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Again, please know that we take this process very seriously and have reviewed every 
option before making the decision. We appreciate the opportunity to respond to your 
concerns and thank you for choosing to bank with Truist. 

Sincerely, 

Sarah Dial 

Sarah Dial 
Client Resolution Specialist  
Client Advocacy 

Truist Bank, Member FDIC. © 2024 Truist Financial Corporation. Truist, the Truist logo and Truist Purple are service marks of Truist 
Financial Corporation. 
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Horchler, Scott 

From: 
Sent: Friday, December 29, 2023 4:42 PM
To: 
Subject: Fw: Complaint-29945 Truist Closure 

Sent with Proton Mail secure email. 

‐‐‐‐‐‐‐ Forwarded Message ‐‐‐‐‐‐‐
From: 
Date: On Thursday, December 28th, 2023 at 8:50 PM 
Subject: Complaint‐29945 Truist Closure 
To: publicaffairs3@occ.treas.gov <publicaffairs3@occ.treas.gov>

 28 December 2023 

Office of the Comptroller of the Currency 
Administrator of National Banks 
Washington, DC 20219   

Subject: Concerns Regarding the Closure of Truist Bank Branch in Yemassee, SC 

Dear Sir/Madam, 

I am writing to express my deep concerns and to seek your intervention regarding the impending 
closure of the Truist Bank branch located in Yemassee, SC, Hampton County, scheduled for March 
2024. This decision poses a significant threat to our community's well-being, especially considering 
the lack of banking services within a 40-mile radius. 

The closure of this branch will disproportionately affect our local businesses and residents, many of 
whom rely on the convenience and accessibility of a nearby banking institution. The absence of a 
bank within a reasonable distance compels our community members to either utilize costly 
alternatives such as check-cashing services at local stores and expensive ATM machines or to 
undertake a time-consuming and burdensome journey to access banking services. 

Furthermore, I believe that the decision to close this branch is not solely based on the purported lack 
of foot traffic. The operating hours of the bank, restricted to 9 AM to 2 PM, have been a significant 
impediment for many working individuals who find it challenging to visit the bank during these hours. 
This limitation seems to contravene the spirit of the Community Reinvestment Act (CRA), which aims 
to ensure that financial institutions meet the needs of all segments of their communities, including 
low- and moderate-income neighborhoods. 

I am concerned that this closure could be seen as a deliberate strategy to disenfranchise a segment 
of the population that is already underserved by the banking sector. It appears to be an engineered 
closure aimed at withdrawing banking services from a community that most needs them. 
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In light of these concerns, I respectfully request that your office thoroughly review this decision under 
the provisions of the Community Reinvestment Act. It is imperative that Truist Bank be held 
accountable to its obligations under the CRA, ensuring that its actions do not unjustly harm the 
community it is supposed to serve. The people of Yemassee, SC, and the surrounding areas 
deserve a banking partner that acts as a true neighbor, committed to their financial well-being and 
accessibility to essential banking services. 

Based upon the impact this closure will have on our community, I am seeking to have a full audit 
report on the banks compliance in the local MSA with an examination its HMDA compliance.  A 
local community meeting is also requested as per Title 12, CFR, National Banking Act 
guidelines. 

Thank you for your attention to this matter. I trust that your office will take the necessary steps to 
review this situation and advocate on behalf of our community. 

Sincerely, 

Sent with Proton Mail secure email. 

2 



















May 20, 2024 
Page 2 

Truist Bank, Member FDIC. © 2024 Truist Financial Corporation. Truist, the Truist logo and Truist Purple are service marks of Truist 
Financial Corporation. 

Again, please know that we take this process very seriously and have reviewed every 
option before making the decision. We appreciate the opportunity to respond to your 
concerns and thank you for choosing to bank with Truist. 

Sincerely, 

Client Resolution Specialist 
Client Advocacy 
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July 25, 2024 
 
 

 
 

 
 
 
Re: Branch Closing 

Case 06/20/2024-9749578 
 
Dear : 
 
Thank you for sharing your concerns about the closure of Truist branches in your area. 
 
Please know, we hear you. We recognize how unsettling it can be when changes occur 
to something as familiar as your community bank. Change is almost never easy. But we 
are always looking for better ways to deliver our services—including branches and 
ATMs—to make sure we are meeting our clients’ changing needs. 
 
We would like you to know that when we decide to close a branch, the decision is not 
taken lightly and was made only after careful study and analysis. Once a decision like 
this is made, our next priority is to continue to provide you with caring client service. 
 
We hope to continue to serve your financial needs at any one of the branches listed 
below or any other convenient Truist branch location: 
 
1. Grande Oak, 20280 Grande Oak Shoppes Blvd., Estero, FL  33928-7738 

Lobby & Drive Thru Hours of Operation Monday – Thursday: 9am – 5pm, Friday: 
9am – 6pm, and closed Saturday & Sunday. 
 

2. Bonita Bay, 26731 S. Tamiami Trl., Bonita Springs, FL  34134-4339 
Lobby & Drive Thru Hours of Operation Monday – Thursday: 9am – 5pm, Friday: 
9am – 6pm, Saturday: 9am – 12pm, and closed on Sunday. 
 

3. Alico Commons, 16965 Alico Mission Way, Fort Myers, FL  33908-4836 
Lobby & Drive Thru Hours of Operation Monday – Thursday: 9am – 5pm, Friday: 
9am – 6pm, and closed Saturday & Sunday. 

 
Now there are more ways than ever to bank with us! 
 
Digital banking – You don’t need a branch—or even a computer—to do your banking. 
Learn more at truist.com/digital-banking. 
 

Client Advocacy 

P.O. Box 85024 
Richmond, VA  23285-5024 
Tel 844-4TRUIST 
 

Scott Brown 
Assistant Vice President 
Client Advocacy Partner Support Research Specialist 
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ATM – Get cash, make a deposit, or check account balances at any of our convenient 
locations. Find an ATM or branch at truist.com/locations. 
 
Phone – No smart phone? No problem. If you can text, you can bank. Details at 
truist.com/digital-banking. 
 

, again, please know that we take this process very seriously and have 
reviewed every option before making the decision. We appreciate the opportunity to 
respond to your concerns and thank you for choosing to bank with Truist. 
 
Sincerely, 

Scott Brown 
Scott Brown 
AVP, Client Advocacy Partner Support Research Specialist 
Client Advocacy 



Complaint 06/29/2024-9831135 

 

Client Feedback from ATM Survey: The Whitehaven Memphis Tennessee 38116 Truist location has been 

without an outdoor ATM for over a year. As a result, customers are inconvenienced with only having 

access to the internal ATM at the branch office during business hours. The space provided is small and 

does not allow privacy while conducting transactions. This location is in serious need of a safe, 

OUTDOOR ATM for the convenience and use by handicapped and elderly clients. Please think of the 

demographic this community serves, which is predominantly retirees and elderly people with disabilities 

and limited mobility. The nearest Truist to this location is either Union Avenue Memphis Tennessee or 

Southaven Mississippi. I have been inconvenienced several times and in need of access to my funds only 

to have to drive 20 miles in either direction. Thank you! 



 

Truist Bank, Member FDIC. © 2024 Truist Financial Corporation. Truist, the Truist logo and Truist Purple are service marks of Truist 
Financial Corporation. 

 
 
 
 
August 23, 2024 
 
 

 
 

 
 
 
Re: ATM Availability 
 Case 06/29/2024-9831135 
 
Dear : 
 
We have received and reviewed your concerns regarding the removal of the exterior 
ATM at our Memphis – Elvis Presley – Brookhaven Branch. We appreciate the 
opportunity to respond. 
 
Please know, we hear you. And we recognize how unsettling it can be when changes 
occur to something as familiar as your community bank. Change is almost never easy. 
So, know that the difficult business decision to remove the exterior ATM was not taken 
lightly and was made only after careful study and analysis. Our decision was 
implemented to ensure the safety and security of both our clients and our infrastructure. 
We understand this change may cause some inconvenience, and we deeply regret and 
impact it may have on your banking experience. 
 
We remain committed to providing you with excellent client service and support. To 
assist with your ATM needs, please feel free to use our ATM located in the lobby or visit 
one of our other branches. Additionally, you may wish to use mobile and online banking 
platforms to make transfers and check deposits. For withdrawals, you may wish to 
request cash back when you make a purchase using your debit card. 
 

, we appreciate your business over the past five years and are committed 
to helping you achieve your financial goals. If you have any other questions or need 
assistance, please contact us 844-4TRUIST (844-487-8478). A teammate will be happy 
to assist you. 
 
Sincerely, 

Diane Swinehart 
Diane Swinehart 
Officer, Client Advocacy Partner Support Research Specialist 
Client Advocacy 

Client Advocacy 

P.O. Box 85024 
Richmond, VA  23285-5024 
Tel 844-4TRUIST 
 

Diane Swinehart 
Officer 
Client Advocacy Partner Support Research Specialist 
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July 26, 2024 

William Ramsey 
Federal Deposit Insurance Corporation 
Consumer Response Center 
1100 Walnut St., Box #11 
Kansas City, MO  64106 

Re: , Case 01757831 

Dear Mr. Ramsey: 

Thank you for forwarding the complaint filed by  of Alexandria, Virginia, 
regarding the status of her Truist checking account and the closing of her Truist community 
branch. We appreciate the opportunity to respond. 

Our records show we responded to  by letter on May 7, 2024 about the dormant 
status placed on her account. On May 20, 2024,  made a deposit into the 
account, and the dormant status was removed. We also addressed her concerns about 
Truist closing a branch in her community. 

Enclosed is a copy of our response (with enclosure) that was mailed to  for your 
review.  

With our response to , we are also enclosing the following: 
 Copies of her monthly statements
 A copy of the deposited check
 There is no signature card on file
 A copy of the Bank Services Agreement
 A copy of the Personal Deposit Accounts Fee Schedule

Mr. Ramsey, should you have further questions, please feel free to contact William Hagen 
at 804-923-8557. He will be glad to speak with you. 

Sincerely, 

Diane Evans 
Assistant Vice President, Client Resolution Senior Specialist 
Consumer Regulatory & Executive Services Team 

Enclosures 

Client Advocacy 
P.O. Box 85024 

Richmond, VA  23285-5024 
Tel 844-4TRUIST 

Diane Evans 

Assistant Vice President 
Client Resolution Senior Specialist 
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July 26, 2024 

Re: 
Federal Deposit Insurance Corporation (FDIC) Case 01757831 

Dear : 

We have received and reviewed your correspondence forwarded to us from the FDIC 
regarding the dormant status placed on the account referenced above. You also mentioned 
the closing of a Truist branch convenient to your neighborhood. We value you as a client 
and value your feedback. I appreciate the opportunity to respond.  

Our records indicate that we responded to you by letter on May 7, 2024 regarding the 
dormant status of your account (copy enclosed). We show that on May 20, 2024, you made 
a  deposit into the account. Based on the deposit type, the dormant status was 
removed, and your account is currently active. 

In reference to the branch closing, we hear you. And we recognize how unsettling it can be 
when changes occur to something as familiar as your community bank. Change is almost 
never easy. But we are always looking for better ways to deliver our services--including 
branches, ATMs, digital bank, and phone--to make sure we are meeting our clients’ 
changing needs. Please know that the decision to close the branch was not taken lightly 
and was made only after careful study and analysis. Our next priority is to continue to 
provide you with caring client service. 

, your satisfaction is important to us, and we look forward to the continued 
privilege of serving your financial needs for many years to come. If you have any other 
questions or need assistance, please call us at 844-4TRUIST (844-487-8478). A 
representative will be glad to assist you. 

Sincerely, 

Diane Evans 
Assistant Vice President, Client Resolution Senior Specialist 
Consumer Regulatory & Executive Services Team 

Enclosure 

Copy to: Federal Deposit Insurance Corporation 

Client Advocacy 
P.O. Box 85024 

Richmond, VA  23285-5024 
Tel 844-4TRUIST 

Diane Evans 

Assistant Vice President 
Client Resolution Senior Specialist 

  



Reference:  07/25/2024-10044425 

 

Client Feedback from Retail Relationship Survey: Everything online is great. My only complaint is that 
there are no longer any branches open in our area. So I have to drive at least 25 to 30 minutes to find a 
branch if I just need some cash so end up paying fees to use other atms. Just fyi I live on the 95 corridor 
not out in the rural areas. 





Reference:  Case Number 07/26/2024-10058792 

Client Feedback from ATM Survey: This ATM has not accepted deposits for 7 days and the printer ink has 
been out for a month which makes the machine give you blank paper. As a business client that makes 
daily deposits and transactions this machines represents the worst of Truist. Service your equipment 
more to make sure it works as expected and clean it. 









What response or action, if undertaken by the individual or company that is the subject of your complaint, would resolve this matter to your
satisfaction? Please be as specific as possible.

SECTION 6 (Required): COMPLAINT NARRATIVE: (text limit 3000 characters)

Describe below the events surrounding your complaint in the order in which they occurred. Include any names, phone numbers, and a full
description of the problem with the amount(s) and date(s) of any transaction(s). You should also include any response from the parties identified
in this complaint.

Be as brief and complete as possible to make the explanation clear.

PLEASE BE ADVISED THAT THE ISSUES DESCRIBED IN THIS COMPLAINT WILL BE SHARED WITH THE INDIVIDUAL OR COMPANY
IDENTIFIED FOR THEIR RESPONSE.

*
I bank at Truist Bank 201 Village Rd NE, Leland, NC 28451. It has been an ongoing issue regarding access to monies. About a year ago, almost
every Saturday morning I would go to the ATM & no money in it. Relentless complaints. We have a problem here whereas Truist Bank likes to
hang on to peoples money! Most recently was on two occasions within a month, a message on the ATM that they are upgrading. I took a picture.
Now if that be so, it should be done when the bank is open so people can access their monies. They have cut late night Thursdays & are closed
on Saturday. We have a problem when a bank is NOT allowing people access to their monies. As we know, people do work and NO ONE should
be forced to take off from work to go to the bank for access to their monies!

SECTION 7 (Required): PRIVACY ACT STATEMENT

The information you provide will permit NCCOB to facilitate a response to your complaint. This information may be shared with:

The entity that is the subject of the complaint;
Third parties as needed to obtain information relevant to the resolution of the complaint; and
Other agencies or regulatory authorities for enforcement and regulatory purposes.

You are not required to file this complaint, and may withdraw this complaint at any time. However, NCCOB will not take any further action if you
withdraw your complaint.

CERTIFICATION (Required): I certify that all information supplied by me is true to the best of my knowledge and that I am authorized to provide
this information. I accept all responsibility for the content of my responses.

By typing your name on this form, you certify that NCCOB is authorized to speak on your behalf regarding your loan, account, or
transaction with the respondent; to receive any documents relating to the loan/account upon request; and to refer this complaint to
another governmental agency.

Consumer Signature:*       Date:*  7/24/2024
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August 26, 2024 
 
 
Jennifer Winborne 
North Carolina Office of the Commissioner of Banks 
4309 Mail Service Center 
Raleigh, NC  27699-4309 
 
  
Re: , File 2024-0589 
  
Dear Ms. Winborne: 
 
Thank you for forwarding the complaint filed by  of , North 
Carolina regarding the ATM and hours of our Leland Branch. We appreciate the 
opportunity to respond.  
 
We have enclosed a copy of our response that was mailed to  for your 
review. 
 
Ms. Winborne, if you have further questions, please contact William Hagen at 804-923-
8557. He will be glad to speak with you. 
 
Sincerely, 

 
Diane Evans 
Assistant Vice President, Client Resolution Senior Specialist 
Consumer Regulatory & Executive Services Team 
 
Enclosure 
 

Client Advocacy 
P.O. Box 85024 
Richmond, VA  23285-5024 
Tel 844-4TRUIST 
 
Diane Evans 
Assistant Vice  President  
Client Resolution Senior Specialist 
 



 

State of North Carolina 
OFFICE OF THE COMMISSIONER OF BANKS 

ROY COOPER 

GOVERNOR 
 KATHERINE M.R. BOSKEN 

COMMISSIONER OF BANKS 

August 30, 2024 

 

 

 

 

 

 

Re: Complaint against Truist Bank: File No. 2024-0589 

 

Dear : 

        The North Carolina Office of the Commissioner of Banks (NCCOB) received a response to 

our letter sent on your behalf. 

        The enclosed response is provided to facilitate communication between you and the 

respondent. NCCOB is charged with the duty to license, examine and supervise financial 

services firms under its jurisdiction and to enforce state laws applicable to financial services 

firms. NCCOB does not provide legal advice or represent private citizens or legal entities in any 

legal matter. 

        If you are not satisfied with the respondent's reply, please contact the entity directly. Also, 

should you wish to pursue this matter further, you may want to consider consulting with a private 

attorney or legal services provider to determine if you have private legal rights or remedies.  

  

    Sincerely,  

 
    Jennifer Winborne 

    Bank Supervision Support Specialist  

 

Enclosures  

 

cc: Truist Bank 
Location: 316 W. Edenton Street, Raleigh, NC 27603 

Mailing Address: 4309 Mail Service Center, Raleigh, NC 27699-4309 

(919) 733-3016 Fax (919) 733-6918 Internet: www.nccob.gov 

An Equal Opportunity / Affirmative Action Employer  



Social Media Complaint:  08/23/2024-10275327 

 

Client Complaint on Social Media:   

Never anything for current members. In fact they closed all local branches do me and I have to travel 
over half and hour to get to one! 

Aug 23, 2024 at 5:43 AM 

 

Truist Response on Social Media:  We said, Good Friday morning, . We thank you for reaching out 
through social media to share your concerns and feedback with us. We offer different promotions from 
time to time which have different rewards and requirements. To find out the best offers available to you 
for your account, we recommend you speaking with your local branch. You can locate you by searching 
https://www.truist.com/locations. 

 

Also, we can certainly understand how it would be frustrating to lose access to your preferred location. 
The decision to close a branch is never any easy one and this was no exception. Truist remains 
committed to providing you the same excellent service you are accustomed to at any of our other Truist 
locations and ATMS, as well as through telephone banking and 24-hour delivery channels such as Online 
and Mobile Banking, which will allow you to bank anytime, anywhere. To search for locations in nearby 
areas, please visit our branch location through Truist Mobile or by visiting 
http://www.truist.com/locations. We also wanted to let you know that we have different promotions 
from time to time with different qualifications. We appreciate your continued business and will track 
your feedback to be shared with our management team as we're always looking for ways and 
opportunities to improve our services. 

Aug 23, 2024 at 7:17 AM 



Complaint 08 20 2024 10248564 Retail Relationship Survey 

 

Client Feedback from Retail Relationship Survey: Open up more banks again. Now I have to travel a lot 
farther to go to the bank. It’s not fair to some people. I personally am going to change banks. It’s to bad 
because I liked Truist. 



From: Swinehart, Diane
To:
Subject: Truist Voice of the Client Survey Follow-up Survey ID 196590
Date: Friday, August 23, 2024 2:09:00 PM
Attachments: .png

image003.png

 

 

08/23/2024 
 
Dear 
 
Thank you for taking the time to provide your feedback in a recent survey. You expressed concern over an
experience you had with Truist, and requested that we follow-up regarding your feedback.
 
Truist strives to provide exceptional service with each and every client interaction and we would appreciate an
opportunity to deliver on our service promise by discussing your concerns. Please contact me at (336) 547-2804.
 
We appreciate you giving us the opportunity to improve your experience. I look forward to speaking with you.
 
Thank you for choosing Truist for your financial needs.
 
Sincerely,
 
 
Diane Swinehart
Client Advocacy Partner Support Research Specialist / Truist

 

Truist Bank, Member FDIC and Equal Housing Lender
 

 
. © 2022 Truist Financial Corporation. Truist, the Truist logo and Truist Purple are service marks of Truist Financial Corporation. Truist Bank, 214 N
Tryon St., Charlotte, NC 28202.

 
 



Digital Survey Complaint:  09/18/2024-10477005 

 

Case Resolution: 

 



Digital Survey Complaint:  10/08/2024-10641808 

 

Case Resolution: 

 



From: Witcher, Derionte
To:
Subject: Truist Voice of the Client Survey Follow-up - Survey ID: <428755>
Date: Friday, October 18, 2024 2:55:00 PM
Attachments: image002.png

image004.png
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10/18/2024
 
 
 
Dear ,
 
Thank you for taking the time to provide your feedback in a recent survey. You expressed concern over an
experience you had with Truist and requested that we follow-up regarding your feedback.
 
Truist strives to provide exceptional service with each and every client interaction and we would appreciate an
opportunity to deliver on our service promise by discussing your concerns. Please contact me at (404) 214 - 8971.
 
We appreciate you giving us the opportunity to improve your experience. I look forward to speaking with you.
 
Thank you for choosing Truist for your financial needs.
 
Sincerely,
 
 
Derionte Witcher
Client Advocacy Partner Support Research Specialist

 
Truist Bank, Member FDIC and Equal Housing Lender

. © 2022 Truist Financial Corporation. Truist, the Truist logo and Truist Purple are service marks of Truist Financial Corporation. Truist Bank, 214 N
Tryon St., Charlotte, NC 28202.

 





Social Media Complaint:  11 21 2024 11013419 

 

Client Complaint on Social Media: 

46156247 

Truist i have had the same experience in Rainbow City Al. Truist closed two branches near us and now we 
have to drive 25 to 30 miles to get to a branch. 

Nov 20, 2024 at 8:20 AM 

Truist Response: 

We said, Good Thursday morning, . We can certainly understand how it would be frustrating to lose 
access to your preferred location. The decision to close a branch is never any easy one and this was no 
exception. Truist remains committed to providing you the same excellent service you are accustomed to 
at any of our other Truist locations and ATMS, as well as through telephone banking and 24-hour delivery 
channels such as Online and Mobile Banking, which will allow you to bank anytime, anywhere. To search 
for locations in nearby areas, please visit our branch location through Truist Mobile or by visiting 
http://www.truist.com/locations. We appreciate your continued business and will track your feedback to 
be shared with our management team as we're always looking for ways and opportunities to improve 
our services. 

Nov 21, 2024 at 10:28 AM  

 



Digital Survey Complaint:  11/26/2024-11051689 

 

Case Resolution: 
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Customer Assistance Form
FDIC 3064-0134  Expiration Date: XX/XX/XXXX

Privacy Act Statement

Collection of this information is authorized by 12 U.S.C. §§ 1818 and 1819 and 15 U.S.C. § 57a(f). The
information you provide to the FDIC on this form will be used to investigate and respond to your
complaint or inquiry. The information you provide may be disclosed to the institution which is the
subject of the complaint or inquiry and to any third party sources, when necessary to investigate or
resolve the complaint or inquiry; to the Federal or State supervisory authority that has direct supervision
over the financial institution that is the subject of the complaint or inquiry; to appropriate Federal, state
or local authorities agencies if a violation or possible violation of a civil or criminal law is apparent; to a
congressional office in response to an inquiry made at your request; to a court, magistrate or
administrative tribunal in the event of litigation, or in accordance with the other "routine uses of records"
listed in the FDIC's Consumer Complaint and Inquiry System of Records, # 30-64-0005. Completing this
form is voluntary, but failure to provide all of the information may delay or preclude investigation of
your complaint or inquiry.

Last Updated 09/23/2015

Paperwork Reduction Act Statement

Public reporting burden for this collection of information is estimated to average .25 hours per response,
including the time for reviewing instructions, searching existing data sources, gathering and maintaining
the data needed, and completing and review the collection of information.
Send comments regarding this burden estimate or any other aspect of this collection of information,
including suggestions for reducing this burden, to the Paper Reduction Act Clearance Officer, Legal
Division, Federal Deposit Insurance Corporation, 550 17th Street, N.W., Washington, D.C. 20429, and
the Office of Management and Budget, Paperwork Reduction Project (3064-0134), Washington, D.C.
20503.
An agency may not conduct or sponsor, and a person is not required to respond to, a collection unless it
displays a currently valid OMB control number.
Last Updated 09/23/2015

Please complete this form if you have an inquiry or a complaint regarding your financial
institution. Once the form has been submitted you will receive the Customer Assistance
Confirmation page indicating that your request has been received. 

Please note:

We cannot act as a court of law or as a lawyer on your behalf.
We cannot give you legal or financial advice.
We cannot become actively involved in complaints that are in litigation or have been litigated.

* Required Fields
Indicate whether you are a: Consumer
Requester Information:
 

Salutation
Last Name* First Name*

Middle Name
Email*
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Home Phone Business Phone Mobile Phone
Mailing Street*
*Mailing City *Mailing State/Province   

*Mailing Zip/Postal
Code

*Mailing Country United States
  Best Way to Contact Phone

  Best Time to Contact Morning
 

 NoIs this request submitted on behalf of you and another individual?
 

Last Name* First Name*
Email

Home Phone Business Phone Mobile Phone
Mailing Street*
*Mailing City *Mailing State/Province  

*Mailing Zip/Postal
Code

*Mailing Country
 
 
 
 
Additional Contact Information:
 
Do you want us to communicate with another individual on your behalf, such as a family member,

Noattorney, or other person representing you about this complaint? 

If you list someone you authorize us to communicate with the listed individual and provide information
to that individual as well.

 
Representative Last*

Name
First Name

Relationship Email
Home Phone Business Phone Mobile Phone

Mailing Street*
*Mailing City *Mailing State/Province  

*Mailing Zip/Postal
Code

*Mailing Country
 
Does your request involve a specific financial institution? Yes

Financial Institution* Truist Bank
Mailing Street 214 N Tryon St,
*Mailing City CHARLOTTE *Mailing State/Province   NC

*Mailing Zip/Postal
Code

28202

*Mailing Country United States
Institution Phone

Number
FI: Type of accounts Checking

Have you tried to resolve your complaint with your financial institution or company? Yes

When?  * 08/30/2024    Resolve: How   Other*
email
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Resolve: Contact Name Bill Rogers Resolve:Title CEO
Have you filed a complaint or contacted another government agency? No

*Gov Agency: Agency
Name

 
 
Complaint Information:
 
Describe events in the order in which they occurred, including any names, phone numbers, and a full
description of the problem with the amount(s) and date(s) of any transaction(s). Do not include personal
or confidential information such as your social security, credit card, or bank account numbers. If you
need to provide  of any supporting documentation such as contracts, monthly statements,COPIES
receipts or any correspondence with the bank (do not send original documents), you may mail this
information to:

Please describe below the nature of your complaint or inquiry.*
BB&T went on merging spree buying local banks to shut them down. On 8/30/24, I complained about
the broken ATM in the Bailey's Cross Roads branch in Falls Church, VA. The branch manager told me
that he has nothing to do with it since it's maintained by a third party. I escalated the complaint to the
CEO by email suggesting installing a second ATM like most banks in the neighborhood, some banks
have three ATMs. They did not take any action. On 11/26/24 I complained again to the branch manager.
He said he did his job, but the management did not do their part.
Please be advised that the issues described in this complaint will be shared with the financial institution
or company in question for their response.
 

Desired Resolution*
What action by the financial institution or company would resolve this matter to your satisfaction?
1. Make sure the ATMs are fully functioning. 2. Fix the high slope on the pavement at the ATM. 3.
Install a second ATM.
 
 

 Checking this box authorizes the FDIC to respond to your inquiry*
 
 

FDIC 6422/04 (9-12)

Page Updated 12/11/2018
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December 19, 2024 
 
 
Sachie Tanaka 
Federal Deposit Insurance Corporation 
Consumer Response Center 
1100 Walnut St., Box #11 
Kansas City, MO  64106 
 
 
Re: , Case 01806691 
  
Dear Ms. Tanaka: 
 
Thank you for forwarding the complaint filed by  of , 
regarding the ATM at our Bailey’s Crossroads Branch. We appreciate the opportunity to 
respond. 
 
Enclosed is a copy of our response with enclosure mailed to  for your review.  
 
Our records indicate that we received a complaint in August from  about the 
malfunctioning ATM at our Bailey’s Crossroads Branch. On August 15, 2024, he stated 
that whenever he makes a deposit at that branch, he does not receive a receipt. His 
concerns were researched, and it was determined that on that date, the ATM was out of 
paper. The issue was resolved at 8:00 am on August 16, 2024. A review of our records 
for a month indicated that this was the only instance regarding a receipt paper outage.  
 
On November 26, 2025,  attempted to make a cash deposit; however, 
because the cash bin was full, he was not successful. The ATM is serviced by Brink’s, 
and due to a paper jam, Brink’s was not able to settle the ATM. His concerns about the 
pavement at the ATM were shared with the appropriate management team.  
 
Ms. Tanaka, should you have further questions, please feel free to contact William 
Hagen at 804-923-8557. He will be glad to speak with you. 
 
Sincerely, 

 
Diane Evans 
Assistant Vice President, Client Resolution Senior Specialist 
Consumer Regulatory & Executive Services Team 
 
Enclosure 

Client Advocacy 
P.O. Box 85024 
Richmond, VA  23285-5024 
Tel 844-4TRUIST 
 
Diane Evans 
Assistant Vice President 
Client Resolution Senior Specialist 
 



January 21, 2025
Ref. No. 01806691

Re: Truist Bank

Dear  :

Thank you for your correspondence. We have completed our review of your concerns
involving Truist Bank (Bank). You reported a broken ATM at a branch and requested a second
ATM be installed. You also requested the slope on the pavement be fixed. 

We reviewed your correspondence, the Bank's response, and the applicable federal consumer
protection laws enforced by the FDIC. Truist Bank is jointly regulated by the FDIC and the
Consumer Financial Protection Bureau. 

At the FDIC's request, the Bank provided you with a response dated December 19, 2024. A copy
of that response was also sent to the FDIC, along with any supporting documents necessary to
complete an independent review into the matter.

We seek to assist you by facilitating communication, by reviewing a bank's compliance with
applicable laws and by providing you with information on your rights under federal consumer
protection laws.

Regulation E, which implements the Electronic Fund Transfer Act, requires a financial institution
to make a receipt available to a consumer at the time the consumer initiates an electronic fund
transfer at an electronic terminal. The receipt should include the amount, date and type of
transfer, as well identify the terminal location and consumer's account. The Consumer Financial
Protection Bureau (CFPB) oversees the Bank's compliance with Regulation E. You may wish to
contact the CFPB at www.consumerfinance.gov if you have additional questions or concerns
regarding this matter.

The Community Reinvestment Act (CRA) encourages depository institutions to help meet the
credit needs of the communities in which they operate, including low- and moderate-income
neighborhoods, consistent with safe and sound banking operations. Banks are also evaluated
on the availability of a bank's retail banking services. The federal supervisory agency of an
institution periodically evaluates the institution's record in helping meet the credit needs of its
entire community.



Digital Survey Complaint:  12 09 2024 11140438 

Case Resolution: 



Digital Survey Complaint:  12/28/2024-11283591 

 

Case Resolution: 

 

 

 



Digital Survey Complaint:  01 30 2025 11505978 

 

Case Resolution: 



Digital Survey Complaint:  03/24/2025 - 11895051 

 

Case Resolution: 

Client Feedback from Truist One Migration Survey: Use it to pay home equity account. Truist closed 
Glen Burnie branch,I have trouble driving. So this is a problem. 
*************************************** 
|| RESOLUTION: the client responded to the survey and cited issues with local branch closing causing 
problem and using account to pay HELOC (home equity line of credit). The client was contacted, but 
could not be reached and the no contact email was sent. Feedback documented for tracking 
purposes. If additional assistance is still needed client can visit branch, call 844-4TRUIST or call back 
number listed in Voice of the Client no contact email. Research confirmed. Centre At Glen Branch-
6707a Ritchie Hwy, Glen Burnie, MD 21061-2318- 2.2 miles from the client zip code is still open. 

 

 





Social Media Complaint:  03/27/2025 - 11926749 

 

Client Complaint on Social Media: 

#47490595 

 
@Truist 
I’d like to know WHY Truist took the only bank in Ellerbe NC and left us with NO BANK At ALL…..we 
have to bank in Rockingham NC!!!!!!!!! SHAMEFUl. !!!!!!!! 
Mar 27, 2025 at 1:38 PM3 tags 

Truist Response: 

Hi ! Thank you for reaching out. We know that any business closing can be an emotional issue 
for a community. For that reason, we do not take the decision to close a financial center lightly and 
that decision is only made after a very long and thoughtful process. We appreciate you sharing your 
feedback with us. We are very sorry for any inconvenience that this may cause but we look forward 
to continuing to serve you and all other clients at the next closest branch location. Thank you and 
have a great day. 
Mar 27, 2025 at 2:03 PM3 tags 



Digital Survey Complaint:  04/11/2025 - 12039087 

 

Case Resolution: 

Client Feedback from Small Business Survey : Banks can ensure minority business owners are not 
discriminated against by implementing fair lending practices, providing cultural competency training 
for staff, offering dedicated programs and resources tailored to minority-owned businesses, and 
regularly reviewing lending data to identify and address any disparities. Transparency, community 
outreach, and partnerships with minority business organizations can also help build trust and 
equitable access to financial services. 

*************************************** 

|| RESOLUTION : Reviewed Small Business client's survey feedback and determined their primary 
concern to be regarding the bank's ability to ensure that minority business owners aren't 
discriminated against. Reviewed CIF comment regarding a letter containing credit bureau 
information being mailed to the client. Reviewed the application information and the adverse action 
letter confirming the denial reason(s). Upon calling and greeting the client, they advised that I had 
the wrong number and disconnected the call, so a no contact email was sent. 

 





Digital Survey Complaint:  04/13/2025 - 12046365 

 

Case Resolution: 

RESOLUTION: The client responded to the survey and cited issues with there being no Truist branch 
in her local area as closes branch is 15-22 miles away from her home. Client expressed dissatisfaction 
with branch being taken away from branch in her local area. Client advised branch in Bolivia NC was 
closed 4 years ago during the pandemic. This branch was only a few miles from her hours, but now 
she has to go to branch in Leeland NC about 20 miles away from her home. Advised client there is a 
branch in Supply NC which client stated that branch is 20 miles away. Client stated there are a lot of 
elderly people who were going to that branch. Client suggested at least putting an ATM machine in 
her local area.  

Apologized to the client for the inconvenience. Advised client her feedback will be leveraged as part 
of Truist's on-going effort to evaluate policies, processes, services, products and business practices 
for possible enhancements. After review of AWS call on 4/11/2025 at 7:29am it was determined that 
client called to inquire about recent deposits on her account. Client suggested that they put an ATM 
machine in area. Teammate apologized and advised the client feedback will be submitted on her 
behalf regarding branch being too far away and IVR system not providing recent deposit 
information. Teammate provided client the details of recent transactions posted to her checking 
account. Client did not require further assistance. Client Central ATM/Branch Locator using client zip 
code 28422 for Bolivia NC, confirmed there are branch locations in 7.5 miles away at the Holden 
Beach Branch address at 3226 Holden Beach Rd SW Supply, NC 28462-5716. There was also another 
branch location found in 8.9 miles away at the Oak Island Branch address at 8905 E Oak Island Dr 
Oak Island, NC 28465-8371. No further action required. 



Digital Survey Complaint:  04 08 2025 12005677 

 

Case Resolution: 

Client Feedback from Branch Survey : She was nice but they closed my account on the 28 of March 
and didn't let me know until the 3rd of April and if that wasn't bad enough the bank said something 
about fraud about another bank and I don't know what they are talking about and close my account 
and cancel my cards. Just a whole lot of problem with the bank...... But she was nice about it. 

*************************************** 

|| RESOLUTION : Reviewed Core Retail client's survey feedback and determined their primary concern 
to be regarding the lack of notification received from the Bank regarding their account's closure. 
Upon speaking with the client, they expressed displeasure with the lack of notification regarding the 
account's closure that was referenced in the CIF comments and the closure of a branch close to 
them. Emailed the branch and received a reply recapping the client interaction and prior mentions of 
displeasure with branch closures. Submitted a TASK and received more information on the account's 
closure. Per the Bank Services Agreement, the Bank may close your account at any time and for any 
reason or for no reason without advance notice. 



Digital Survey Complaint:  04 19 2025 12099398 

 

Case Resolution: 

Client Feedback from Branch Survey : I have had a long connection with past institutions now 
incorporated im Truist. IE: Elkin-Jonesville Savings and Loan, Southern National and BB&T. Only 
complaint was closing branch at Twin Oak Road, Dobson, NC. half mile from my.home. Now closses 
branch is 15 miles away. 

*************************************** 

|| RESOLUTION : Reviewed Core Retail client's survey feedback and determined their primary concern 
to be regarding their local branch's closure. Found nothing relevant in Salesforce or the CIF 
comments. Confirmed that there is no branch location in Dobson, NC. Emailed the branch and 
received a reply advising that they have received a lot of feedback regarding the Twin Oak Road 
branch closure. Called the client, but no one answered, so a no contact email was sent. 





 
May 16, 2025 
Page 2 
 
 
 
Now there are more ways than ever to bank with us! 
 
Digital banking – You don’t need a branch—or even a computer—to do your banking. 
Learn more at truist.com/digital-banking. 
 
ATM – Get cash, make a deposit, or check account balances at any of our convenient 
locations. Find an ATM or branch at truist.com/locations. 
 
Phone – No smart phone? No problem. If you can text, you can bank. Details at 
truist.com/digital banking. 
 
Cash Back – You may request cash back at the register when you make a purchase, 
and the merchant will charge your debit card for the purchase amount plus the cash 
back amount and give you the cash from the register. 
 
Considering your expressed concerns, especially regarding the added travel and 
inconvenience, we will be posting your comments to our Community Reinvestment Act 
(CRA) Public File under the section designated for comments related to access to 
services. This ensures that your feedback is formally documented and available for 
review as part of our ongoing efforts to serve the needs of our community. 
 
Please know that we remain committed to providing you with quality banking services 
and are continually exploring ways to continue meeting your needs despite this change. 
 
Should you have any additional questions or concerns, please call us at 844-4TRUIST 
(844-487-8478). A teammate will be happy to assist you. 
 
Once again, we thank you for your feedback and for banking with Truist. 
 
Sincerely, 

Derionte Witcher 
Derionte Witcher 
Client Advocacy Partner Support Research Specialist 
Client Advocacy 



Digital Survey Complaint:  06 25 2025 12596847 

 

Case Resolution: 

Client Feedback from Retail Relationship Survey: Way too far to ATM. Should allow no fees for 
nonTruist ATM. No ATM fees at nonTruist ATMs since so few Truist brick and mortar locations. Or 
more Truist ATM locations! I have to drive 20 mi to Truist branch! 

*************************************** 

|| RESOLUTION: Core Retail Relationship Client completed Voice of the Client survey and citing ATM 
and branch locations inconveniently located. Research concluded that the clients complaint is 
regarding location of Truist branches and Truist ATM locations based upon their area of residence. 
Research concluded that the clients checking account was under a level 2 benefit level which allots 
for 1 (one) Non-Truist ATM fee to be waived per statement cycle. The Community Reinvestment Act 
(CRA) is intended to encourage depository institutions to help meet the credit needs of the 
communities in which they operate, including low- and moderate-income neighborhoods, consistent 
with safe and sound banking operations. Attempted to contact client in which client did not answer. 
Left voicemail and sent the no contact email inviting client to call back. If assistance is still needed, 
client can call/visit a local branch or contact the Truist Care Center at 844-487-8478. 







Download all attachments 
Desired resolution 
They should care enough to ensure we can be certain of funds that are truly available. Provide our 
side of town with ATM access. I want those overdraft fees I have had to suffer, returned. I live in the 
real world, David and Goliath doesn't exist here. Do what you can. 
Response recipients 
Submitted by 
Primary consumer 
Who will receive responses? 
Primary consumer 
 
Complaint status 
Pending Action By Company 
Sent to company 
07/08/2025 13:58 ET 
Due date 
07/23/2025 





 
 
 

 
July 22, 2025 
Page 2 
 
 
 
Our records indicate that you opted out of our Overdraft Coverage service. This prevents us 
from paying overdrafts and assessing a fee for ATM and everyday debit card transactions. 
ACH, checks, other transactions made using your checking account number and automatic 
bill payments are not affected by your request to decline this service. More information 
about this service can be found on the last page of our fee schedule.  
 
Unfortunately, the account is currently overdrawn. Given this, we ask that you please make 
a deposit as soon as possible to bring the account to a positive or zero balance. Doing so 
may prevent the account from being closed with an owed balance and reported to 
consumer reporting agencies.  
 
We now offer our Truist One Checking account, which is designed to help reduce overdraft 
fees. The Truist One Checking account has a $100.00 negative balance buffer. To initially 
qualify for the negative balance buffer, the following requirements must be met: 
 

• Account must be opened for a minimum of 35 calendar days. 
• Account must be funded with a positive balance. 
• A single Direct Deposit of at least $100.00 per month must be made for two  
  consecutive months. 

 
To remain qualified for the negative balance buffer, you must set up a recurring Direct 
Deposit of at least $100.00 per month. For accounts that qualify for the negative balance 
buffer and have Overdraft Protection, Truist will use the negative balance buffer first. If the 
account has neither, transactions that exceed the account balance will be declined or 
returned. Monthly maintenance fees may apply. For more information, you may visit 
Truist.com or your local Truist branch. 
 
We appreciate your request for additional ATMs in your area. We take your comments 
seriously and have shared them with the appropriate management teams.  
 

, should you have any additional questions or concerns regarding your account, 
please contact us at Truist.com, via the Truist Mobile App., or call us at 844-4TRUIST (844-
487-8478). A representative will be glad to assist you. 
 
Sincerely, 
Samantha Fulghum 
Samantha Fulghum  
Client Resolution Senior Specialist 
Consumer Regulatory & Executive Services Team 
 
Enclosures 
 
Copy to: Consumer Financial Protection Bureau  
 
This communication is an attempt to collect a debt and any information you provide, whether written or 
verbal, will be used for that purpose. However, if your debt is discharged in bankruptcy or you are protected 
by the automatic stay in a bankruptcy proceeding, Truist recognizes that you may not be liable for this debt 
and this letter is not an attempt to collect a debt but is being sent for notice purposes only. 





Social Media Complaint:  07 17 2025 12764109 

 

Client Complaint on Social Media: 

#  Private 

Can you please fix your ATM at the Martinsburg WV branch, on Edwim Miller Blvd. since it's the only 
branch left for us to use, you could at least make sure the ATM is working, this is the 3rd time we've tried 
to use it and it's been out of order. 

Jul 17, 2025 at 12:07 PM 

 

We said, Good Thursday afternoon, . We thank you for reaching out through social media to bring 
your concerns to our direct attention & our apologies for any inconvenience during this time. Can you 
please share with us any possible date(s) and any error messages observed when had you visited our 
machines so that we may have our ATM Operations Team review them ASAP? ^JW 

Jul 17, 2025 at 1:11 PM 

 

They said, Today, I dint know the exact terminology, but the screen had another maintained screen up. 
This is the 3rd time in tha last 2 months. Last time it just said sorry experiencing technical difficulties. Its 
always this Branch, tge one in Berkeley Springs is fine, but we're disabled can't drive 40 minutes to get to 
Berkeley Springs Branch. 

Jul 17, 2025 at 1:22 PM 

 

We said, 

We thank you for responding & sharing those further details, . We understand your frustration at 
the situation as we are immediately relaying these concerns directly to our internal ATM Operations 
contacts for review. Thank you for you diligence in bringing issue to our attention. If you have any 
questions, please don't hesitate to reach out. ^JW 

Jul 17, 2025 at 1:25 PM 



Digital Survey Complaint:  08 11 2025 12942683 

 

Case Complaint: 

Client Feedback from Truist Care Center Survey: love the customer service reps very supportive 
with answering any questions and helping in any way and informative due to am disabled and 
they explain everything just wish they had a closer bank as was when I initially opened with 
SunTrust that is my only issue too far away from home 

Case Resolution: 

Reviewed survey details in which the client cited cited issues with SunTrust had a branch closer 
to me, but it was closed. The Truist branch is too far away from home. Love the customer 
service reps, who are very supportive with answering any questions, helping in any way and 
informative due to I am disabled. Spoke with client who stated I gave you guys all 10s, but you 
closed a SunTrust branch that was 1/8 of mile from my home. I could walk to the branch, but 
now I have to drive 5 miles to get to a branch. She usually makes deposits and does not need 
much cash. Before I could ask about mobile deposits, she stated that I do not do online or 
mobile banking. At my age I do not want to learn. She would love it if Truist would put an ATM 
closer to her home. Reviewed the closest branch is approximately 5 miles from her home. There 
are 5 branches with ATMs within 10 miles of her home. 



Digital Survey Complaint:  08 18 2025 12995347 

 

Case Complaint: 

Client Feedback from Truist Care Center Survey : I spoke with multiple Truist employees, first 3 
told me to go to a local bank. I am disabled and my nearest branch is 21/2 hours away. Finally I 
was able to speak to someone who walked me through. The whole process shouldn’t have 
taken hours. Hours! That last employee gets 10. The Truist jungle 3 



From: Witcher, Derionte
To:
Subject: Truist Voice of the Client Survey Follow-up
Date: Wednesday, August 20, 2025 9:02:00 AM
Attachments:

 

TLI Email Header

08/20/2025
 
 
 
Dear :
 
Thank you for taking the time to provide your feedback in a recent survey. You expressed concern
over an experience you had with Truist, and requested that we follow-up regarding your feedback.
 
Truist strives to provide exceptional service with each and every client interaction and we would
appreciate an opportunity to deliver on our service promise by discussing your concerns. Please
contact me at (404) 214-8971.
 
We appreciate you giving us the opportunity to improve your experience. I look forward to speaking
with you.
 
Thank you for choosing Truist for your financial needs.
 
Sincerely,
 
 
 
Derionte Witcher
Client Advocacy Partner Support Research Specialist

Truist Bank, Member FDIC. © 2025 Truist Financial Corporation. Truist, the Truist logo and Truist Purple are service marks of Truist
Financial Corporation.

 



Digital Survey Complaint:  09 10 2025 13169554 

 

Case Complaint: 

Client Feedback from Retail Relationship Survey: You could, for instance, not close the only 
branch in GA. You know, the one near where I do all my shopping, where I opened my account, 
and where I knew all the people. You could also, for instance, stop playing games on interest 
rates for savings accounts, reducing the interest to almost zero and waiting for the customer to 
complain. Not so long ago, I kept a significant amount of money in my Suntrust savings account, 
but have since moved it elsewhere because of nonsense like this. 





 
October 3, 2025 
Page 2 
 
 
 
 
Now, there are more ways than ever to bank with us! 
 
Digital Banking – You don’t need a branch—or even a computer—to do your banking. 
Learn more at truist.com/digital-banking. 
 
ATM – Get cash, make a deposit, or check account balances at any of our convenient 
locations. Find an ATM or branch at truist.com/locations. 
 
Phone – No smart phone? No problem. If you can text, you can bank. Details at 
truist.com/digital-banking. 
 

, again, please know we take this process very seriously and have reviewed 
every option before making the decision. We appreciate the opportunity to respond to 
your concerns and thank you for choosing to bank with Truist. 
 
Sincerely, 

Lester Valmond 
Lester Valmond 
Client Advocacy Parter Support Research Specialist 
Client Advocacy 



Complaint:  09 16 2025 13213290 

 

Case Complaint: 

CLIENT SAID THAT ALL OF THE OTHER BRANCHES IN OUR FOOTPRINT STILL HAVE ATM 
MACHINES OUTSIDE TO THE BRANCHES BECAUSE WE ARE IN A PREDOMINANTLY AFRICAN 
AMERICAN NEIGHBORHOOD THE BANK DOESN'T CARE ABOUT INCONVENIENCING THEM SO HE 
KNOW WHAT HE HAS TO DO. 



Truist Bank, Member FDIC. © 2025 Truist Financial Corporation. Truist, the Truist logo and Truist Purple are service marks of Truist 

Financial Corporation. 

 

 
 
 
September 29, 2025 
 
 

  
 

 
 
 
Re: ATM Concerns  
 Case 09/16/2025-13213290 
 
Dear : 
 
Thank you for bringing to our attention the concerns about our ATM when you visited our 
Shelby branch. Our policy is to ensure that our facilities have operational ATM’s all times. 
We sincerely apologize that you did not have a positive experience and regret any 
inconvenience this matter caused you.  
 
Your comments are very important to us and were shared with the appropriate 
management team. The information you provided helps us to know where the emphasis 
for future training and process improvement efforts may be best utilized. We learn how 
and where we can improve from clients like you, taking the time to share your 
experiences. 
 

, we consider it a privilege to serve your financial needs and will do our best to 
see that your future visits meet the high-quality standards to which we aspire. If you have 
any questions or need assistance, please contact us via your Online Banking Profile, at 
Truist.com, via the Truist Mobile App., or call us at 844-4TRUIST (844-487-84780). A 
representative will be glad to assist you. 
 
Sincerely, 
Erin Devack  
Erin Devack  
Client Resolution Specialist 
Client Advocacy 
 

Client Advocacy 

P.O. Box 85024 

Richmond, VA  23285-5024 

Tel 844-4TRUIST 

 

Erin Devack  

Client Resolution Specialist  

Client Advocacy 
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Customer Assistance Form
FDIC 3064-0134  Expiration Date: XX/XX/XXXX

Privacy Act Statement

Collection of this information is authorized by 12 U.S.C. §§ 1818 and 1819 and 15 U.S.C. § 57a(f). The
information you provide to the FDIC on this form will be used to investigate and respond to your
complaint or inquiry. The information you provide may be disclosed to the institution which is the
subject of the complaint or inquiry and to any third party sources, when necessary to investigate or
resolve the complaint or inquiry; to the Federal or State supervisory authority that has direct supervision
over the financial institution that is the subject of the complaint or inquiry; to appropriate Federal, state
or local authorities agencies if a violation or possible violation of a civil or criminal law is apparent; to a
congressional office in response to an inquiry made at your request; to a court, magistrate or
administrative tribunal in the event of litigation, or in accordance with the other "routine uses of records"
listed in the FDIC's Consumer Complaint and Inquiry System of Records, # 30-64-0005. Completing this
form is voluntary, but failure to provide all of the information may delay or preclude investigation of
your complaint or inquiry.

Last Updated 09/23/2015

Paperwork Reduction Act Statement

Public reporting burden for this collection of information is estimated to average .25 hours per response,
including the time for reviewing instructions, searching existing data sources, gathering and maintaining
the data needed, and completing and review the collection of information.
Send comments regarding this burden estimate or any other aspect of this collection of information,
including suggestions for reducing this burden, to the Paper Reduction Act Clearance Officer, Legal
Division, Federal Deposit Insurance Corporation, 550 17th Street, N.W., Washington, D.C. 20429, and
the Office of Management and Budget, Paperwork Reduction Project (3064-0134), Washington, D.C.
20503.
An agency may not conduct or sponsor, and a person is not required to respond to, a collection unless it
displays a currently valid OMB control number.
Last Updated 09/23/2015

Please complete this form if you have an inquiry or a complaint regarding your financial
institution. Once the form has been submitted you will receive the Customer Assistance
Confirmation page indicating that your request has been received. 

Please note:

We cannot act as a court of law or as a lawyer on your behalf.
We cannot give you legal or financial advice.
We cannot become actively involved in complaints that are in litigation or have been litigated.

* Required Fields
Indicate whether you are a: Consumer
Requester Information:
 

Salutation
Last Name* First Name*

Middle Name
Email*
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Have you filed a complaint or contacted another government agency? No
*Gov Agency: Agency

Name
 
 
Complaint Information:
 
Describe events in the order in which they occurred, including any names, phone numbers, and a full
description of the problem with the amount(s) and date(s) of any transaction(s). Do not include personal
or confidential information such as your social security, credit card, or bank account numbers. If you
need to provide  of any supporting documentation such as contracts, monthly statements,COPIES
receipts or any correspondence with the bank (do not send original documents), you may mail this
information to:

Please describe below the nature of your complaint or inquiry.*
IMG_4059.jpg IMG_4060.jpg IMG_4068.jpg IMG_4069.jpg IMG_4070.jpg For the past two days, I
have been unable to make a deposit at the ATM located at Truist Bank on Kennedy Drive, Key West,
FL 33040. The machine starts out as if it will do the transaction, but when it gets to the point where it
needs to open the slot for me to deposit the cash that slot never opens, and the system screen changes to
tell me that they cannot return the items that I had deposited. I did not deposit anything. There was no
way to deposit anything. The slot does not open. Two days ago, on the phone (844-487-8478), I was told
that there was no problem with my card, there was a problem with the machine and that a "report"would
be made for the machine to be fixed. I was also told that I could make 100 mile round-trip to another
ATM to make the deposit. Yesterday, in the morning, over the telephone, the branch told me that there
was nothing wrong with the ATM, it was working fine, and that there was no record of any problem
with the machine. I asked the branch if they were certain and indicated that I had a 25 mile round trip to
the machine. They assured me that the machine was working fine. Last evening I made that 25 mile
round-trip again, in light of the branch's representation that the machine was working fine. I would not
have made that trip had the branch not told me that the machine was working fine. The machine was not
working fine, same problem. Last evening, on the telephone again to that same toll-free number I was
told that I should go into the branch. This morning in light of what I was told, I made that 25 mile
round-trip again and encountered that same problem. I went inside the branch to speak with the branch
manager, and she did nothing to help me. She washed her hands of the entire thing. She told me that the
Bank has nothing to do with the Bank's ATM and that all of it is handled by Brinks. When I asked her
what I should do, she handed me that same toll-free number that I have been calling. When I told her
that they were the people that told me to come into the branch, she shrugged her shoulders and did
nothing to help me. Had the bank not told me yesterday that I should go into the branch I would not
have made that 25 mile round-trip and I would not have wasted my time speaking with a branch
manager that was determined to do nothing to help me. I called that number again. At first, I was told
that they had no record of me having called about this and that they have no record of me contacting
them since September 17. After about an hour on the phone, I was told by a supervisor that the Bank did
in fact have records of my calls over the last few days, but that the bank has absolutely no idea what's
going on, and the bank has no idea when I might be able to use the ATM. I have now spent hours on
this, I have driven to approximately 70 miles in total (6 one-way; 3 round trips) and Truist Bank has not
shown the slightest interest in helping me. Truist has offered me a service and now they refuse to
provide it. I have asked the customer service supervisor at Truist Bank for some contact within the bank
that might help me and I was told that there is none. Are any of you able to provide me with a way to
contact someone at Truist that might Help me?
Please be advised that the issues described in this complaint will be shared with the financial institution
or company in question for their response.
 

Desired Resolution*
What action by the financial institution or company would resolve this matter to your satisfaction?
Allow me to make ATM Deposits as promised.
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 Checking this box authorizes the FDIC to respond to your inquiry*
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October 29, 2025
Ref. No. 01934187

Re: Truist Bank

Dear  :

Thank you for your correspondence. We have completed our review of your concerns
involving Truist Bank (Bank).

We reviewed your correspondence, the Bank's response, and the applicable federal consumer
protection laws enforced by the FDIC. The FDIC is the primary federal banking regulator for this
bank.

At the FDIC's request, the Bank provided a response directly to you. It may take a few days for
you to receive the Bank's response. A copy of that response was also sent to the FDIC.

Please know reviews of correspondence such as yours are a vital component of the FDIC’s bank
supervisory process. We seek to assist you by facilitating communication with the Bank and
sharing correspondence with FDIC examination staff for review prior to our next regularly
scheduled examination of the Bank. This helps the FDIC tailor its examinations to focus on areas
of concern, as well as assists us in providing feedback to banks on practices and policies. 

In order to protect potentially sensitive consumer, account, and examination-related information,
we do not share specific details of our review. Complaint investigations are generally covered
under Part 309 (Disclosure of Information) of the FDIC Rules and Regulations, which prohibits
the disclosure of examination-related information outside the FDIC, including bank-provided
supporting documents. 

You can learn more about our complaint process, review frequently asked questions, and contact
the FDIC by visiting the FDIC's Consumer Complaint Process webpage at 

. You can also review thewww.fdic.gov/consumer-resource-center/consumer-complaint-process
FDIC’s Consumer News for additional information and resources about common banking
questions and topics at  .www.fdic.gov/resources/consumers/consumer-news



Thank you for taking the time to share your concerns with the FDIC. Your case is now closed. If
you are a registered user of the FDIC's Information and Support Center portal, a copy of this
response has also been made available to you through your portal account.

Sincerely, 
Consumer Response Unit
National Center for Consumer and Depositor Assistance

cc: Truist Bank
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October 20, 2025 
 
 
Sachie Tanaka 
Federal Deposit Insurance Corporation 
Consumer Response Center 
1100 Walnut St., Box #11 
Kansas City, MO  64106 
 
 
Re: , Case 01934187 
 
Dear Ms. Tanaka: 
 
Thank you for forwarding the complaint filed by  
regarding difficulties making cash deposits at the Key West Branch ATM. I appreciate 
the opportunity to respond.  
 
Enclosed is a copy of the response mailed to  for your review.  
 
In addition to our response to , we have also included additional documents for 
your review. With the exception of the Bank Services Agreement, Fee Schedule, and 
account statements the remaining information and documents are considered 
proprietary, and we ask that they not be provided to . 
 

• Bank Services Agreement  
• Personal Deposit Accounts Fee Schedule  
• Signature Card 
• Account statements 
• Account Transaction History  

 
On September 26, 2025, the Key West Branch requested that a technician review the 
ATM for any errors that may have been preventing  from making a cash 
deposit. The technician visited the ATM on the same day and ran several diagnostics 
tests to correct any issues that may be occurring. However, the technician did not find 
any specific defects with the ATM. It is possible that the diagnostics tests corrected the 
issue, or that a client error prevented the cash deposits from being made.  
successfully used the ATM for cash deposits beginning on September 27 through 
September 30, 2025. On October 2, 2025,  brought the account to a zero 
balance, where it remains as of the date of this letter.  
 
 
 
 

Client Advocacy 
P.O. Box 85024 
Richmond, VA  23285-5024 
Tel 844-4TRUIST 
 
Seth Mills 
Client Resolution Specialist 
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Ms. Tanaka, should you have further questions, please feel free to contact William 
Hagen at 804-923-8557. He will be glad to speak with you.   
 
Sincerely, 

 
Seth A. Mills 
Officer, Client Resolution Specialist 
Consumer Regulatory & Executive Services Team 
 
Enclosures 
  



Truist Care Center Survey Complaint:  10 10 2025 13389734 

 

Case Complaint: 

Client Feedback from Truist Care Center Survey: The writer is a disabled VN Veteran: as such normally 
no problem with Truist banking by distance: we no longer have a Truist bank in this area - The South 
Bend office was relocated - so our banking is done by computer, etc. The call made to Truist 
assistance was due to my numerous attempts to reset my log in codes. After numerous attempts 
failed my wife made the connection with the codes reset and all is well. Thank you, . 
Online/mobile banking access or login issues (including password reset). Online/Mobile Banking. 

Case Resolution: 

Reviewed client's feedback from VOC Survey to determine the complaint. Client was having issues 
with resetting the password. Client's wife was able to resolve the issue. Reached out to the client via 
phone and email with no response. Reviewed call interaction between teammate and client to ensure 
policy and procedures were followed. Teammate attempted to assist client in which the client 
decided to call back at a later time. Attempted to reach out to the client via phone with no response. 



Branch Complaint:  10 09 2025 13385715 

 

Case Complaint: 

Client states this branch is sandwiched between 2 55+ communities. She states she and a lot of 
others in this community walk everywhere. She states this branch does not have an outside 
accessible ATM that is safe to use. She states during non business hours if she wants to deposit cash 
or a check she has to walk through the DRIVE THRU and stand there. She states this is dangerous as 
there is a sharp curve there and she is afraid she will be hit one day. 

She states they have another ATM but it is behind locked doors, and the branch is not even open on 
weekends. So on extended weekends this problem is exacerbated. 

Case Resolution: 

Apologized for the inconvenience caused and let her know I take this kind of report seriously. 

10/21/25 - Per Branch Leader, At this time, there are no plans to change the hours of operation for 
this office so unfortunately if the Drive Up ATM will not work for this particular client after hours then 
they may have to make some small changes to bank during the hours of operation so we can better 
serve them especially if access to a vehicle is not possible.. 





Voice of the Client Survey Complaint:  12 26 2025 14006766 

 

Case Complaint: 

Client Feedback from Small Business Relationship Survey : Truist needs to up its game with women 
business owners to support them in accessing business grants or capital. 

Case Resolution: 

Reviewed Small Business client's survey feedback and determined their primary concern to be 
regarding Truist's lack of support for women-owned businesses. Found nothing in Salesforce or the 
CIF comments. Upon speaking with client, they expressed displeasure with a lack of follow up 
concerning their desire for a point of service device but general satisfaction with Truist and were 
informed of our continued efforts to improve their experience.  

Emailed MerchantSupport@Truist.com requesting that they follow up with the client and received a 
reply advising that they were unable to reach the client and left a message for the client to give a call 
back to our support center. 



Client Small Business Survey Complaint:  02 02 2026 14274736 

 

Case Complaint: 

Client Feedback from Small Business Survey: I hope Truist will be fair to all its customers and stop its 
practice of limiting financial instruments to blacks. 

Case Resolution: 

Reviewed Small Business client's survey feedback and determined their primary concern to be 
regarding Truist's lack of support for women-owned businesses. Found nothing in Salesforce or the 
CIF comments. Upon speaking with client, they expressed displeasure with a lack of follow up 
concerning their desire for a point of service device but general satisfaction with Truist and were 
informed of our continued efforts to improve their experience.  

Emailed MerchantSupport@Truist.com requesting that they follow up with the client and received a 
reply advising that they were unable to reach the client and left a message for the client to give a call 
back to our support center. 



Voice of Client Survey Complaint:  02 09 2026 14333152 

 

Case Complaint: 

Client Feedback from Consumer Relationship Survey: Reopen the branch that is 10 minutes from my 
house. The closest branch is now about 45 minutes away. Since I am the caregiver for my bedridden 
disabled wife, it is impossible for me to visit any branch and am forced to do everything online. I 
would change banks but, with the various automatic deposits and payments setup it would be more 
difficult to change banks. So, I am destined to be frustrated with the banking system. 

Case Resolution: 

Reviewed client's survey feedback to include client complaint regarding Branch closure. Reviewed 
previous client complaint regarding branch closure (03/23/2023-7479247). Teammate found 
attachment advising the following, "decision to close these branches was based on an analysis of 
factors including market growth, real estate arrangements, proximity to other branches, transaction 
volume, and profitability, among others." 



Voice of Client Survey Complaint:  02 04 2026 14294452 

 

Case Complaint: 

Client Feedback from Retail Relationship Survey: I have a harder time getting to the bank, since Truist 
closed their branch in Gatlinburg. I have adjusted with online banking. My major complaint came 
about three weeks ago. I stopped at Truist in Pigeon Forge to let them know I planned on buying a 
new car. I explained, I wanted to spend 20,000, but finance the remainder. At Ted Russel Nissan I was 
turned down by Truist for a $6,500 loan for the balance. Therefore, I wrote another check for the 
balance. I have banked here since First National, Bankfirst, BB&T and now Truist. I own my own 
home, business and my bank accounts are all at Truist. Is it time for me to Change banks?? This was 
one of the most embarrassing moments for me. I never knew, if you don’t owe any debts, that you 
cannot get credit. Also, my credit score was 800. Thank you 

Case Resolution: 

The client responded to the survey and cited denied loan application and issues getting to the 
branch due to one closing. The client was contacted through outbound calling, but could not be 
reached so voicemail left and no contact email sent inviting call back. Research completed but no 
applications or denial letters could be located. Feedback documented for tracking purposes. If 
additional assistance is still needed client can visit branch, call 844-4TRUIST or call back number 
listed in Voice of the Client no contact email. 
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