


















other local 

facilities instead 

of WF. I realize 

that you don't 

care about MY 

business, and 

therefore don't 

care if I leave. I 

will be taking 4 

accounts when I 

find something 

closer. I'm 

shocked that 

this has 

happened and 

saddened that 

you are making 

banking this 

much harder for 

me. I needed to 

express my 

disappointment. 

Banking in small 

towns is more 

than just 

"business". 

Unfortunately 

corporate can't 

see or 

appreciate this. 

FACEBOO Wells Thanks for the Tue May 31 20:59:20 UTC 2022 

K Fargo message, we 

will respond as 

soon as 

possible. We 

will retain and 

monitor this 

conversation. 

For your 

security, please 

do not share 

confidentia I 

info, such as 

SSN or account 

numbers. As a 

reminder, 
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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. 
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FINANCIAL INSTITUTION OR COMPANY

INFORMATION THAT IS SUBJECT OF THE COMPLAINT

Helpful Hint: If you don't know the name of your financial institution, check your bank or credit card
statement. The institution's name will be indicated on the statement.

Name of Financial Institution or Company: 
Wells Fargo

Street: 
P.O Box 168048

City: 
Irving

State: 
TX

Zip: 
75016-8048

Phone: 

Type of Account(s): (If you are unsure of the type of account(s), please contact your financial
institution for assistance.)

Deposit Account (Checking, Savings) _X_ Credit Card ___

Loan Product
(Consumer, Mortgage, Home Equity)

___ Asset Management (Trust Accounts) ___

Consumer Leasing ___ Non-Deposit Account (Investments) ___

Insurance ___ Other ___

Have you tried to resolve your complaint with your financial institution
YES

If Yes, when? 
How? 
Phone

Has the financial institution responded to your complaint? 
YES

If Yes, when? 
How? 
Phone

Contact Name: 
N/A

Title: 
N/A

COMPLAINT INFORMATION

Describe events in the order they ocurred, including any names, phone numbers, and a full
description of the problem with the amount(s) and date(s) of any transaction(s). Be as brief and
complete as possible to make the explanation clear. Do not include personal or confidential

information such as your social security, credit card, or bank accounts numbers.

I reopened an account with Wells Fargo in early October or Septemeber I believe of 2021. This 
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was after a years of not having an account with them. Although in total I have had a relationshi

p with Wells Fargo for ten years since I was sixteen. I understand accounts were closed due to o

verdrafts, however they recently closed one of my accounts. They claimed it was fraud and I as

ked if there was anything that could be done, they said nope and that I could never open a wells 

fargo account ever again in my life. I believe this may have been due to racism. Because even ti

mes when I walked into the branch from the moment, I even deposited my settlement check for 

10,000 I saw the way the bankers looked at me a Young black man depositing a check and they 

felt the need to examine it so many times. I understand not everyone in this country is racist, an

d I try not to think like that, but for me that was really hurtful. And even the bank from what I

recalled asked me about certain transactions, as if they were used to me being broke, that to ha

ve that type of money in my account was unusual, and its unfair. Having this account closed an

d possibly affecting me from ever opening another account. I demand this account along with a 

few others be reopened. If not I do intend to keep the next step of this dispute open and may see

k legal counsel if necessary and may even plan to take it to my local news!!! I am tried of this co

untry playing with me! This might not be the most professional complaint but it also wasn't pro

fessional for them to close my account on me willy nilly and blacklisting me for life! and people 

of color usually are at a low income and suffer these effects more than our other racial counterp

arts. Not being able to open other bank accounts for years really affected me, even in 2020, I en

ded up in a mental instuition contemplating suicide over situations like these and other financial

matters. and I have documentation from the hospital I was bakeracted to prove that! I will not 

give up! I demand they unban me from banking with Wells Fargo!! or I will be going public wit

h this matter if the office of the comptroller and Wells Fargo cannot remedy this situation!

Please be advised that the issues described in this complaint will be shared with the financial
institution or company in question.

PRIVACY ACT STATEMENT

The information you provide to the Office of the Comptroller of the Currency (OCC) will permit us to
respond to your complaint or inquiry about the national banks or federal savings associations (thrifts)
we supervise.

The collection of this information is authorized by 12 USC 1.

Your submission of information to the OCC is entirely voluntary. You are not required to submit any
information or to submit a complaint. However, if you do not submit the requested information, the
OCC may not be able to process your request or inquiry.

Information about your complaint or inquiry will be used within the OCC and provided to the
national bank or federal savings association (thrift) that is the subject of the complaint or inquiry.
Additionally, this information may be shared with the following, pursuant to published routine uses:

(1) other third parties when required or authorized by statute or when necessary in order to obtain
additional information relating to the complaint or inquiry;

(2) other governmental, self-regulatory, or professional organizations

(a) having jurisdiction over the subject matter of the complaint or inquiry;

(b) having jurisdiction over the entity that is the subject of the complaint or inquiry; or

(c) whenever such information is relevant to a known or suspected violation of law or licensing
standard for which another organization has jurisdiction;
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(3) the Department of Justice, a court, an adjudicative body, a party in litigation, or a witness when
relevant and necessary to a legal or administrative proceeding;

(4) a Congressional office when the information is relevant to an inquiry initiated on behalf of its
provider;

(5) other governmental or tribal organizations with which an individual has communicated regarding
a complaint or inquiry about an OCC-regulated entity;

(6) OCC contractors or agents when access to such information is necessary; and

(7) other third parties when required or authorized by statute.

You may find additional information regarding the rights and obligations related to the OCC’s
collection of the requested information at 81 FR 2945-01, 2957 (PDF).

Date:6/16/2022 4:56:32 PM

I certify that the information provided on this form is true and correct to the best of my knowledge.

I Certify _X_    I Do Not Certify ___
If a valid OMB Control Number does not appear on this form, you are not required to complete this

form.





determine eligibility for Wells Fargo products and services. As stated in our Deposit Account Agreement, we can obtain a 
credit or other report about you to help us determine whether to open or maintain an account Unfortunately, w e  are 
unable to dispute information reported by other financial institutions. As we have found the decision to close your 
accounts to be accurate, we are unable to assist with any requests to amend your EWS report. If you would like to review 
or dispute any information in your EWS consumer report, you can request a free copy of the report by visiting their 
website at www.earlywarning.com/consumer-information or by phone at_1 -800-745-1560. We show at this time, you are 
not eligible for new Wells Fargo deposit products. 

Concerns regarding a deposited item 

We are so
.

to learn of your concerns regarding an item for $1 0,607.76 that you deposited into your checking account 
ending in n October 21 ,  2021. Our records indicate a deposit hold was applied to this item that resulted in a delay 
in availab1 Ity o funds as described in the enclosed deposit receipt. The funds from deposits are generally made available 
the day after the deposit is received. However, in accordance with federal Regulation CC, deposited funds are subject to 
verification and may not be immediately available for use. More specifically, Regulation CC allows banks to place 
extended holds under special circumstances, such as if the deposit is greater than $5,525.00. In such a case, the portion 
of the deposit under $5,525.00 is made available to the customer within a reasonably short timeframe, and the bank may 
place an extended hold on the amount that exceeds $5,525.00. 

• More specifically, Regulation CC allows banks to place holds under certain circumstances (for example, if there 
are insufficient funds at the time of inquiry). In such cases, we may hold the funds from a check longer based 
on the Funds Availability Policy outlined in our Wells Fargo Deposit Account Agreement. 

• Regulation CC allows banks to place holds under certain circumstances, (for example, if the account is opened 
less than 30 days). In such cases, we may hold the funds from a check longer based on the Funds Availability 
Policy outlined in our Wells Fargo Deposit Account Agreement. 

All deposited items are subject to holds. Holds may seem like and inconvenience, however, the intent of the hold is to 
protect you and Wells Fargo if a deposited item is returned unpaid. We consider a number of factors prior to placing a 
hold, and we make every attempt not to place a hold on the funds you deposit. In this instance, as we were unable to 
collect upon the item, $225.00 of the deposited amount was made available to you immediately. Subsequently, $5,300.00 
was made in two business days, and the remaining amount of $5,082.76 was made available within seven business days 
from the deposit date. 

Please allow us to clarify the actions that were taken regarding the deposit. A precautionary hold was placed to ensure the 
check would not be returned unpaid. We would like to assure you that the action we took with your deposit was in no way 
meant as a reflection against your financial integrity. At Wells Fargo, we are committed to being an inclusive company 
where all people are treated fairly and recognized for their individuality. We believe in recognizing, understanding, and 
respecting differences among all people. The decision to hold the deposit was based on business procedures and not any 
personal trait or characteristic. 

While we empathize with you and apologize for any inconvenience or frustration that may have resulted from the above 
referenced deposit hold, we have found no bank error in the handling of the item. 

Going forward 

We certainly regret if your experience has resulted in a negative perception of our company. You indicated that an 
attorney might represent you. If an attorney represents you, please forward this communication to the attorney. If you 
would like us to speak with them, please fax a notarized document granting permission to speak with your attorney to 1 -
866-359-3969. 

How to contact us 

We appreciate the time and effort you took to contact us. If you have questions, please call me at please contact us at 1-
952-388-0939, Monday through Friday, 8:00 a.m. to 4:30 p.m. Central Time. If I am unavailable and you need immediate 
assistance, please call 1-855-931 -2468. We're ready to help you Monday through Friday from 8:00 a.m. to 5:00 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, 

2 
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Cc:  . < >;  . 
>; . < > 

Subject: RE: Bank Fees 
 
Can I get an answer??? The branch is closing in a couple weeks and I need to open a new account with Nevada State 
Bank if Wells cannot figure this out. 
 

From:    
Sent: Wednesday, April 13, 2022 11:04 AM 
To:   
Cc:  ;  ;   
Subject: RE: Bank Fees 
 
Yes, I have contacted  . See below 
 

From:   < >  
Sent: Wednesday, April 13, 2022 10:54 AM 
To:   < > 
Cc:  ;  ;   
Subject: RE: Bank Fees 
 
Hi  – 
 
As we’re collecting the updated Pricing Proposal, there were a few additional questions needing clarification: 
 

‐ Have you contacted   and have they provided a quote proposal for their services? 
‐ If yes:  

o About how often is there an expected pick‐up per week and how much money will be included per pick‐
up? our initial conversation is once a week.  It is our expectation that a pick up would be about $40,000‐
50K. Consistent with our current deposits.  

o Will there be any “change” orders and how much? Not sure what you are referring to as a change 
order.  We may on occasion need to buy cash. Those usually are about $5000 worth or $5 bills 

‐ If no:  
o We recommend collecting this quote from  so we can align our Proposal with the exact contract 

guidelines   has completed to give the most accurate pricing. 
 
Please let me know if you have any questions. 
 
 
Thank you, 
 

 
 
Small Business Banking Relationship Manager (LO) 
Small Business Relationship Banking 

 
Wells Fargo Bank, N.A.  l     l   

     
  

 
 

 















Please know that we were unable to determine specifically what you referred to in your survey when you indicated 
that no one offered to provide information to you via email. Feel free to call me if you would like to provide specific 
details.  
 
Your other concerns have been addressed by Case Specialist  We confirmed that  sent a response to 
you, via encrypted email, on April 18, 2022. 
 
How to contact us 

 
We appreciate your time and effort you took to contact us. If you have questions, please contact 
me at 1-855-877-7904, ext.  We’re ready to help you Monday through Friday from 8:30 a.m. to 5:00 

p.m. Central Time. We accept telecommunications relay service calls. 
 

Sincerely, 

 

 

Executive Office Case Specialist 

Enterprise Complaints Management Office 

 

 

 

 







Enterprise Complaints Management Office 
PO Box 5133 
Sioux Falls, SD 57117 
 
 
 
 
 

 

Investment and Insurance Products are: 
•  Not Insured by the FDIC or Any Federal Government Agency 
•  Not a Deposit or Other Obligation of, or Guaranteed by, the Bank or Any Bank Affiliate 
•  Subject to Investment Risks, Including Possible Loss of the Principal Amount Invested 

Investment products and services are offered 
through Wells Fargo Advisors, a trade name used 
by Wells Fargo Clearing Services, LLC, Member 
SIPC, a registered broker-dealer and non-bank 
affiliate of Wells Fargo & Company. 

 
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/. 
 
© 2021 Wells Fargo Advisors, LLC. All rights reserved. 

June 3, 2022 
 
 
 

 
P.O. Box  

 
 
 
 
 
Subject: We’re responding to your concerns 
Case number:  
Account number ending in:  
 
 
Dear  
 
Thank you for your patience while we reviewed the concerns you relayed to Wells Fargo Advisors on May 12, 2022, 
regarding your disappointment with the performance of your account and your desire to speak to your Financial 
Advisor, , regarding a plan going forward.  Due to Wells Fargo Advisors’ ongoing commitment to 
ensuring that client concerns are given due attention, your comments were forwarded to Enterprise Complaints 
Management Office for review and response. 
 
Please know that Wells Fargo Advisors regrets any instance where a client is disappointed in the performance of 
his or her account, or dissatisfied with the results of a particular investment.  As you know, investments can and do 
fluctuate based on market movements, and the specific performance or return of market-based investments 
cannot be guaranteed.    
 
We understand that Mr.  has discussed your concerns with you, providing perspective on the investment 
returns your account has experienced, and allaying some of your concerns.  Your investment objective and risk 
tolerance were confirmed and you agreed to wait out the volatile market and make no changes to your portfolio at 
this time.  We support the information provided by Mr  and encourage you to continue working with him 
moving forward so that he can help guide you towards financial success.  
 
  



Wells Fargo Bank, N.A. response 

We contacted Wells Fargo Bank, N.A. regarding your concern with the branch closure and removal of the 
Automated Teller Machine.  We were asked to pass their regret that they are not meeting your expectations.  
However, they located two other branch offices within five miles of your home address which you may find helpful. 

• Madera
201 East Yosemite Avenue
Madera, CA  93638
Phone: 559-673-9147

• Country Club Village
1141 Country Club Drive
Madera, CA  93638
Phone: 559-673-2281

In addition to ensuring that your concerns have been addressed, we would like to take this opportunity to thank 
you for your business.  We know you have chosen Wells Fargo Advisors over scores of alternatives in a highly 
competitive industry.  We will continue to work hard to earn your business and your trust. 

How to contact us 

We appreciate your time and effort you took to contact us. If you have questions, please contact 
us at 1-855-877-7904, ext. . We’re ready to help you Monday through Friday from 8:00 a.m. to 5:00 p.m. 
Central Time. We accept telecommunications relay service calls. 

Sincerely, 

Executive Office Case Specialist 
Enterprise Complaints Management Office 



Bcc: 
, Financial Advisor 
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This message was secured by ZixCorp(R).  
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When is the best time to contact your representative?

FINANCIAL INSTITUTION OR COMPANY
INFORMATION THAT IS SUBJECT OF THE COMPLAINT
Helpful Hint: If you don't know the name of your financial institution, check your bank or credit card
statement. The institution's name will be indicated on the statement. 
 
Name of Financial Institution or Company: 
Wells Fargo Bank National Association
Street: 
102 E Main St
City: 
Marion
State: 
VA

Zip: 
24354  

Phone: 
2767837143
 
Type of Account(s): (If you are unsure of the type of account(s), please contact your financial
institution for assistance.)
Deposit Account (Checking, Savings) _X_    Credit Card _X_
Loan Product
(Consumer, Mortgage, Home Equity) _X_    Asset Management (Trust Accounts) ___

Consumer Leasing ___    Non-Deposit Account (Investments) _X_
Insurance ___    Other ___

     
 
Have you tried to resolve your complaint with your financial institution
YES
If Yes, when? 
04/01/2022

How? 
Phone  

 
Has the financial institution responded to your complaint? 
NO
If Yes, when? How?  
 
Contact Name: 
Title: 

COMPLAINT INFORMATION 

Describe events in the order they ocurred, including any names, phone numbers, and a full
description of the problem with the amount(s) and date(s) of any transaction(s). Be as brief and
complete as possible to make the explanation clear. Do not include personal or confidential
information such as your social security, credit card, or bank accounts numbers.

 
Wells Fargo has announced the closing of this branch effective October 5,2022. I am asking the 
OCC to force Wells Fargo to keep this branch open. Wells Fargo is the only National Bank in th
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e Town of Marion. I think the bank has been in Marion since 1879 chartered under Marion Nat
ional Bank. I have banked at this branch since 1975. If this branch closes the nearest bank to M
arion is Abingdon VA 27 miles from Marion. I and many other loyal Wells Fargo customers do 
not understand the reason for the closure. If this closure is allowed to proceed it will only leave 
two banks left in Marion The Bank of Marion and First Community Bank out of WV. Closure 
will create a great burden on individuals as well as many merchants. I and many others do NOT
want to do business with the two remaining banks. We need a National Bank in Marion. At one 
time it is my understanding Well Fargo Marion had over 100 million in loans and deposits. Plea
se look into this matter for the people of Marion that do NOT want to see their bank close.
 
Please be advised that the issues described in this complaint will be shared with the financial
institution or company in question.

PRIVACY ACT STATEMENT

The information you provide to the Office of the Comptroller of the Currency (OCC) will permit us to
respond to your complaint or inquiry about the national banks or federal savings associations (thrifts)
we supervise.

The collection of this information is authorized by 12 USC 1.

Your submission of information to the OCC is entirely voluntary. You are not required to submit any
information or to submit a complaint. However, if you do not submit the requested information, the
OCC may not be able to process your request or inquiry.

Information about your complaint or inquiry will be used within the OCC and provided to the
national bank or federal savings association (thrift) that is the subject of the complaint or inquiry.
Additionally, this information may be shared with the following, pursuant to published routine uses:

(1) other third parties when required or authorized by statute or when necessary in order to obtain
additional information relating to the complaint or inquiry;

(2) other governmental, self-regulatory, or professional organizations

(a) having jurisdiction over the subject matter of the complaint or inquiry;

(b) having jurisdiction over the entity that is the subject of the complaint or inquiry; or

(c) whenever such information is relevant to a known or suspected violation of law or licensing
standard for which another organization has jurisdiction;

(3) the Department of Justice, a court, an adjudicative body, a party in litigation, or a witness when
relevant and necessary to a legal or administrative proceeding;

(4) a Congressional office when the information is relevant to an inquiry initiated on behalf of its
provider;

(5) other governmental or tribal organizations with which an individual has communicated regarding
a complaint or inquiry about an OCC-regulated entity;

(6) OCC contractors or agents when access to such information is necessary; and

(7) other third parties when required or authorized by statute.
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You may find additional information regarding the rights and obligations related to the OCC’s
collection of the requested information at 81 FR 2945-01, 2957 (PDF).

Date:7/21/2022 5:40:30 PM

I certify that the information provided on this form is true and correct to the best of my knowledge.

I Certify _X_    I Do Not Certify ___
If a valid OMB Control Number does not appear on this form, you are not required to complete this

form.
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When is the best time to contact your representative?

FINANCIAL INSTITUTION OR COMPANY
INFORMATION THAT IS SUBJECT OF THE COMPLAINT
Helpful Hint: If you don't know the name of your financial institution, check your bank or credit card
statement. The institution's name will be indicated on the statement. 
 
Name of Financial Institution or Company: 
Wells Fargo
Street: 
Edinger Beach
City: 
Huntington Beach
State: 
CA

Zip: 
92647  

Phone: 
 
Type of Account(s): (If you are unsure of the type of account(s), please contact your financial
institution for assistance.)
Deposit Account (Checking, Savings) ___    Credit Card ___
Loan Product
(Consumer, Mortgage, Home Equity) ___    Asset Management (Trust Accounts) ___

Consumer Leasing ___    Non-Deposit Account (Investments) ___
Insurance ___    Other _X_

     
 
Have you tried to resolve your complaint with your financial institution
YES
If Yes, when? 
08/10/2022

How? 
Phone  

 
Has the financial institution responded to your complaint? 
NO
If Yes, when? How?  
 
Contact Name: 
Title: 

COMPLAINT INFORMATION 

Describe events in the order they ocurred, including any names, phone numbers, and a full
description of the problem with the amount(s) and date(s) of any transaction(s). Be as brief and
complete as possible to make the explanation clear. Do not include personal or confidential
information such as your social security, credit card, or bank accounts numbers.

 
My branch bank announced it was closing the Edinger Beach office and moving to a new site ac
ross the street. They did close this branch but the new bank never opened. Since I didn't receive
any communication from them (no phone call. no letter, no email--I have had the same phone n
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umber, address and email for 20+ years), I assumed my safe deposit box was going to be moved 
also. Now it's missing!! Several calls to my Premier banker (I have a high deposit amount in this
bank) has told me to go to "safe deposit services @ wellsfargo.com. No such site exists--this is j
ust a generic site for complaints, but nothing applicable to safe deposit boxes that are lost. Pleas
e advise me what to do. Thank you.
 
Please be advised that the issues described in this complaint will be shared with the financial
institution or company in question.

PRIVACY ACT STATEMENT

The information you provide to the Office of the Comptroller of the Currency (OCC) will permit us to
respond to your complaint or inquiry about the national banks or federal savings associations (thrifts)
we supervise.

The collection of this information is authorized by 12 USC 1.

Your submission of information to the OCC is entirely voluntary. You are not required to submit any
information or to submit a complaint. However, if you do not submit the requested information, the
OCC may not be able to process your request or inquiry.

Information about your complaint or inquiry will be used within the OCC and provided to the
national bank or federal savings association (thrift) that is the subject of the complaint or inquiry.
Additionally, this information may be shared with the following, pursuant to published routine uses:

(1) other third parties when required or authorized by statute or when necessary in order to obtain
additional information relating to the complaint or inquiry;

(2) other governmental, self-regulatory, or professional organizations

(a) having jurisdiction over the subject matter of the complaint or inquiry;

(b) having jurisdiction over the entity that is the subject of the complaint or inquiry; or

(c) whenever such information is relevant to a known or suspected violation of law or licensing
standard for which another organization has jurisdiction;

(3) the Department of Justice, a court, an adjudicative body, a party in litigation, or a witness when
relevant and necessary to a legal or administrative proceeding;

(4) a Congressional office when the information is relevant to an inquiry initiated on behalf of its
provider;

(5) other governmental or tribal organizations with which an individual has communicated regarding
a complaint or inquiry about an OCC-regulated entity;

(6) OCC contractors or agents when access to such information is necessary; and

(7) other third parties when required or authorized by statute.

You may find additional information regarding the rights and obligations related to the OCC’s
collection of the requested information at 81 FR 2945-01, 2957 (PDF).

Date:8/11/2022 1:54:01 PM
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I certify that the information provided on this form is true and correct to the best of my knowledge.

I Certify _X_    I Do Not Certify ___
If a valid OMB Control Number does not appear on this form, you are not required to complete this

form.





 

 

Sincerely,  

 

 

Executive Office Case Specialist 

Enterprise Complaints Management Office  

 

 

cc: Office of the Comptroller of the Currency 

 

 





 

 

Sincerely,  

 

 

Executive Office Case Specialist 

Enterprise Complaints Management Office  

 

 

cc: Office of the Comptroller of the Currency 
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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. 

 















For additional information about how we calculate your Annual Percentage Rates (APRs) and minimum payments, 

we have enclosed pages 8 through 10 of the Consumer Credit Card Customer Agreement & Disclosure Statement 

Visa (Account Agreement).  

 

We confirm recent changes to the Prime Rate have increased your APR for purchases from 18.99% by end of 2021 

to 20.49%, as of the date of this letter. Your APR for cash advances has also increased from 23.99% by end of 2021 

to 25.49%, as of the date of this letter.  

 

Keep in mind that a small increase like a 0.25% rate increase results in an approximate increase of $0.25 for your 

payment, for a $1,000 balance. The exact payment amount increase may vary based on your credit terms, and will 

be reflected on your billing statement. 

 

What we have done 

 

In an effort to assist, we have refunded your account the recent interest charge on purchases for $36.79. Please 

allow 1 to 3 days for your account to receive the credit.  

 

While we realize the information provided may not alleviate your frustrations, we hope this letter helps to clarify 

our actions about this matter. We strive to provide exceptional service and we are sorry we did not meet that 

expectation in this instance. 

 

How to contact us 

 

We appreciate your time and effort you took to contact us. If you have questions, please contact us at 

1-844-576-6424, ext.  We are ready to help you Monday through Friday from 8:30 a.m. to 5:00 p.m. 

Central Time. We accept telecommunications relay service calls. 

 

Sincerely, 

 

 

Executive Office Case Specialist 

Enterprise Complaints Management Office 

 

Enclosure 

cc: Consumer Financial Protection Bureau 

                        















Complaint Detail 

COMPLAINT STATUS 

ALERTS 

COMPLAINT STATUS 

Pending Action By Company 

SENT T O  COMPANY 

09/15/2022 15:58 ET 

DUE DATE 

09/30/2022 

ACTIONS 

, Respond 

a Print 

Te1ms .. of service _(terms-of-service) 

� An official website of the United States Government 

https:/ /po1ial. consumerfinance. gov/ company/sf complaint-detail 
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As stated in the Deposit Account Agreement, we may assess an overdraft or a non-sufficient funds (NSF) returned 

item fee to an account each time a merchant presents an item for payment and there are insufficient funds 

available. For more information about how the available balance is determined, please refer to the Deposit 

Account Agreement; a full copy is available at your local Wells Fargo branch or online at wellsfargo.com/online-

banking/consumer-account-fees, input your zip code, and then select Deposit Account Agreement.  

For your reference, we have enclosed pages 24 through 28 of the Wells Fargo Consumer Available Balance, posting 

order and overdrafts Terms and Conditions. 

 

Refunds are granted to an account due to a bank error. If no bank error has occurred, typically no refunds are 

granted. We show the non-sufficient funds and overdraft fees were appropriately assessed on your checking 

account and there was no bank error. If no bank error has occurred, typically no refunds are granted. We apologize, 

but we are unable to waive any of the fees you were charged as there is no indication of bank error. 

 

What you can do: 

 

 Keep track of all your transactions in your own personal transaction record. Only you know all the 

transactions you made or payments you have authorized.  

 Utilize Wells Fargo Online® or Wells Fargo Mobile® Banking to monitor your account balance frequently and, 

as needed, make a transfer or deposit to cover the transactions before the posted cutoff time. Pending 

transactions will be displayed as we receive them throughout the business day and your available balance 

will be adjusted accordingly. However, some transactions may be received too late in the day to show as 

pending and will only be processed in our nightly processing.  

 You may wish to add Overdraft Protection to your account. With this service, the Bank will transfer 

available money or credit from a linked account if you do not have enough money in your checking account 

to cover a transaction. *  

 If you would like more control over payment timing, please consider using Wells Fargo Online® with Bill Pay 

that allows you to schedule when your bills will be paid.  

 With Wells Fargo Online® or Wells Fargo Mobile® Banking, you can set up an alert to notify you when your 

balance goes below an amount you specify. 

 

How to contact us 

 

We appreciate your time and effort you took to contact us. If you have questions, please contact us at 

980-345-8584  ready to help you Monday through Friday from 7:30 a.m. to 4:00 p.m. Central Time. We 

accept telecommunications relay service calls. 

 

Sincerely, 

 

 

Executive Office Case Specialist 

Enterprise Complaints Management Office 

 

Enclosure 

cc: Consumer Financial Protection Bureau 

 





Available balance, posting order, and overdrafts 

hold after three business days for most transactions. These pending transactions may 
be sent to us for payment after they have dropped from your account, but we must pay 
them when we receive them for payment. In some circumstances, previously authorized 
transactions may be paid into overdraft if other transactions or fees have reduced your 
balance before the pending transactions are sent to us for payment. To minimize the 
number of overdraft fees in these circumstances, we track transactions that reduced your 
available balance while pending and caused overdraft fees on other transactions. If these 
transactions are presented for payment within 1 O business days after they first appeared 
as pending, we will waive any overdraft fees on those transactions. In rare circumstances, 
the merchant presents transactions for payment with a different identification code than 
was used when the transaction was sent for authorization and we are unable to match 
them. In those cases, you may be charged an overdraft fee if the transaction is paid into 
overdraft. 

Then, we sort your transactions into categories before we process them. 
First, we credit your account for deposits, including cash and check deposits and incoming 
transfers, received before the cutoff time at the location the deposit or transfer was made. 
Then, we process w thdrawals/payments we have previously authorized and cannot return 
unpaid, such as debit card purchases, ATM withdrawals, account transfers, Online Bill Pay 
transact ons, and teller-cashed checks. If we receive more than one of these transactions 
for payment from your account we will generally sort and pay them based on the date and 
time you conducted the transactions. For a debit card transaction, f a merchant does not 
seek authorization from the Bank at the time of the transaction, we will use the date the 
transact on is received for payment from your account. For some transactions, such as Online 
Bill Pay transactions or teller-cashed checks, the time may be assigned by our systems and 
may vary from the time t was conducted. Multiple transactions that have the same time will 
be sorted and paid from lowest to highest dollar amount. 
Finally, we use your remaining funds to pay your checks and preauthorized automatic 
ACH payments (such as bills you pay by authorizing a third party to withdraw funds 
directly from your account). If there is more than one of these types of transactions, they 
will be sorted by the date and time that they are received by us. Multiple transactions 
that have the same time will be sorted and paid from lowest to highest dollar amount. 

Finally, if the available balance in your account is not enough to pay all of your 
transactions, we will take the following steps: 

First use Overdraft Protection (if applicable): We will transfer/advance available funds 
from a savings and/or credit account you have linked to your checking account for 
Overdraft Protection (described on page 26). 
Then, decide whether to pay your transaction into overdraft or return it unpaid: 
At our discretion, we may pay a check or automatic payment into overdraft, rather than 
return t unpaid. This is our standard overdraft coverage. If we pay the transaction into 
overdraft, it may help you avoid additional fees that may be assessed by the merchant. 
Debit card transactions presented to us for payment (whether previously approved by 
us or not) will be paid into overdraft and will not be returned unpaid, even if you do not 
have sufficient funds in your account. 
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Available balance, posting order, and overdrafts 

Advances from linked credit card or line of credit account. If the available credit in 
your credit card account is $25 or more and can cover the overdraft, we will advance 
the exact amount needed or a minimum of $25. If the available credit in your credit card 
account is less than either $25 or the amount needed, we will advance the available 
credit. Advances from an eligible linked Wells Fargo line of credit are made in increments 
of $100 or $300 (See your Credit Account Agreement for specific details). 

What is Debit Card Overdraft Service? 

Debit Card Overdraft Service allows Wells Fargo to approve (at our discretion) your ATM 
and everyday (one-time) debit card transaction(s) if you do not have enough money in 
your checking account or in accounts linked for Overdraft Protection at the time of the 
transaction. With this service, ATM and everyday (one-time) debit card transactions may be 
approved into overdraft at the Bank's discretion and an overdraft fee may apply If you make 
a covering transfer or deposit (subject to the Bank's funds availability policy) by the posted 
cutoff time on the same business day as the transaction, no fees are assessed. Debit Card 
Overdraft Service does not apply to checks and other transactions such as Bill Pay, ACH, or 
recurring debit card transactions (such as utilities or health club memberships). The Bank 
may continue to authorize or pay these transactions into overdraft, at our discretion, and our 
standard overdraft fees and policies will apply 
If Debit Card Overdraft Service is not added and there is not enough money in your checking 
account or accounts linked for Overdraft Protection, your ATM and everyday (one-time) 
debit card transactions will be declined, and there are no fees for declined transactions. If the 
serv ce is not added and your ATM or everyday (one-time) debit card transaction creates a 
negative balance during posting, there will not be an overdraft fee. 
Debit Card Overdraft Service is automatically added to eligible business accounts at 
account opening. 
You can add or remove the service at any time. Debit Card Overdraft Service is not available 
for certain accounts, such as Teen Checking5M accounts, Opportunity Checking" accounts, 
Greenhouse5M by Wells Fargo deposit accounts (Greenhouse Set Aside and Greenhouse 
Spending), IOLTNRETA accounts, accounts for government entities, or savings accounts. 
Debit Card Overdraft Service is a discretionary service that may be removed by the Bank for 
a variety of reasons including excessive overdrafts or returned items, as determined by the 
Bank. 

What is Wells Fargo's standard overdraft coverage? 

Our standard overdraft coverage is when, at our discretion, we pay items, such as checks or 
automatic payments (e.g, ACH payments) into overdraft rather than returning them unpaid. 
You can request to remove our standard overdraft coverage from your account by speaking 
to a banker. 
Important: If standard overdraft coverage is removed from your account, the following w ll 
apply if you do not have enough money in your checking account or in accounts linked for 
Overdraft Protection to cover a transaction: 

We will return your checks and automatic payments (such as ACH payments) and assess a 
returned item fee (Non-Sufficient Funds/NSF) and you could be assessed additional fees 
by merchants. 
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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/. 

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

PRODUCT OR SERVICE 

Checking or savings account (Checking 
account) 

ISSUE 

Managing an account 
Deposits and withdrawals 

What happened 

CONSUMER IDENTIFIED 
COMPANY NAME 

WELLS FARGO 

I live in a poor neighborhood, and Wells Fargo has abandoned 
my neighborhood. This is an act of discrimination against poor 
people. My neighborhood branch of Wells Fargo (West 
Berkeley Branch) has not been open for over a month. As of 
September 07, 2022 the ATMs at my neighborhood branch are 
out of cash. I spoke to the following Wells Fargo reps on the 
telephone on September 07: _, _ and •. None 
of these reps stated that the problem would be resolved. All 
three reps advised me to travel to another branch when I need 
to use an A TM. 

ALREADY ATTEMPTED TO FIX THIS ISSUE WITH THE 
COMPANY? 

Yes 

Desi red resolution 

I want Wells Fargo to reopen the West Berkeley Branch and to 
keep the branch's A TMs in good working order. 

https:/ /po1ial. consumerfinance. gov/ company/sf complaint-detail 

Page 2 of 4 

9/7/2022 





















September 21, 2022 
Page 2 

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/. 

Wells Fargo Home Mortgage is a division of Wells Fargo Bank, N A. NMLSR ID 

which has already funded. We confirmed in section 20 of the signed Security Instruments advise 
the Note can be sold one or more times without prior notice to the Borrower and might result in 
a change in loan servicer. We regret we were unable to assist you with the origination of the 
loans at that time. We apologize for any frustration this may have caused you.  

Customer service experience 

We understand that the above concerns impacted the customer service you received, and 
although it is disheartening to learn of concerns such as yours, we appreciate you taking the 
time to provide us with the feedback needed to enable us to identify areas of training and 
processing improvement. Each customer truly has the ability to help shape our strategy in 
providing the service you expect and deserve. 

How to contact us 

We appreciate the time and effort you took to contact us. We accept telecommunications relay 
service calls. If you have questions or would like to request additional documents that support 
our research, please contact me at 1-800-853-8516, extension . I am available to 
assist you Monday through Friday, 8:00 a.m. to 5:00 p.m. Central Time. If you require 
immediate assistance and I am unavailable, other representatives are available to assist you at 
1-800-853-8516, Monday through Friday, 7:00 a.m. to 7:00 p.m. Central Time.

Sincerely, 

Case Specialist 
Home Lending Executive Office 























Below you will find the transcript of the chat(s) the customer had with the Service Chat team. 
  
Chat ID:  
06:40:58 Wells Fargo: For your security, please don't enter sensitive information into this chat. 
Conversations are monitored and retained.<br/><br/>Let's continue the conversation. Please provide 
your first and last name so we can better assist you. 

 
 

 
  

 
 

  
 

 
 

 
 

 
 

 
06:41:02 You: I have alrerady been given some breaks and I do appreciate that, I started the 
conversation to find out what is up  with bank branch hours and closures. I'm sorry to have vented my 
frustrations like that, I just started typing and let it fly I guess. I just need to know if the branches will be 
stabilizing in my area. I work as much as I can and sometimes getting to the bank to get a money order 
or cashiers check for my rent is difficult even when the hours were regular and all branches were open. 
06:41:38 Wells Fargo: Hi there,  Thanks for reaching out. My name is . How can I help? 
06:42:11 Wells Fargo: Are you reaching out about the fees? 
06:44:14 Wells Fargo: Are you still there? 
06:44:20 You: I live in Wheat Ridge, CO. just west of Denver and I am having issues getting to a local 
bank branch when I get paid to get my rent check. My landlord only accepts cahiers checks or money 
orders. The nearest branch is permanently closed and another nearby is temporarily closed, they 
removed the one in Safeway and now the 2 otheres around started closing earlier, 4 on Friday and noon 
on Sat. It used to be 6 on weekdays and 1 on Sat 
06:45:19 You: I can't make it by 4 on Fridays and I try to work Sat if the work is thewre 
06:45:38 Wells Fargo: Could you please provide your phone number so we can contact you about this 
issue? 
06:46:00 You: It costs me 10% of my rent when I'm late, usually a little over $100 
06:48:16 Wells Fargo: I'm sorry to hear that. Please provide your phone number so I can document your 
complaint. 
06:49:54 You: My number is . I am getting ready to leave for an event at the moment, I just 
had to go to Walmart to get a money order for the rent, even though it's late already. It's only $2.00 to 
get it there, it's just more convenient and free when I can do it at the bank. If you or someone is planning 
to call, tomorrow morning after 9am GMT will be best time to reach me. 
06:50:23 Wells Fargo: We'll be in touch within two business days. Is there anything else you'd like to add 
to your complaint? 
06:51:34 You: Only that I was more questioning the status of the branches in my area than making a 
complaint. I just want to know when I can get to a bank and have it be open for use. 



06:52:15 You: The app is of no use, it still says 1pm for most of the branches 
06:53:06 Wells Fargo: I understand. I've documented your complaint now. Please be assured we're doing 
our best to bring back our branches. 
06:53:27 Wells Fargo: At this point, if you do not have any additional questions, we can close our chat. It 
has been a pleasure chatting with you today. Please tap/click the "X" button at the top right corner of 
this chat window when you are finished. Stay safe! 
06:53:54 You: You as well... 
06:53:55 StateChange: Customer Closed Chat Window 
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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. 

 
 
 
 
 



From: .
To:
Cc: ; 
Subject: RE: Customer direction to right department
Date: Thursday, September 8, 2022 6:47:00 AM
Attachments:

Hello,
 
I wish I had a place other than me filing a complaint which I will have to do since this is in
writing.    Also  there is a link on wellsfargo.com where client can share their “feedback”. 
Let him know that he can go into that local branch and launch his grievance in person, I will
be filing his written or he can use the link below.  But please look at the link there isn’t much
there.  
 
https://www.wellsfargo.com/help/feedback/
 
https://www.wellsfargo.com/about/corporate-responsibility/goals-and-reporting/   on this link
there is an email

Questions or feedback?

Email us at corporateresponsibility@wellsfargo.com

 
 
 
 
 
 

Officer – Senior Registered Client Associate   
Wells Fargo Advisors  |   | 

 
    

  

 
From:  < > 
Sent: Wednesday, September 7, 2022 7:36 PM
To:  < >
Cc:  < >; 

>
Subject: FW: Customer direction to right department
 
Hi 
 
Where do we go with this….





 
P.S. Life at Google has been great for me, I hope Wells Fargo is still treating you well given the current
economic uncertainty.  
 
 

 
This email may be an advertisement or solicitation for products and services.  Opt-out from promotional emails.

 
Investment and Insurance Products are:
• Not Insured by the FDIC or Any Federal Government Agency
• Not a Deposit or Other Obligation of, or Guaranteed by, the Bank or Any Bank 
Affiliate
• Subject to Investment Risks, Including Possible Loss of the Principal Amount 
Invested
 
Investment products and services are offered through Wells Fargo Clearing Services (WFCS), LLC, Member SIPC, a 
registered broker-dealer and non-bank affiliate of Wells Fargo & Company. WFCS uses the trade name Wells Fargo 
Advisors. 1 North Jefferson, St. Louis, MO 63103.
 
View our Electronic communications guidelines.
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From: Wellsfargo
Sent: Thursday, September 15, 2022 3:58 PM
To:
Subject: [Secure] Correction to our previous response
Attachments: Were responding to your concerns.pdf

 

Case number:  
 

Dear : 

We’re sending this letter to provide additional information regarding our previous letter sent on September 13, 2022. After 
a review, we discovered there was incomplete information provided on the previous letter (enclosed). Our goal is to 
provide the most accurate information to our customers, and we regret our previous letter did not reflect our standards. 
We’re sorry for any inconvenience this may have caused. 

We shared your information with the Community Reinvestment Act (CRA) Strategy and Program Management Team to 
make sure your concerns are documented. For more information about how Wells Fargo is involved in your community, 
please visit wellsfargo.com/about/corporate-responsibility/.  

If you’d like to contact them directly, you can email them a . 

We attempted to contact you on September 9, 2022, and September 13, 2022 to discuss your concerns. Because we 
were unable to speak with you, we're sending this letter. 

Insufficient information about the complaint 

We are writing in response to your complaint we received on September 8, 2022. To better understand your concerns, we 
need more detailed information from you. We have not been able to contact you by phone; therefore, we closed the 
existing case as of the date of this letter. 

What we need 

We would like the opportunity to resolve this matter but need more information from you. If you would still like us to 
research and resolve your concern, please call us at the number below to provide the additional information we need. 

 The ATM and branch location / address as we were unable to locate them based on the address you provided on 
the email.  

 Please provide more information on the negative experience you’ve had with the branch manager.  

Your comments are very important to us. You deserve a quality financial relationship 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. 

How to contact us 
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We appreciate your time and effort you took to contact us. If you have questions, please contact us at 1-855-931-2468. 
We’re ready to help you Monday through Friday from 7:00 a.m. to 4:00 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. 
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From: WellsFargoLineofBusinessExecutiveOffice
Sent: Monday, September 26, 2022 12:50 PM
To:
Subject: *smail* *smail* [Secure] We’re responding to your concerns

Zix - Send Encrypted 

 

Case number:  
Account number ending in:  
 

Dear : 

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

We shared your information with the Community Reinvestment Act (CRA) Strategy and Program Management Team to 
make sure your concerns are documented. For more information about how Wells Fargo is involved in your community, 
please visit https://www.wellsfargo.com/about/corporate-responsibility/.  
  
If you’d like to contact them directly, you can email them at . 
 

Thank you for your business. We’re happy to have you as a customer. 

 

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 
ext. . We’re ready to help you Monday through Friday from 8:00 a.m. to 4:30p.m. Eastern 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.  



2

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

to share our findings. 

At Wells Fargo, we pride ourselves on developing and maintaining quality financial relationships and strive to 

consistently deliver the exemplary service we know our customers deserve. Our intent is to provide hassle-free 

service to all customers with the most professional, courteous and efficient customer assistance possible. Please 

know that we are intently focused on identifying and fixing issues, taking action to make things right, and 

building a better bank that is first and foremost committed to serving our customers' financial needs and 

delivering an excellent customer experience. 

Wells Fargo strives to provide prompt, friendly service to our customers, ensuring all of our branches can be 

conveniently located for our customers. Through external variables and internal business needs, we sometimes 

fall short of that goal. We apologize for any inconvenience our branch closures may have caused you. To 

maintain our customer’s trust, security and partnership, our policies and procedures are in compliance with the 

laws and regulations of the federal and state governments. Although they’re in place to protect our customers, 

they sometimes confuse and frustrate. The good news is that we’re more aware and responsive to customer 

concerns than ever before; and we are doing our best to get better all the time. 

  

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 Ext . We’re ready to help you Monday through Friday from 7:00 a.m. to 3:30 p.m.Eastern 

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 

Enclosure 

       

    

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. 
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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. 
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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. 

 
 





if you feel something may be wrong with the deposit again fine no problem I totally understand. But
what I DON'T understand is why 6 days after the deposit I receive a letter in the mail stating that
because of a report sent to you by "Early Warning Services" you had INFORMATION  INDICATING the
check may not be paid,  and that the decision to place a hold on the check has been placed IN PART
on a their report, however the letter states that there is CRITERIA USED WHEN DELAYIN THE
AVAILABLE FUNDS , such as #1 Any factors or circumstances that cause us to doubt that a deposited
check will be paid by the institution on which it's drawn. Alarmed I immediately called Meta Bank
and asked them about it and I was told by the supervisor that the bank paid on the account  on
December 22, 2022, so that could not be the reason since it was paid in less than 24 hours after
being deposited. #2 The length of time the deposit account has been open: for example, when the
account has been open for only a short time, so that could not be the reason since I've been banking
with you for the past 15 YEARS. or #3 The frequency of overdrafts or returned checks on your
account,  nope none of those because I don't write checks and I signed a form stating that if I do not
have the funds in my account then any transactions made on that account shall not be honored.
Now your wondering why I'm so upset about this, simple I have given my Lender full access to my
banking and checking accounts because I'm very close to closing and signing a deal on a home loan
and that 4000.00 was to be in my account as earnest money for escrow account. I spent 2 hours
yesterday trying to get someone to help me with getting my account squared away and explain to
me why after being a loyal customer for 15 years you simply did not extend the courtesy by calling
me and letting me know that in a few days the money would be in my account. Easy, Peasy. Instead
of writing me a warning letter making it look like there was some kind of wrong doing, a letter that
my lender can see on my message alerts. The nice lady I spoke to last night understood my distress
and kindly asked me to call in the morning when someone higher up could assist me, I thanked her
and called back this morning. When I did I had asked for a supervisor to speak with, but not before I
was told to tell them the entire reason for my call I was then put on hold a couple of times before I
was transferred to said higher up only to be put on hold again and sent to an automated teller to
verify again who I was then told they could not complete my call and please hang up. That happened
twice. On my 3rd attempt to speak to higher up the man did actually stay on the phone until that
departments higher up was introduced to me over the phone, great I thought finally getting some
where, but what I got was an extremely rude person who recited to me the "Company's rules set
forth by the Federal Government". So I asked again to please let me speak to someone about the
decisions made to send me this letter using the derogatory reasons they made said decision only to
get an ever ruder person who now tells me that it was my fault the letter was sent because of the
BANK I CHOSE TO WRITE THE CHECK AND DEPOSITED INTO MY ACCOUNT because it is not a
reputable bank. I'm sure META Bank is going to want to know that Wells Fargo is just to good to
except their money.  AND by the way I did not chose the bank, the money was owed to me and it
was repaid by using META bank debit card account. I have proof of where the money came from and
that the funds were legitimate. In my 15 years of being your customer I was never informed that I
should have a better class of banks to do business with, since what you do is except and cash and
lend and invest money, that's why I have a bank account because you are the money store so I have
that account for you to do that. When you all had the problem of opening accounts that people did
not sign up for and made to pay restitution to those you did it to ( my husband being one of them ) I
said no we are going to stay with Wells Fargo because anyone can make a mistake and they made
good on it so we will stay with them. When you moved out of our town I said no we are going to stay
with them because we've been with them a long time and I like Wells Fargo, when we made a



decision to move out of state (The home loan I'm concerned about ) I checked to make sure we
could take our Wells Fargo account with us to our new home. So if I like you so much and am loyal to
you how come it is that you like me so little and are not loyal to me? all I wanted from you was to
restore the 38 points you took from my FICO score for turning me down for a credit card you invited
me to apply for and take off the dirty little letter you wrote to me after the check had been paid on.
It never was explained to me why you did either of those things I was just treated like a peon by your
uppity bankers.
                                                                                                                             
                                                          

Acct 
 
Sent from Mail for Windows
 
 
Sent from Mail for Windows
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From: WFExecutiveOffice
Sent: Monday, January 9, 2023 4:48 PM
To:
Subject: [Secure] We're responding to your concerns

 

Case numbers: ,  and  
Account number ending in:  
Application number ending in:  
   

Dear  

We are writing to respond to your recent inquiry addressed to Corporate Communications about your Wells Fargo account and application 
referenced above, which we received on December 28, 2022. Thank you for your patience while we looked into your concerns. We’ve completed 
our research and are ready to share our findings. 
 
We apologize for any service concerns you may have experienced while attempting to gain clarification on this matter. We strive to provide 
exceptional service and it was disappointing to learn that we did not meet this expectation. Your feedback regarding your experience is important to 
us, as we are always looking for ways to improve the service we provide. 
 
What you need to know about the deposit hold 
 
We understand your concerns related to a hold placed on a deposited check in the amount of $4,000.00 on December 21, 2022. A hold was initially 
placed on the item to allow for us to verify the item with the issuing bank. We were able to verify the item and permanently release the hold on 
December 29, 2022. We understand you received our letter advising possible reasons why an item may be held. In this case, the account you were 
funding had a $0 balance, and we did not have any prior history between your accounts and the issuing bank. We apologize for any alarm or 
confusion our letter may have caused. 
 
Please understand, as fraud is a growing concern, we may exercise our right to place holds to allow processing and verification of any item. We 
apologize for any frustration or inconvenience our process may have caused. We appreciate your business and hope you understand our measures 
are in place to protect our customers and the bank from fraudulent items. We appreciate the opportunity to assist. 
 
What you need to know about your credit card application  
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When we are not able to approve a credit application for a Wells Fargo credit card, we are required by the Equal Credit Opportunity Act (ECOA) to 
provide a letter to the applicant explaining the reasons for our decision. We do not report this decline to the credit bureaus, and it does not appear 
on your credit report. 
 
After carefully reviewing your application and credit information, we found that your current amounts owed are too high relative to recent Wells 
Fargo deposits, and your remaining income after debt payments is too low to support an additional credit line. In response to your recent letter, we 
again reviewed the information you submitted and confirmed that we are not able to approve your request for a credit card account at this time.  
 
Wells Fargo has many credit options available to help you meet your financial needs. Please call us, speak with a banker, or visit wellsfargo.com to 
learn about options that might be right for you.  
 
Credit score 
 
While we provide your account and application history to credit-reporting agencies, we have no control over how they process that information, nor 
as to how your credit score is impacted. There are many factors used to calculate credit scores. The method used to calculate credit scores is 
proprietary to the credit reporting agencies. Lenders have no input in calculating your credit score. If your credit score suffered a recent decline, it 
would be necessary for you to contact the agency providing the score to determine what occurred. We apologize for any frustration or 
inconvenience. We confirm the credit information we used to review your application was provided by TransUnion. Their contact information is 
below: 
 

TransUnion LLC 
PO Box 1000 

Chester, PA 19016 
1-800-888-4213 
transunion.com 

 
Wells Fargo locations 
 
We understand you have concerns about Wells Fargo locations in your area. 
 
We shared your information with the Community Reinvestment Act (CRA) Strategy and Program Management Team to make sure your concerns 
are documented. For more information about how Wells Fargo is involved in your community, please visit 
https://www.wellsfargo.com/about/corporate-responsibility/.  
  
If you’d like to contact them directly, you can email them at  
 
How to contact us 
 
We appreciate your time and effort you took to contact us. If you have questions, you can call me at , Monday through Friday from 
7:30 a.m. to 4:00 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. 
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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. 

 
 





Enterprise Complaints Management Office 

PO Box 5133 

Sioux Falls, SD 57117 

 

 

 
 
 

 

Investment and Insurance Products are: 

•  Not Insured by the FDIC or Any Federal Government Agency 

•  Not a Deposit or Other Obligation of, or Guaranteed by, the Bank or Any Bank Affiliate 

•  Subject to Investment Risks, Including Possible Loss of the Principal Amount Invested 

Investment products and services are offered 

through Wells Fargo Advisors, a trade name used 

by Wells Fargo Clearing Services, LLC, Member 

SIPC, a registered broker-dealer and non-bank 

affiliate of Wells Fargo & Company. 
 

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/. 

 

© 2021 Wells Fargo Advisors, LLC. All rights reserved. 

January 6, 2023 
 
 
 

 
 

 
 
 
 
 
Subject: We’re responding to your concerns 
Case number:  
Account number ending in:  
 
 
 
Dear : 
 
Thank you for your patience while we looked into your Survey Response dated December 10, 2022. Specifically, 
you expressed disappointment regarding the reassignment of your account from a full-service relationship to the 
Wells Fargo Advisors (WFA) Solutions platform and the closure of your local branch. Your comments were 
forwarded to the Enterprise Complaints Management Office for review and response. We’ve completed our 
research and are ready to share our findings. 
 
When your former Financial Advisor (FA) left WFA, it was deemed as an opportunity to better understand and 
service your investment and financial needs by a team of financial relationship advisors. With a WFA Solutions 
account, you are provided with this team of phone-based FAs in lieu of an individual, local FA, and they are always 
available to service your account and provide investment solutions upon your request at the number listed below. 
 
We sincerely regret that you were not notified prior to the reassignment of your account, and for any 
inconvenience you experienced as a result. Kindly note, the relationship between a client and their FA is mutually 
agreed upon and can be terminated at any time without reason by either party, per the General Account 
Agreement, or transitioned to another FA willing to take on the relationship, should you find it necessary. It is our 
hope, however, that you will allow our WFA Solutions Digital FAs an opportunity to earn your trust as you are a 
valued client, and we look forward to assisting you with obtaining your financial goals. 
 
 
 



Additionally, we understand your frustration pertaining to the closure of the local bank branch nearest your home, 
and we sincerely regret any difficulty the matter has caused. Often, business decisions are made to mitigate risk, 
which are not necessarily popular but for the betterment of WFA. We also want to assure you our branch locations 
and staffing needs are routinely evaluated to be sure we can maintain the high level of service and professional 
advice that all our customers throughout the country have a right to expect from us. 
 
Please know that sharing your concerns is invaluable to assessing our service levels and for identifying areas where 
we can initiate improvements. Your feedback is extremely important to us, and we want to assure you that we will 
utilize this information as an opportunity to enhance our abilities to best assist our clients with their financial 
needs. 
 
Should you have any questions regarding this process or your account, please contact our WFA Solutions 
representatives at 1-866-636-8339.  They are available Monday through Friday, 7:00 a.m. to 7:00 p.m. Central 
Standard Time.   
 
How to contact us 

 
We appreciate your time and effort you took to contact us. If you have questions, please contact 
me at 1-855-877-7904, ext. . We’re ready to help you Monday through Friday from 8:00 a.m. to           
5:00 p.m. Central Time; however, please note that we are unable to process requests or provide advice. We accept 
telecommunications relay service calls. 
 

Sincerely, 

 

 

Executive Office Case Specialist 

Enterprise Complaints Management Office 







Enterprise Complaints Management Office 
PO Box 5133 
Sioux Falls, SD 57117 
 
 
 
 
 

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/. 
 
© 2021 Wells Fargo Bank, N.A. All rights reserved. 

 

January 5, 2023 
 
 
 

 
 

 
 
 
 
 
Subject: We’re responding to your concerns 
Case number:  
   
        
   

Dear : 
 
Thank you for your patience while we looked into your concerns. We’ve completed our research and are ready to 
share our findings. 
 
About your shared concerns  
 
Per the communication shared with our office, we understand that you are concerned about the closing of the 
Flagstaff main branch. We shared your information with the Community Reinvestment Act (CRA) Strategy and 
Program Management Team to make sure your concerns are documented. For more information about how Wells 
Fargo is involved in your community, please visit https://www.wellsfargo.com/about/corporate-responsibility/.  
  
If you’d like to contact them directly, you can email them at 

. 
 
How to contact us 
 
We appreciate your time and effort you took to contact us. If you have questions, please contact us at 
1-877-250-2265. We’re ready to help you Monday through Friday from 8:00 a.m. to 5:00 p.m. Mountain Time. We 
accept telecommunications relay service calls. 
 
Sincerely, 
 

 
Executive Office Case Specialist 
Enterprise Complaints Management Office 
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From: WellsFargoLineofBusinessExecutiveOffice
Sent: Tuesday, December 27, 2022 11:15 AM
To:
Subject: [Secure] We are responding to your concerns

Zix - Send Encrypted 

 

 

Case number:  

 

 

Dear : 

Thank you for sharing your concerns about your recent experiences regarding an excessive wait time at a local branch as 

well as a poor experience with an interaction with some bankers and disappointment that a couple of local branches are 

closed. Our goal is to provide safe, helpful, friendly service, and we apologize your experiences did not reflect our 

standards. 

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 and we appreciate your feedback and input. 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. 

For branch visits, we recommend setting an appointment to ensure you are seen in a timely manner and avoid wait times. 

Appointments can be made online at www.wellsfargo.com or by phone at 1-800-869-3557. Phone Representatives are 

available 24 hours a day, 7 days a week. 

We are also sorry that some local branches were closed but did note that there are several branches nearby that are open. 

Marsh Manor 

3700 Florence St 

Redwood City, CA 

 

Sharon Heights 

355 Sharon Park Dr 

Menlo Park, CA 

 

Menlo Park 

735 Sants Cruz Ave 

Menlo Park, CA 

 

Palo Alto 

400 Hamilton Ave 

Palo Alto, CA 
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Again we apologize for the poor experience and appreciate your feedback and input.  Your complaint has been 

documented. 

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 

extension . We’re ready to help you Monday through Friday from 8:00 a.m. to 5:00 p.m. Mountain 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. 
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.

From:  s>
Sent: Thursday, December 8, 2022 4:54 PM
To:  
Cc: ; 
Subject: WFB branch close notification
Attachments: Branch close notification_112322.pdf

Importance: High

Hi  
 
We just received the attached letter informing us the downtown Martinez branch will be closed permanently. We are 
very disappointed at the bank’s decision and felt that Wells Fargo Bank services are gradually deteriorating in the past 
years. You are very aware that this is not the first time I am addressing the banking service issues to you. Unfortunately 
we have not seen any sign of improvement. Among all on-going issues, one example, the case #  that started 
back in May this year is still up in the air and the money has not been credited back to us. 
 
Would you please provide me the bank survey link? We would like to provide our feedback to the bank and hopefully 
the bank will hear our voice. 
 
Thanks. 
 

 
Assistant County Treasurer 
Treasurer-Tax Collector’s Office 

 
 

 
***PLEASE NOTE THE FOLLOWING NEW NUMBERS EFFECTIVE 10/18/2021*** 
T:  F:  
 
 
Confidentiality Notice: The information contained in or accompanying this e-mail is intended only for the use of the stated 
recipient and may contain information that is confidential and/or privileged.  If the reader is not the intended recipient or the 
agent thereof, you are hereby notified that any dissemination, distribution or copying of this e-mail is strictly prohibited and 
may constitute a breach of confidence and/or privilege.  If you have received this e-mail in error, please notify the sender 
immediately. 
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From:
Sent: Tuesday, December 13, 2022 3:25 PM
To: '
Cc:  
Subject: [Secure] We’re responding to your concerns

 

Case number:  
  
 

 

Dear  

Thank you for sharing your concerns with us. We know this needs our attention, and we’re looking into it for you. 
 
What’s next 
 
We’ll respond within 10 business days from the date you contacted us. If we need more time to research and respond to 
you, we’ll let you know. 
 
We’re here to help 
 
We appreciate the time and effort you took to contact us. If you have questions, please contact us at 

. We’re ready to help you Monday through Friday from 8:00 a.m. to 5:00 p.m. Central 
Time. We accept telecommunications relay service calls. 

Sincerely, 

 
Escalations Representative 
Customer Care for Businesses – Complaints 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. 

 
 





Enterprise Complaints Management Office 
PO Box 5133 
Sioux Falls, SD 57117 
 
 
 

 
 

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/. 

 

© 2021 Wells Fargo Bank, N.A. All rights reserved. 

 

December 20, 2022 

 

 

 

 

  

 

 

 

Subject: We’re responding to your concerns 

Case number:  

 

 

Dear  

 

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

share our findings. 

 

Upon receipt of your inquiry, the  Complaint Management Executive Office evaluated your concern we 

received on December 13, 2022. Upon review of your account, we have found that your safe deposit box is closed 

on December 16, 2022. Please accept our apology for any inconvenience you may have experienced during this 

time of crisis. We are working hard at providing excellent customer service, while at the same time protecting our 

customers and employees. Banker meetings are by appointment only. To make an appointment, please visit 

wellsfargo.com/locator, reach out to the branch, or call our 24-hour customer service at 1-800-869-3557. 

 

We apologize for any service concerns you may have experienced. At Wells Fargo, we pride ourselves on 

developing and maintaining quality financial relationships and strive to consistently deliver the exemplary service 

we know our customers deserve. Our intent is to provide hassle-free service to all customers with the most 

professional, courteous and efficient customer assistance possible while delivering accurate information and 

guidance. It was difficult to learn that we did not meet these expectations. Your feedback regarding your 

experience is important to us because it allows us the opportunity to improve the service we provide. 

 

How to contact us 

 

We appreciate your time and effort you took to contact us. If you have further questions, please call us at 1-844 

819-4748, extension , Monday through Friday, 7:00 a.m. to 3:30 p.m. Pacific Time. For customers with 

hearing or speech disabilities, we accept telecommunications relay service calls. 

 

Sincerely, 

 

 

Executive Office Case Specialist 

Enterprise Complaints Management Office 

 



From:
To:
Subject: CRA Written comment 
Date: Tuesday, December 20, 2022 11:49:04 AM
Attachments:

Good Afternoon,
 

the Spring Lake Branch is closed. 
 "Too far away from my home." 

move the building. 

 
 
 

 
 

 
Escalations Representative
Wells Fargo Virtual Channels
 
Wells Fargo |  Rd | , 

x
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From: WellsFargoLineofBusinessExecutiveOffice
Sent: Tuesday, December 20, 2022 2:38 PM
To: '
Subject: [Secure] We’re responding to your concerns

Zix - Send Encrypted 

 

Case number:  
 
        
Dear : 

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

Your comments are very important to us. You deserve a quality financial relationship 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. We 
would like to apologize about your local branch closing. We are truly sorry for any inconvenience this may have caused.  

We shared your information with the Community Reinvestment Act (CRA) Strategy and Program Management Team to 
make sure your concerns are documented. For more information about how Wells Fargo is involved in your community, 
please visit https://www.wellsfargo.com/about/corporate-responsibility/. If you’d like to contact them directly, you can email 
them at . 

In the meantime, we encourage our customers to utilize our many digital banking options such as Mobile Deposit for your 
deposit needs along with Online Banking and Bill Pay to conduct your other banking transactions. For your after-hours 
cash needs, many retailers/grocery stores allow for a cash back on POS transactions at no additional cost to the customer 
(amount limits may apply). 

It is our hope you will provide us another opportunity to serve you by reaching out to our customer service department at 
1-800-869-3557. Our representatives are available 24 hours a day, 7 days a week to assist you with most account 
questions, updates and concerns, and make appointments at branches if necessary. Alternatively, you can find nearby 
branches and schedule an appointment yourself via wellsfargo.com/locator. Thanks for being the best part of Wells Fargo. 

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, 
ext. . We’re ready to help you Monday through Friday from 7:00 am to 3:30 pm Eastern 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. 
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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. 

 
 
 





1

.

From: WellsFargoLineofBusinessExecutiveOffice
Sent: Tuesday, December 20, 2022 11:28 AM
To: '
Subject: [Secure] We are responding to your concerns

Zix - Send Encrypted 

 

 

Case number:  

 

 

Dear : 

Thank you for the opportunity to address your concerns. We want you to know we are here to help. 

Wells Fargo continuously evaluates our branch locations to reflect the changing needs of our customers. We see that our 

investment in digital capabilities has enabled us to seamlessly serve our customers across channels and provided choices in 

how they bank with us. As a result, more transactions are occurring outside the branch. Our long-term strategic approach 

has not changed; the way customers do business with us has. 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 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. 

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 and we appreciate your feedback and input. 

Here is a list of other Wells Fargo branches in your San Francisco area: 

   557 Castro St 

   4045 24th St 

   2020 Market St 

   3027 16th St 

Thank you for the feedback. Your comments are very important to us, as feedback is vital to providing stellar service. 

Please be assured your feedback will be provided for review. 

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 

extension . We’re ready to help you Monday through Friday from 8:00 a.m. to 5:00 p.m. Mountain Time. We 

accept telecommunications relay service calls. 
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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. 
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From: WellsFargoLineofBusinessExecutiveOffice
Sent: Tuesday, December 20, 2022 11:22 AM
To: '
Subject: [Secure] We’re responding to your concerns

Zix - Send Encrypted 

 

Case number:  
Account number ending in:  
 
 

Dear : 

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

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. We’re constantly reviewing and revising our practices and procedures 
to improve the customer’s experience, and we appreciate any input that helps us do this. Quality customer service and 
reliable assistance are top priorities for us. Each customer truly has the ability to help shape our strategy in providing the 
service you expect and deserve. 

Please allow us to explain, we verified your safe deposit box ending in  was closed successfully on December 15, 
2022. We apologize for any inconvenience this may have caused. We shared your information with the Community 
Reinvestment Act (CRA) Strategy and Program Management Team to make sure your concerns are documented. For 
more information about how Wells Fargo is involved in your community, please visit 
https://www.wellsfargo.com/about/corporate-responsibility/. If you’d like to contact them directly, you can email them at 

. 

We’d like you to know we appreciate your continued business. We're committed to providing you with high-quality service 
for all the products you currently have with us, and helping you achieve your financial goals now and in the future. Thank 
you again for sharing your feedback and for the opportunity to serve you as our valued customer.  
 
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 
Ext. . We’re ready to help you Monday through Friday from 6:30 a.m. to 3:00 p.m. Mountain 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. 
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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. 

 
 
 
 
 









From:
To:
Subject: Case#  resolution letter
Date: Friday, December 16, 2022 6:47:57 AM
Attachments:

 
 
 

Case number: 
Account number ending in
      
  

Dear :

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

On December 13, 2022, your account was credited $22.50. We’re waiving the Non-Wells Fargo ATM fees
as a one-time courtesy as refunds are not provided unless there is a bank error. We reviewed your
account and determined all fees were applied correctly.

We’re sorry for any difficulty you are experiencing with no local branches or ATMs being in your area. We
strive to provide exceptional service, and we’re sorry that we didn’t meet this expectation. The information
you provided is important to us, as we’re always looking for ways to improve the quality of service we
provide. Thank you for bringing this situation to our attention.
 
We shared your information with the Community Reinvestment Act (CRA) Strategy and Program
Management Team to make sure your concerns are documented. For more information about how Wells
Fargo is involved in your community, please visit https://www.wellsfargo.com/about/corporate-responsibility/.
 
If you’d like to contact them directly, you can email them at

.
 

Thank you again for sharing your concern and for the opportunity to serve you as our valued customer.

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 ex . We’re ready to help you Monday through Friday from 8:00 a.m. to 4:30 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.

 







Enterprise Complaints Management Office 
PO Box 5133 
Sioux Falls, SD 57117 
 
 
 
 
 

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/. 
 
© 2021 Wells Fargo Bank, N.A. All rights reserved. 

 

December 13, 2022 
 
 
 

 
 

 
 
 
 
 
Subject: We’re responding to your concerns 
Case number:  
Account number ending in  
        
   

Dear : 
 
Thank you for contacting us. We received your complaint expressed on December 7, 2022. We appreciate the 
opportunity to address this matter. 

We were sorry to learn of the difficulty you experienced with your granddaughter’s account. We reviewed the old 
account and our records indicate the compromised account was closed and a new account opened on        
December 12, 2022. If you require any additional information relating to your new account, please visit any Wells 
Fargo banking location or call our 24-hour Consumer Phone Bank at 1-800-869-3557 or visit us as 
wellsfargo.com. 
 
We are also sorry about the lack of bankers to assist you when you visited the two Wells Fargo branches. At Wells 
Fargo, we pride ourselves on developing and maintaining quality financial relationships and strive to consistently 
deliver the exemplary service we know our customers deserve. It is never our intentions to complicate the banking 
experiences of our customers.  Providing quality customer service and reliable assistance are top priorities at Wells 
Fargo. It was difficult to learn we have not met your expectations.   
 
We also appreciate the time you have taken to provide us with your comments regarding your local branch that 
will be closing in February 2023. We continuously evaluate our branch network, and study our customers' banking 
habits and preferences. Our investment in digital capabilities has enabled us to seamlessly serve our customers 
across channels. This gives our customers a choice in how they bank with us. While branches continue to be 
important in serving our customers' needs, more transactions are occurring outside the branch. When we close or 
open branches, our strategy is also influenced by geographical differences in our individual markets, economic 
trends, and competitor actions. We apologize for any inconvenience certain closures may cause. You can use our 
online branch locator at wellsfargo.com/locator, or our mobile app to find the nearest ATM or branch. 
 
We shared your information with the Community Reinvestment Act (CRA) Strategy and Program Management 
Team to make sure your concerns are documented. For more information about how Wells Fargo is involved in 
your community, please visit https://www.wellsfargo.com/about/corporate-responsibility/.  
  



If you’d like to contact them directly, you can email them at 
 

 
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 ext. . We’re ready to help you Monday through Friday from 8:00 a.m. to 4:30 p.m. 
Eastern Time. We accept telecommunications relay service calls. 
 
Sincerely, 
 

 
Executive Office Case Specialist 
Enterprise Complaints Management Office 









Enterprise Complaints Management Office 
PO Box 5133 
Sioux Falls, SD 57117 
 
 
 

 
 

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/. 

 

© 2021 Wells Fargo Bank, N.A. All rights reserved. 

 

November 29, 2022 
 
 
 

   
 

 
 
 
 
Subject: We’re responding to your concerns 
Case number:  
 
 
Dear : 
 
Thank you for bringing this to our attention. We seek to provide our customers with full and equal access to our 

products, services, locations, and facilities. 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 experience with this location closure. 
 
How to contact us 

 
We appreciate your time and effort you took to contact us. If you have questions, please contact us at 
1-855-931-2468. We’re ready to help you Monday through Friday from 8:00 a.m. to 5:00 p.m. Central Time. We 
accept telecommunications relay service calls. 
 

Sincerely, 

 

 

Executive Office Case Specialist 

Enterprise Complaints Management Office 

 

    

        

    







Enterprise Complaints Management Office 
PO Box 5133 
Sioux Falls, SD 57117 
 
 
 

 
 

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/. 

 

© 2021 Wells Fargo Bank, N.A. All rights reserved. 

 

November 28, 2022 
 
 

 
 

-  
 
 
Subject: We’re responding to your concerns 
Case number:  
Dear : 
 
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  
 
We were sorry to learn of the frustration you experienced while banking with Wells Fargo. From the information 
you provided to us, we understand you are dissatisfied with the closure of your local branch and a recent ATM 
malfunction in your area. Please know it is not our intent to make banking difficult. We strive to provide our 
customers with quality service and reliable assistance. We regret your experience did not reflect our standards. 
 
We are committed to providing you financial access, guidance, and support as we navigate through difficult 
circumstances, staff shortages, and branch closures. We want to assure you that we will continue to serve our 
customers and support our communities. Our goal is to provide prompt, hassle-free service to all of our 
customers. As an essential business, we strive to remain open where we can to serve you.  
 
Thank you for reporting the ATM issue. We have referred the issue concerning our ATM located at 113 Ross Ln. N. 
Medford, OR 97501, to our ATM Support group. We provided your feedback and suggestions for ATMs to our 
ATM Banking group. The information you provided is important to us, as we’re always looking for ways to improve 
the quality of service we provide. 
 
What you can do 
 
We seek to provide our customers with full and equal access to our products, services, locations, and facilities. 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 

 Phone banking 

 Bank by mail (for check deposits)  

 

If you experience difficulties making a deposit, an ATM does not accept a card, has been vandalized, or is In need of 

clean up, please contact our phone bankers 24 hours, 7 days a week at 1-800-869-3557 or visit your local branch 

during hours of operation. Our bankers will report the issue.  

 



 

 

If you would like to meet with a banker, consider making an appointment. We know your time is valuable. By 

scheduling an appointment, you can ensure there will be a banker available to meet with you at your chosen time. 

To locate ATMs and banking locations near you, please visit wellsfargo.com/locator. Thank you again for sharing 

your concerns and for the opportunity to serve you as our valued customer. 

 

How to contact us 

 

We appreciate the time and effort you took to contact us. If you have questions, please contact us at  
980-345-8541. We’re ready to help you Monday through Friday from 7:30 a.m. to 4:00 p.m. Central Time. We 
accept telecommunications relay service calls. 
 

Sincerely, 

 

 

Executive Office Case Specialist 

Enterprise Complaints Management Office 

 





Enterprise Complaints Management Office 

PO Box 5133 

Sioux Falls, SD 57117 

 
 
 

 
 

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/. 

 

© 2021 Wells Fargo Bank, N.A. All rights reserved. 

 

November 22, 2022 
 
 
 

 
  

 
 
 
 
Subject: We’re responding to your concerns 
Case number:  

Office of the Comptroller of the Currency, case number  

   

Dear : 
 
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 

 

We spoke with you on November 10, 2022, where you confirmed that your issue you had accessing your safe 

deposit box had been addressed and resolved. We also confirmed that your branch location, Broadway Burlingame 

was closed from October 14th, 2022 to October 31st, 2022. We confirmed that you were able to access your safe 

deposit box on November 2, 2022. The branch was temporarily closed but going forward you will be able to access 

your safe deposit box. We apologize for any inconvenience you may have experienced. 

 

Service experience 

 

We apologize for any service concerns you may have experience when you attempted to resolve this matter. While 

it is never pleasant to learn we have failed to meet a customer’s expectations, we appreciate you bringing this 

situation to our attention. Your feedback regarding your experience is important to us because it allows us the 

opportunity to improve the service we provide. 

 

How to contact us 

 
We appreciate your time and effort you took to contact us. If you have questions, please contact us at 
980-701-5896. We’re ready to help you Monday through Friday from 8:00 a.m. to 5:00 p.m. Central Time. We 
accept telecommunications relay service calls. 
 

Sincerely, 

 

 

Executive Office Case Specialist 



 

 

Enterprise Complaints Management Office 
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From: WellsFargoLineofBusinessExecutiveOffice
Sent: Tuesday, November 22, 2022 1:59 PM
To:
Subject: [Secure] We’re responding to your concerns

Zix - Send Encrypted 

 

Case number:  
Safe Deposit Box ending in:  
        
   

Dear : 

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

We’re sorry for any service concerns you may have experienced while you’ve attempted to close your Safe Deposit Box. 
We strive to provide exceptional service, and it’s disappointing to learn we didn’t meet this expectation. We’re constantly 
reviewing and revising our practices and procedures to improve the customer’s experience, and we appreciate any input 
that helps us do this. 

Upon receipt of your concern, the Consumer and Small Business Executive Office reached out to the Branch Manager of 
the Fashion Valley Branch for further assistance.  made me aware that she would attempt to contact you and try 
to assist you in closing your Safe Deposit Box ending in . If you have not yet heard from her, you can contact her by 
calling . 

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 
Ext. . We’re ready to help you Monday through Friday from 7:15 a.m. to 3:15 p.m. Pacific 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 



2

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. 
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From: Wellsfargo
Sent: Wednesday, November 23, 2022 4:10 PM
To:
Subject: [Secure] We’re responding to your concerns

 

Case number:  
Account number ending in:  
        
   

Dear : 

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

In your communication you expressed concern about the Burlingame branch being closed unexpectedly and the fact that it made it so you could not access your Safe Deposit Box when you wanted to. First and 
foremost, we want to apologize for any frustration this situation has caused you. 

What you need to know 

The Burlingame branch was closed due to staffing issues and is set to reopen on November 28, 2022. The Broadway branch may not have been able to answer your call if they were busy  and no one is able to 
answer the phone as they are helping other customers.  

At this time Safe Deposit Box access is by appointment only and will resume regular access starting on November 28, 2022. 

While we realize the information provided may not alleviate your frustrations, we hope this letter helps to clarify our actions about this matter. We strive to provide exceptional service and we’re sorry we didn’t 
meet that expectation in this instance. 

We shared your information with the Community Reinvestment Act (CRA) Strategy and Program Management Team to make sure your concerns are documented. For more information about how Wells Fargo is 
involved in your community, please visit https://www.wellsfargo.com/about/corporate-responsibility/.  
  
If you’d like to contact them directly, you can email them a  

How to contact us 

We appreciate your time and effort you took to contact us. If you have questions, please contact us at 1-855-931-2468. We’re ready to help you Monday through Friday from 8:00 a.m. to 5:00 p.m. Central Time. 
We accept telecommunications relay service calls. 
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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. 

 
 















Enterprise Complaints Management Office 

PO Box 5133 

Sioux Falls, SD 57117 

 
 
 

 
 

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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November 9, 2022 
 
 
 

 
  

 
 
 
 
 
Subject: We’re responding to your concerns 
Case number:  

   

        

   

Dear : 
 
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 committed to being an inclusive company, where we treat all people fairly. We believe in recognizing, 
understanding, and respecting differences among all people. We follow all federal and state laws and regulations 
which prohibit discrimination. We do not discriminate based on any prohibited basis. 
 
What you need to know 
 
Thank you for contacting us with your concerns regarding the upcoming closure of the Wells Fargo McGuire Circle 
branch located at 415 E. Belt Blvd Richmond, VA 23224. This was not an easy decision or one that we take lightly. 
We continually evaluate our branch network, and make adjustments based on changing customer needs, market 
factors, and economic trends. This process leads to both expansion and consolidations.  
 
While branches continue to be important in serving our customers’ needs, we’re finding that consumers 
increasingly use digital tools for transactions such as check deposits. As a result, more transactions are happening 
outside the branch.  
 
We value having you as a customer and will keep you informed of any changes that may impact your everyday 
banking. 
 
The McGuire Circle branch will be open until 12:00 p.m. on January 25, 2023. After that, you can visit us at our 
Spring Rock Green branch located at 7202 Midlothian Turnpike North Chesterfield, VA 23225, approximately 
three miles away. You can also go to wellsfargo.com/locator to search for other nearby branches. 
 

We apologize for any frustration or inconvenience this upcoming closure may cause, and for any inconvenience 

prior temporary closures (like those related to Covid-19) may have caused. 

 



 

 

Additional information 

 

We shared your information with the Community Reinvestment Act (CRA) Strategy and Program Management 

Team to make sure your concerns are documented. For more information about how Wells Fargo is involved in 

your community, please visit https://www.wellsfargo.com/about/corporate-responsibility/.  

  

If you’d like to contact them directly, you can email them at 

 

 

How to contact us 

 
We appreciate your time and effort you took to contact us. If you have questions, please contact us at 
605-809-3050. We’re ready to help you Monday through Friday from 7:00 a.m. to 3:30 p.m. Central Time. We 
accept telecommunications relay service calls. 
 

Sincerely, 

 

 

Executive Office Case Specialist 

Enterprise Complaints Management Office 
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From: Wellsfargo  on behalf of Wellsfargo 
Sent: Wednesday, November 9, 2022 1:41 PM
To: '
Subject: [Secure] We’re responding to your concerns

 

Case number:  
 
Dear  

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

We’re sorry for any difficulty you experienced when staffing issues made it difficult to receive service at our Satyr Hill 
branch location. We strive to provide exceptional service, and we’re sorry that we didn’t meet this expectation. The 
information you provided is important to us, as we’re always looking for ways to improve the quality of service we provide. 
Thank you for bringing this situation to our attention. 

Your comments are very important to us. You deserve a quality financial relationship 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 with better communication. Please be assured we shared your comments with the appropriate management 
teams. Thank you for detailing your experience. 

How to contact us 

We appreciate your time and effort you took to contact us. If you have questions, please contact us at 1-888-261-2807. 
We’re ready to help you Monday through Friday from 8:00 a.m. to 5:00 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. 





From:
To:
Subject: [Secure] We’re responding to your concerns
Date: Wednesday, November 2, 2022 11:10:00 AM
Attachments:

Zix - Send Encrypted

Case number: 
Client name: 
 

Dear :

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

Branches play an important part in serving our customers. 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.

We apologize for any inconvenience certain closures may cause our customers. We ask that customers
please refer to our online or mobile branch locator to find the next closest branch, or use our mobile app
and wellsfargo.com to complete their banking needs. We understand you were unable to reach the
branch directly. In addition to contacting the branch directly, you may also contact our Customer Service
department at 1-800-869-3557, available 24 hours a day, 7 days a week.
 
We know our customers value the personal connection they have with our branch bankers, and our
bankers provide valued service and financial conversations to customers. At the same time, everyday
tasks like deposits, withdrawals, and loan applications can be accomplished using our convenient mobile
and online tools. In addition to basic account management and transaction capabilities like transfers and
deposits, customers may open new accounts or apply for a mortgage, and gain insight into their personal
spending and savings patterns for better financial health through our digital offerings.
 
As always, our bankers, mortgage consultants, and financial advisors are available in our offices and by
phone to assist customers with their financial needs, including important conversations on how to build
your savings and improve your credit profile. While we realize the information provided may not alleviate
your frustrations, we hope this letter serves to clarify Wells Fargo’s action about this matter.

 

What you need to know
 
We shared your information with the Community Reinvestment Act (CRA) Strategy and Program
Management Team to make sure your concerns are documented. For more information about how Wells
Fargo is involved in your community, please visit https://www.wellsfargo.com/about/corporate-
responsibility/.
 
If you’d like to contact them directly, you can email them at

.
 



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 extension . We’re ready to help you Monday through Friday from 7:30 a.m. to 4:00
p.m. Pacific 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.
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From: WellsFargoLineofBusinessExecutiveOffice
Sent: Friday, September 30, 2022 12:09 PM
To:
Subject: We’re responding to your concerns

 

Case number  

 

Dear : 

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

findings. 

We appreciate the time you've taken to provide us with your comments. At Wells Fargo, we pride ourselves on developing 

and maintaining quality relationships and strive to consistently deliver the exemplary service we know our customers 

deserve.   

We apologize that a branch located in your area is short in staff and had to close on a business day. 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. Your concerns have been documented.  

Please note that you are able to visit another Wells Fargo branch in your area. I recommend that you make an appointment 

before visiting a branch. To find a branch near you, visit wellsfargo.com/locator. 

1. Visit wellsfargo.com . 

2. In the Find ATMs/Locations field enter your zip code or City and State and select "Go". 

3. Select the banking location you desire. 

4. Select the "Make An Appointment" link. Please note: If the link does not appear, this service is not available at this 

location. 

5. On the Make an Appointment screen, select the "Schedule a new appointment" radio button. 

6. Select the reason for your appointment. 

7. Confirm the prefilled branch location or search for another branch and select "Continue". 

8. Choose the date and time in which you wish to meet and select "Continue". 

9. Enter your contact information, and select "Continue". 

10. Verify and confirm the details of your appointment and click or tap "Confirm Appointment". 

 

In addition, I was unable to locate a Lock Box account. If you still need assistance with a Lock Box account, please make an 

appointment to speak with a branch representative regarding this matter.  

We hope your concerns were addressed in this response and we look forward to assisting you in the near future.  
 
How to contact us 

We appreciate the time and effort you took to contact us. If you have questions, please contact us at 1-844-819-4748 

extension  Monday through Friday from 7:00 a.m. to 5:30 p.m. Mountain Time. We accept telecommunications 

relay service calls. 
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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. 
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From: WellsFargoLineofBusinessExecutiveOffice
Sent: Tuesday, October 25, 2022 10:02 AM
To:
Subject: We’re responding to your concerns

 

Case number:  

 

Dear : 

We shared your information with the Community Reinvestment Act (CRA) Strategy and Program Management Team to 

make sure your concerns are documented. For more information about how Wells Fargo is involved in your community, 

please visit https://www.wellsfargo.com/about/corporate-responsibility/.  

  

If you’d like to contact them directly, you can email them at . 

 

How to contact us 

We appreciate the time and effort you took to contact us. If you have questions, please contact us at 1-844-819-4748 

extension  Monday-Tuesday and Thursday-Friday from 7:00 a.m. to 5:30 p.m. Mountain Time. We accept 

telecommunications relay service calls. 

  

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. 
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From: Wellsfargo
Sent: Tuesday, September 27, 2022 3:54 PM
To:
Subject: [Secure] We’re responding to your concerns

 

Case number  

 
Dear  : 

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

We have researched your concern and confirmed a complaint you submitted about Wells Fargo branches. We assure you 
that we have taken your concerns seriously and made every effort to provide a timely response to your complaint. 

What you need to know 

We know the importance of having a Wells Fargo branch near your place. Our research has confirmed that there are Well 
Fargo branches available to service your banking needs that is within ten miles from your address. We have listed below 
the four nearest branches together with their respective addresses: 

 Wells Fargo Schnecksville Branch – 4825 Route 309, Schnecksville, PA 18078 

 Wells Fargo Northampton Branch – 1840 Main St. Northampton, PA 18067 

 Wells Fargo Schadt Avenue Branch – 1155 Schadt Ave. Whitehall, PA 18052 

 Wells Fargo Cedar Crest Boulevard Branch – 1601 N Cedar Crest Blvd, Allentown, PA 18104 

If you wish to know more information about the list of branches available on a specific area, you can visit 
https://www.wellsfargo.com/locator/ and simply put your zip code. If you need some help in navigating the page, you can 
go to https://www.wellsfargo.com/help/locations/. 

Aside from visiting the branches, Wells Fargo also have an online banking which can be accessed through your phone by 
logging in to your Wells Fargo app. Our Everyday Banking is available 24 hours a day 7 days a week for any concerns 
you might have on your Wells Fargo account. You can call 1-800-TO-WELLS (1-800-869-3557) for assistance. 

Service apology 

We apologize for any unsatisfactory service you may have received regarding this matter. We hope the details contained 
in this letter have adequately addressed your concerns. We certainly regret if your experience did not reflect our 
standards. We are constantly reviewing and revising our practices and procedures to improve the customer’s experience, 
and we appreciate your feedback. 

How to contact us 
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We appreciate your time and effort you took to contact us. If you have questions, please contact us at 1-855-931-2468. 
We’re ready to help you Monday through Friday from 7:00 a.m. to 4:00 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. 

 




