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Barnlk

America’s Most Convenient Bank®

4.15.24

oeor I

Thank you for your recent communication regarding the consolidation of our Store
located at Pennington. We appreciate the time you've taken to express concern with our
decision to close this location. At TD Bank, we strive to consistently deliver legendary
Customer experiences. In this instance, we fell short of your expectations.

We know that these types of changes are never easy, but want to reassure you that the
team of banking professionals at your new bank location is committed to the same
legendary Customer experiences and choices that you have come to expect from TD
Bank.

We truly value your relationship and have some convenient alternatives for you to
consider:

- Our new and improved Online Banking Site (TD Bank.com)
- Enhanced mobile banking and remote deposit capture services

- Our friendly Contact Center Team available 24/7 ||| EGEzG

While electronic banking services can't replace familiar, smiling faces, we believe these
options can complement your personal visits to TD Bank. We'd be happy to discuss
them further at your convenience.

The local team is ready and here for you! Please feel free to reach out so that we can
personalize solutions regarding your banking needs at ||| -

Sincerely,

Bank, America's Most Convenient Bank ®
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Created April 9, 2024 at 4:12:47 PM UTC

Digital: Customer Follow-up Request: Low score - goes to next state in 31 hours

Assign to me Assign Alert Close Alert

Profile

Alert Type Digital: Customer Follow-up Request: Low score Response Date

Alert Reopened No Creation Date

Survey Program TDB Digital Transaction entry date
Sub Program TDB Online TDB Customer type
Survey Type Digital - BAU Customer full name
Team/Unit TDB Online Email name

Survey ID _ Customer phone number

Customer email
Survey Language

Survey Status

# Actions Taken

Alert Created: Digital: Customer Follow-up Request: Low score

04/08/2024, 7:55:20 PM EST - System Generated

EE/IB

Comment

Ease comment

Add Note

04/08/2024, 07:54 PM

04/08/2024, 03:10 PM

04/06/2024

Consumer

English

COMPLETED

([ In one case | got refunded the $15.00 maintenance fee, after my account went below $100 for less than 3 minutes.

Overall Comments

NEW

April 8, 2024 at 7:54 PM EST

@ | can't express more disappointment in TD Bank. @ The customers know that you are able to assist in unforeseen circumstances, (@ but y'all chose not to assist because

| am apparently one of your low income customers. (& But that won't be for long. & 1am now in a position to grab my American dream.

Reason for Scores
([ Because | don't think that TD Bank cares about it's low income customers

Key Metrics and Attributes (CLF Team)
LEI Score Breakdown
Exceptional Experience

—
Increase Business ——

Attributes

Ease to complete request

Operating metrics and additional client information

Factors Responses

Ease of Navigation

Range of Services Available

Clarity of Information Provided

Login Experience

Privacy opt-ins

Privacy opt-in  Yes No
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Resolution Details

24-007

_pnke to the customer.

was able to speak w]th_at 12:47pm. The client stated she had some challenges with having
funds refunded as she was a victim of fraud back in December. The client share she sent a Zelle to an
individual she thought was a representative of ConEd. The rep had contacted her to let her know her
electricity was up for disconnection. She panic, and sent the funds over. After the cash was sent she
realized that it was fraudulent, she contacted customer service to let the bank know, however it took over
an hour for someone to assist her with the issue. She stated she provided the proper documentation and
even got a police report, however her claim was still denied. She was very frustrated with the process as she
was expecting her bank to assist her a little better. She does take responsibility for sending the funds, she
now understands the process. | empathized with the client we went over some best practices when using
Zelle and how to identify potential fraud. The client was appreciative of me calling and thanked me for
sharing some tips with her, She advised the next time she is in the store she will introduce herself, "

ssured the customer that TD Bank is committed to offering our products and services in a fair
and equitable manner and in compliance with all laws and regulations that protect consumers and that she
will retain her complaint.
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March 12, 2024

TD Bank :

To whom it may concern:

We recently received a notice from | ] BB, 70 retail Marketing President, {

are closing our branch office in Westtown, PA. The notice further describes the other
where we can bank. Keeping in mind that TD prides itself on being “America’s Mosth
Bank”, this motto is an oxymoron for 2 reasons. First, we have a home in Westtown, P
to get to your other suggested locations, with traffic as it is in those areas, we will hay
20 minutes to get there. Secondly, we have a home on the west coast of Florida. We
travel 45 minutes to get to a TD branch there.

We are legacy customers of TD. We started out with Freedom Valley, which became ¢

which became TD. We have stayed loyal to TD but it appears TD is not loyal to its cusf

hat you
locations
bnvenient
A. For us
ve to travel
have to

ommerce,
omers. We

are also “Private Wealth Management’ clients. | use this term in quotes since that sefvice is not

existent.

1

We are extremely upset with TD and believe TD does not care about its customers. You
reopened the Exton, PA branch and my hope is that you reconsider opening the Westtown

branch. To add insult to injury, you are making valued employees re apply for theirpo

my contact information is: |

Thank you for taking the time to read my letter.

Sincerely,

sitions.
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America’s Most Convenient Bank®

April 11, 2024

oecor IR

Thank you for your recent communication regarding the consolidation of our Store
located at 1159 Wilmington Pike, West Chester, PA 19382. We appreciate the time
you've taken to express concern with our decision to close this location. At TD Bank, we
strive to consistently deliver legendary Customer experiences. In this instance, we fell
short of your expectations.

We know that these types of changes are never easy, but want to reassure you that the
team of banking professionals at your new bank location is committed to the same
legendary Customer experiences and choices that you have come to expect from TD
Bank.

We truly value your relationship and have some convenient alternatives for you to
consider:

- Our new and improved Online Banking Site (TD Bank.com)
- Enhanced mobile banking and remote deposit capture services

- Our friendly Contact Center Team available 24/7 ||| EGN

While electronic banking services can't replace familiar, smiling faces, we believe these
options can complement your personal visits to TD Bank. We'd be happy to discuss
them further at your convenience.

The local team is ready and here for you! Please feel free to reach out so that we can
personalize solutions regarding your banking needs at ||| -

Sincerely,

Bank, America's Most Convenient Bank ®
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