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What happened

This is a referral from another agency. Please review the
original email or attachment(s) for complaint details. PNC
Fraud Dept notified me on Tuesday, December 12th that
someone from Oregon had my social security number and
tried to access my account. As a result, the PNC Fraud Dept
shut down all of my accounts and debit card, and told me to
just stop into a PNC Bank Branch to open a new account and
they should be able to handle the issue from there for me. |
stopped into the PNC Bank located on 1511 Kenneth Road,
York PA 17408 and talked to Dan Scott, a branch banker. They
recently closed all the branches in the York, PA area except for
this one. For someone with disabilities and/or have no vehicle,
it is difficult to reach its location on a main bus line. On foot
from the closest bus stop to this location, you would have to
walk about a mile. So, round-trip walking is 2 miles just to be
able to get my account serviced in-person each time | have to
go to this bank. When | arrived at this bank, | was initially told
that | needed to make an appointment. | wish | had known this
as it wasn't communicated to me by the PNC Fraud Dept. |
eventually met with Dan and explained the situation. He didn't
appear to be very knowledgeable about the process and
asked to ask another employee several times as to what had to
be done. He was able to open a new account for me and issue
a new debit card on the spot. | had a check deposit that | made
at the ATM located in that branch afterwards. He informed me
that | would PNC Fraud Dept had my accounts under a
"account takeover", and they would have to be involved to
complete the process, but it couldn't be done on a Saturday. |
explained the walking/ankle situation with him, and asked if |
would have to come back in. He indicated that he would be
"working on the background" on the situation and would let
me know. We made a phone appointment for 3pm on Tuesday,
December 19th. | asked him if by phone and/or virtually would
be acceptable. He indicated it should be, but he would let me
know either way. | asked him for a letter explaining the
situation so that | could provide that verification to my landlord
and others about my account access so that | wouldn't receive
any late penalties while this process was continuing. He failed
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to include that letter in the packet he sent me home with on
Saturday afternoon. At 3pm on December 19th, | didn't receive
a call from him and had to contact him instead. He indicated
that he still had to talk to a manager about the issue, and that |
would have to call back at 3:20pm that afternoon. | asked him
what "work in the background" did he do? He had all day on
Monday and most of the day on Tuesday to deal with the issue
at hand. It appeared to me that he wasn't prepared at all for
this appointment. | wasn't happy, to say the least. | had to place
him on hold to handle another urgent call, and he didn't wait. |
contacted this bank back and talked with Kayla Bahoric,
another Branch Banker, who said she would be "taking over"
the issue. | indicated to her the urgency of getting this issue
resolved with the Christmas holiday fast approaching, a
banking holiday coming up, and myself with money in my
account and no access to it. She e-mailed me on Tuesday
afternoon and asked me to contact her to come up with a time
that works best. | contacted this location at 10:05am on
Wednesday, December 20th. The phone rang a large number
of times before someone picked up and then immediately
placed me on hold. There was no greeting at all, just a pick up
and quick place on hold. | have had multiple issues with this
location as it pertains to the professionalism,
miscommunication, and unpreparedness to handle my issues
as well as many others. This branch is completely
overwhelmed and heavily underprepared to handle the influx
of customer issues/concerns since PNC reduced branches
down to just this one in-person branch to handle the entire
greater York, PA area. For those with disabilities who do not
have vehicle or paratransit access, asking Page 4 - 4 those
customers to walk 2 miles only to get to the branch and get
turned away or not assisted because of miscommunication,
mismanagement, etc is completely unacceptable. As of the
time of this writing (Wednesday, December 20th @ 10:32 am),
my problem is still unresolved.

ALREADY ATTEMPTED TO FIX THIS ISSUE WITH THE
COMPANY?

No

ATTACHMENTS
01680282.pdf (9.9 KB)

Download all attachments
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Desired resolution

Requested Resolution #1: | respectfully request this "account
takeover" issue to be resolved ASAP so that | can have access
to my funds before the Christmas holiday Requested
Resolution #2: | respectfully request corporate management
look into and fix whatever mismanagement, unprofessionalism,
and miscommunication issues that have plagued this branch
and continue to do so. Requested Resolution #3: | respectfully
request PNC Bank to: A) Open another branch in the York, PA
area that will alleviate the pressure/service issues to customers
that the closure of other branches has caused. B) Consider the
needs of customers with disabilities who cannot access the
location because of lack of transportation to this Kenneth Road
location. No one should have to walk 2 miles. C) Consider
adding more "smart ATMs" (those with cash deposit/check
deposit options) throughout the York area to compensate for
the branch closures. As of now, the only one, according to
PNC's website, is the one located in the branch on Kenneth
Road.

Response recipients

SUBMITTED BY WHO WILL RECEIVE RESPONSES?

Primary consumer Primary consumer
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Complaint Detail

Initial response

RESPONSE TYPE

In progress

INTERIM RESPONSE TO THE CONSUMER AND CFPB

JM 01/11/24-PNC requests additional time to research and
respond to the customers complaint

INITIAL RESPONSE SENT
01/11/2024 13:16 ET

Company response

RESPONSE TYPE

Closed with explanation

WHAT IS YOUR RESPONSE TO THIS COMPLAINT?

Please see attached PNC response to customer concern.

ATTACHMENTS

I < o< 2.20.2024.pdl

(365.9 KB)

COMPANY RESPONSE SENT
02/20/2024 16:50 ET
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Company public response

RESPONSE
No public response given before the 180-day deadline

CCDB ID
8064430

Consumer's feedback

THE COMPANY’S RESPONSE ADDRESSED ALL OF MY ISSUES
No

ADDITIONAL COMMENTS

This is a typical, cookie-cutter company response to an issue. Most of this letter's
body references what PNC believes it does for its customers. | can easily copy most
of it and use it for marketing material for PNC. Only in the very beginning and at the
very end does it address anything related to my issue, and it has missed the mark, in
my opinion. Most of these company response letters never include a detailed action
plan on what specifically PNC will do to address my accountability issues. This letter
did not address the exact procedures, methodologies, and fiscal analysis it used to
determine how to close the other branches in the area except this one. This letter did
not include specific information on if they determined what bus routes the branch
they chose would impact older and disabled customers to see if those customers
would experience any issues accessing the branch. This letter did not include specific
remedies to this issue, such as installing more PNC smart ATMs in other places
around town, offering virtual (Zoom) tellers in this area, etc. To me, it feels like this
letter wasn't personal enough, didn't directly address the issues that it needed to,
and | felt the letter was more of a "thanks for your concern, but we aren't changing a
thing, thanks for being a customer" response. In addition, what weight does the CFPB
truly have for customers' concerns if all you are going to do is require them to send a
letter like this without any follow-up, oversight, further investigation, etc.

| UNDERSTAND THE COMPANY’S RESPONSE TO MY COMPLAINT
No

ADDITIONAL COMMENTS

https://portal.consumerfinance.gov/company/s/complaint-detail#50082000001wksRAAQ 6/8



6/3/25, 8:59 AM Complaint Detail

| understand the written word, but as someone who has worked in retail and
hospitality management for over 25 years, this is NOT the way | would respond to an
angry, impacted guest.

THE COMPANY DID WHAT THEY SAID THEY WOULD DO WITH MY COMPLAINT
No

ADDITIONAL COMMENTS

As noted above, they spent most of the letter talking about themselves and
philosophy instead of directly focusing on pinpointing solutions to my complaint.

DATE RECEIVED
04/07/2024 15:19 ET

COMPLAINT STATUS

SENT TO COMPANY
12/27/2023 14:11 ET

DUE DATE
02/25/2024

COMPANY RESPONSE

Closed with explanation

RESPONSE SENT
02/20/2024 16:50 ET

RESPONSE SENT BY

Jennifer McGovern

CCDB ID
8064430

CONSUMER’S FEEDBACK RECEIVED
04/07/2024 15:19 ET
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ACTIONS

& Print

Terms of service (terms-of-service)

An official website of the United States Government
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(£ PNCBANK

February 20, 2024

Redacted
I
]
]

RE: Consumer Financial Protection Bureau — Complaint Number 231227-12858637

Dear [gGleEle el :

This letter is in response to your complaint filed with the Federal Deposit Insurance Corporation regarding
your PNC Bank, National Association (“PNC”) Virtual Wallet Spend ending (“Spend”), Reserve
ending (“Reserve”), and Growth ending il (‘Growth”) (collectively, the “Accounts”). The complaint
was forwarded to the Consumer Financial Protection Bureau and received by our Executive Client
Relations office on December 27, 2023, for review and response. Thank you for speaking with me on
December 27, 2023. | appreciate the opportunity to respond.

In your complaint, you stated you were contacted by PNC’s fraud department on December 12, 2023,
who informed you fraudulent activity was noticed associated with your Accounts and that the Accounts
would be shut down and debit card closed. PNC also directed you to a PNC branch to open new
accounts. You visited the West Manchester Branch located at 1511 Kenneth Road, York, PA 17408 (the
“Branch”), which was difficult for you as a person with disabilities due to its location from the bus line. You
stated the service you received was less than satisfactory, the employees with whom you interacted did
not seem knowledgeable, and there was little follow-up. You want PNC to resolve the account takeover
matter, to review of the Branch’s behavior, to open another branch in the York, PA area, to consider the
needs of customers with disabilities, and to consider installing more ATMs throughout the York area that
allow for deposits and withdrawals.

At PNC, diversity and inclusion have been long-standing values, and we remain firm in these values as
they drive our culture, our behavior, and reflect our priorities. PNC recognizes the importance of treating
all individuals fairly and equally and works diligently to ensure that its employees communicate with
individuals in a professional manner and do not engage in any discriminatory behavior. PNC’s goal is to
administer its policies and procedures without regard to race, religion, color, age, sex, national origin,
ethnicity, disability, or other factors identified and protected by applicable laws.

Thank you for providing feedback regarding your experiences with the Branch. We will review your
concerns to ensure that they reflect PNC’s long-standing values. Should we identify behaviors that do not
align with our values, we will take quick and appropriate action to ensure our core standards are strongly
upheld. We appreciate the opportunity to learn more about your experience, and please be assured that it
is our goal to provide a high level of service to all our customers.

As part of our ongoing commitment to providing you with the best possible service, we continuously
evaluate our branches to ensure they are meeting our customers’ needs. As with any business, we may
learn that our facilities are no longer being used to their potential, and we subsequently may need to
make the difficult decision to close a branch.

We understand that these decisions have an impact on the customers that used those branch locations.
We can continue to serve your financial needs through other branches, our ATM network, mobile and
tablet banking’, our Customer Care Center, and with PNC’s Online Banking. We are certain that the
employees at any branch that you choose to visit will provide the service that you have come to expect as
a customer of PNC. For additional information about banking with PNC 24/7, please visit our website at
www.pnc.com/alwaysopen.

T A supported mobile device is needed to use Mobile Banking. Standard message and data rates may apply.

Member of The PNC Financial Services Group, Inc. 249 Fifth Ave, 8" Floor Pittsburgh Pennsylvania 15222 pnc.com



Our records confirm a hold was placed on the Spend on December 12, 2023, and your access to PNC’s
online banking was suspended due to suspected fraudulent activity. On December 18, 2023, during your
visit to the Branch, you opened a new Virtual Wallet account, and your online banking access was
reinstated on December 26, 2023. If you have not already done so, we recommend updating your USER
ID, password, and all security questions for online banking.

On January 26, 2024, the Accounts were closed.

| recognize this process was cumbersome for you, and we appreciate your feedback, which is vital to our
efforts in providing a level of service that exceeds our customers’ expectations. If you have any questions
or additional concerns, please contact me at 269-544-3898. | am available Monday through Friday from
8:00 AM to 5:00 PM, ET.

Sincerely,

Jennifer M.
Jennifer M.
Executive Client Relations

PNC Reference Number 223361780872

Member of The PNC Financial Services Group, Inc. 249 Fifth Ave, 8" Floor Pittsburgh Pennsylvania 15222 pnc.com
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