


https://appointments.wellsfargo.com/maa/appointment/



https://www.wellsfargo.com/privacy-security/notice-of-data-collection/
https://www.wellsfargo.com/privacy-security/notice-of-data-collection/
https://www.wellsfargo.com/privacy-security/

Provide a detailed description of the customer complaint

0923-13

This response is totally ridiculous and represents no personal regard for your banking
customers in Covington VA. Yes, you closed and recently sold the Wells Fargo bank on
Main Street in Covington. Yes, you removed and boarded up the Wells Fargo ATM on
Main Street at least two weeks ago without any prior notice to customers. Yes, we were
promised local ATM access. Yes, your customer service reps are clueless as to our
situation in Covington. Today, | see that Wells Fargo is in the process of installing a
Wells Fargo ATM on Craig Avenue in Covington. Yes, someone in customer service
should have been able to provide that information as well as when the new ATM is
expected to go into service. SHAME ON YOU!!







From: WellsFargoLineofBusinessExecutiveOffice
Sent: Friday, September 15, 2023 11:55 AM

To:

Subject: [Secure] We're responding to your concerns
Case number: |

Dear I

Thank you for your patience while we looked into your concerns. We’ve completed our research and are ready to share our
findings.

We are responding to concerns expressed regarding branch closure and ATM’s which we received on September 13, 2023.
We appreciate you taking the time to bring your concerns about your recent experience to our attention as they are
invaluable in assessing our service levels, and for identifying areas where we can initiate improvements. We are
disappointed to learn of your experience and concerns. Although it is disheartening to learn of concerns such as yours, we
also appreciate you taking the time to provide us with the feedback. Your feedback allows us the opportunity to track trends,
identify gaps, and make possible adjustments in our processes to reduce customer impact and provide a positive experience
overall. | would like to express my sincerest apologies for your frustration.

Wells Fargo is continually reassessing closures of branches and ATM’s, especially as it relates to necessary decisions and
methods of operation for our employees and customers. Our goal is to provide convenient access to all our services, in
which your experience did not reflect our standards. Wells Fargo is evolving as a banking industry; the ways in which we
service our customers may change. For example, as digital capabilities enable us to seamlessly serve our customers across
channels and provide choices in how they bank with us, the need for physical branches has steadily declined. Customers
are transacting more on their phones and online, and we are adjusting to follow them. It is important to remember that we
continue to have opportunities to open branches with ATM’s where it makes sense. We take a thoughtful approach to our
network recognizing we need to have a bigger branch presence in some locations than in others.

To check for latest locations and branch hours and services offered visit ATM and Bank Locations - Find Wells Fargo Bank
and ATM Locations .You may also contact us at 1-800-869-3557, 24 hours a day - 7 days a week.

Below are the nearest bank location plus ATM:

HERSHBERGER ROAD

1344 HERSHBERGER RD NW
ROANOKE, VA, 24012

Phone: 540-265-1566

WEST SALEM SHOPPING CENTER
1421 WEST MAIN STREET

SALEM, VA, 24153

Phone: 800-869-3557.

Please also accept our apology for any incomplete information you might have received when attempting to address this
matter with our banking representatives. Although, we can confirm, currently we are not seeing any ATM’s coming in
Covington area, but this could change in the future.



We'd like you to know we appreciate your continued business and concern. We apologize for the inconvenience caused
due to this process. We sincerely regret that your experience has fallen short of your expectations. The confidence you
place in us means everything and we will work hard to fulfill our commitment to customers. Thank you again for sharing
your concern.

Case status: We have closed the case as of the date of this letter. If we receive additional information, we will open a
new case to address any remaining or new concerns.

How to contact us

We appreciate your time and effort you took to contact us. If you have questions, please contact us at 1-844-819-4748.
We’'re ready to help you Monday through Friday from 7:00a.m. to 6:00 p.m. Central Time. We accept telecommunications
relay service calls.

If you have a problem reading any attachment to this communication (if applicable), please reach out to me as indicated
above for assistance.

Sincerely,

Executive Office Case Specialist
Enterprise Complaints Management Office

For security reasons, please do not respond to this email with any personal or account information.

This message may contain confidential and/or privileged information. If you are not the addressee or authorized to receive
this for the addressee, you must not use, copy, disclose, or take any action based on this message or any information
herein. If you have received this message in error, please advise the sender immediately by reply email and delete this
message. Thank you for your cooperation.

We may collect personal data as part of the complaint resolution process. For the categories of personal data that Wells
Fargo may collect and how we use it, see the Wells Fargo California Consumer Privacy Act Notice at Collection at
https://www.wellsfargo.com/privacy-security/notice-of-data-collection/. See additional Wells Fargo privacy notices at
https://www.wellsfargo.com/privacy-security/.

© 2022 Wells Fargo Bank, N.A. All rights reserved.


https://www.wellsfargo.com/privacy-security/notice-of-data-collection/
https://www.wellsfargo.com/privacy-security/

0923-14

Comment
. Overall I'm satisfied with your service. = My complaint concerns the shutdown of my local WF Location{Garden Grove - Valley view/Chapman) and my new location
(Seal Beach - Rossmoor). # It's not convenient to drive to the new location. = | went yesterday to make a deposit = One ATM was out of service. = The other ATM was
not & excepting deposits. = So | decided to have a teller help me since it was 4 PM and they don't close until 5 PM. Unfortunately the doors were locked! = And people
were inside! & This is unacceptable! # | then had to drive to Valley View and Ball to make the deposit. = e look into the Ro! oor location to find out why their

service is substandard I go to many stores in that area so | use the ATM when | need to. & Thank you. _




From: WellsFargoLineofBusinessExecutiveOffice
Sent: Wednesday, October 11, 2023 4:31 PM

To:

Subject: [Secure] We're responding to your concerns
Wells Fargo case number: |||

Dear I

Thank you for your patience while we looked into your concerns. We’ve completed our research and are ready to share
our findings.

What you need to know

Thank you for letting us know about the service status of two automated teller machines (ATMs) at the Old Town Ranch
Center branch location. We apologize for any inconvenience you experienced due to these machines being out of order.
Our ATMs are self-reporting for technical issues, and we will focus maintenance to bring these services back to working
order as quickly as possible.

You also mentioned a concern with the hours at the Old Town Ranch Center branch, specifically that the doors were
closed at 4:00 p.m. when the branch was stated to be open until 5:00 p.m. While there are multiple safety reasons that a
branch may limit customer access at times, please know that we have elevated your concern to the appropriate level for
additional review, to ensure that this branch location is providing the high standard of customer service we hold our
branch teams to. We appreciate you bringing this concern to our attention and are sorry for the additional frustration this
experience caused you.

We understand that you were using this branch due to the closure of your preferred local branch. Please know that we do
not make a business decision like this lightly, and we are dedicated to providing ongoing support and services to our
customers. To find the most convenient ATM and branch banking locations near you, please visit wellsfargo.com/locator
and enter your zip code to review your options. Additionally, you can access digital and mobile banking services by
visiting wellsfargo.com/online-banking, and you can reach our Customer Service department by calling 1-800-869-3557,
24 hours a day, 7 days a week. We sincerely apologize for any frustration this branch closure decision has caused you
and hope that our response is helpful in providing additional resources to you. Thank you for bringing your concerns to our
attention, and for your years as a valued customer.

Case status

We have closed the case as of the date of this letter. If we receive additional information, we will open a new case to
address any remaining or new concerns.

How to contact us

We appreciate the time and effort you took to contact us. If you have questions, you may reach us at 1-844-819-4748,
Monday through Friday from 7:00 a.m. to 6:00 p.m. Central Time. We accept telecommunications relay service calls.

If there is an attachment to this email and you cannot read it, please contact us.


https://www.wellsfargo.com/locator
https://www.wellsfargo.com/online-banking

Sincerely,

Escalations Representative
Enterprise Complaints Management Office

For security reasons, please do not respond to this email with any personal or account information.

This message may contain confidential and/or privileged information. If you are not the addressee or authorized to receive this for the addressee, you
must not use, copy, disclose, or take any action based on this message or any information herein. If you have received this message in error, please
advise the sender immediately by reply email and delete this message. Thank you for your cooperation.

We may collect personal data as part of the complaint resolution process. For the categories of personal data that Wells Fargo may collect and how we

use it, see the Wells Fargo California Consumer Privacy Act Notice at Collection at https://www.wellsfargo.com/privacy-security/notice-of-data-
collection/. See additional Wells Fargo privacy notices at https://www.wellsfargo.com/privacy-security/.
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