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Atlantic Union Bank Complaint Form 
 
Bank Information 
 
Date:          8/13/2025 
 
Identifier:                                                                                                                                               2025057 
 
Banking Center/Department Name:       CSC 
 
Submitted Via:         Secured message 
 
Type of Issue/Complaint 
 
Issue:          Funds Availability 
 
Date Received:          8/09/2025 
 
Issue Comments 
 
Entity sending issue:        Client 
 
Does Issue allege Discrimination:       No 
 
Does Issue allege Unfair, Deceptive Act or Practice:     No 
 
Product/Service Issue:        ATM Deposit 
 
Description of Issue 
Customer upset that the funds deposited in the ATM were not immediately available. 
 
Additional Comments 
Deposit made on Saturday. Stickers have been placed on converted ATMs explaining the new cutoff times and fund availability dates. Any resulting 
overdraft fees for transactions posting on the date of deposit were prevented from being charged. 

 
 
 
 
 
 



 

 
 
 
 
 
 
 
 
 
 
 



 

Atlantic Union Bank Complaint Form 
 

Bank Information 
 
Date:          2/03/2025 
 
Identifier:                                                                                                                                               2025049 
 
Banking Center/Department Name:       Enterprise Experience/Enterprise Services 
 
Submitted Via:         Regulator: CFPB 
 
Type of Issue/Complaint 
 
Issue:          Mortgage Fraud 
 
Date Received:          2/03/2025 
 
Issue Comments 
 
Entity sending issue:        Client 
 
Does Issue allege Discrimination:       No 
 
Does Issue allege Unfair, Deceptive Act or Practice:     Yes 
 
Product/Service Issue:        Mortgage Fraud 
 
Description of Issue 
Customer is a military veteran who purchased a home via remote signatures and paid representatives from Atlantic Union. They submitted a CFPB 
Complaint alleging that Atlantic Union Bank falsified the inspection report to finalize the VA loan requirements. Customer states that roof leaks and 
insurance company will no longer insure them. They allege that they were lied to about the condition and age of the roof. Customer is asking Atlantic 
Union Bank to fix home and property at no cost. 
 
 
Additional Comments 
An investigation determined that Atlantic Union Bank does not hold authority as it relates to the home appraisal process. Therefore, Atlantic Union 
Bank is not responsible for covering any damages to the home. 
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Atlantic Union Bank Complaint Form 

 



 

Atlantic Union Bank Complaint Form 
 

Bank Information 
 
Date:          10/4/2024 
 
Banking Center/Department Name:       Enterprise Experience/Enterprise Services 
 
Identifier:                                                                                                                                               2024001 
 
Submitted Via:         Regulator: SCC 
 
Type of Issue/Complaint 
 
Issue:          Discrimination 
 
Date Received:          10/4/2024 
 
Issue Comments 
 
Entity sending issue:        Client 
 
Does Issue allege Discrimination:       Yes 
 
Does Issue allege Unfair, Deceptive Act or Practice:     Yes 
 
Product/Service Issue:        Mortgage & Credit Line 
 
Description of Issue 
Customer is a local women owned minority business. They mention that it’s not fair and believe there are discriminated against because they are a 
woman with no dependents and unmarried. Customer mentions declined for lines of credit and mortgages. 
 
 
Additional Comments 
Investigation determined no error or discrimination. A mortgage pre-qualification was located, and records indicate that customer did not respond to 
numerous attempts to continue the request. Two lines of credit were declined with an explanation provided. Another application was approved but 
customer was unsatisfied with the amount of credit offered. The time frame for business financing seems to be an obstacle for the customer and an 
apology was given. 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

 
 
 
 
 
  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 

 
 



 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 



 

Atlantic Union Bank Complaint Form 
 

Bank Information 
 
Date:          8/7/2024 
 
Banking Center/Department Name:       Enterprise Experience/Enterprise Services 
 
Identifier:                                                                                                                                               2024002 
 
Submitted Via:         Letter sent to Executive 
 
Type of Issue/Complaint 
 
Issue:          Discrimination 
 
Date Received:          8/7/2024 
 
Issue Comments 
 
Entity sending issue:        Client 
 
Does Issue allege Discrimination:       Yes 
 
Does Issue allege Unfair, Deceptive Act or Practice:     Yes 
 
Product/Service Issue:        Withdraw Funds 
 
Description of Issue 
Customer alleges discrimination by tellers. They were informed that identification provided did not match identification on file. Customer believes they 
were harassed when asked for additional documentation. 
 
 
Additional Comments 
Customer provided with explanation that transaction was not conducted in a method that went against AUB policy and procedures. The identification 
presented did not match. 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 



 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

Atlantic Union Bank Complaint Form 
 

Bank Information 
 
Date:          6/17/2024 
 
Banking Center/Department Name:       Enterprise Experience/Enterprise Services 
 
Identifier:                                                                                                                                               2024004 
 
Submitted Via:         Regulator: CFPB 
 
Type of Issue/Complaint 
 
Issue:          Discrimination 
 
Date Received:          6/17/2024 
 
Issue Comments 
 
Entity sending issue:        Client 
 
Does Issue allege Discrimination:       Yes 
 
Does Issue allege Unfair, Deceptive Act or Practice:     Yes 
 
Product/Service Issue:        Mortgage 
 
Description of Issue 
Customer alleges lender ordered an appraisal from a racially biased appraiser that undervalues homes in brown neighborhoods. This led to a 
declined application. 
 
 
Additional Comments 
Investigation determined no error or discrimination. Denial of application was based on the home not containing a permanent heat source rather than 
the value of the property given by the appraiser. 

 
 



 



 



 

 
 
 
 
 
 



 

 
 
 
 
 
 



 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

Atlantic Union Bank Complaint Form 
 

Bank Information 
 
Date:          3/04/2024 
 
Banking Center/Department Name:       Enterprise Experience/Enterprise Services 
 
Identifier:                                                                                                                                               2024006 
 
Submitted Via:         BBB 
 
Type of Issue/Complaint 
 
Issue:          Discrimination 
 
Date Received:          3/04/2024 
 
Issue Comments 
 
Entity sending issue:        Client 
 
Does Issue allege Discrimination:       Yes 
 
Does Issue allege Unfair, Deceptive Act or Practice:     No 
 
Product/Service Issue:        Customer service 
 
Description of Issue 
Customer states that spanish speaking customers are discriminated against when calling in. They allege that they were told that they could not be 
assisted because there was translation during the call.  
 
 
Additional Comments 
Customer was provided with an apology. They were advised that if they prefer to not call the bilingual line, the customer could provide permission to 
speak with another individual.  

 
 
 



 

 
 
 
 
 
 



 

 
 
 
 
 
 
 
 
 
 
 
 
 



 

 



 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

Atlantic Union Bank Complaint Form 
 

Bank Information 
 
Date:          1/29/2024 
 
Banking Center/Department Name:       Call Center/Customer Care 
 
Identifier:                                                                                                                                               2024050 
 
Submitted Via:         Secured Messaging 
 
Type of Issue/Complaint 
 
Issue:          Branch Closure 
 
Date Received:          1/29/2024 
 
Issue Comments 
 
Entity sending issue:        Client 
 
Does Issue allege Discrimination:       No 
 
Does Issue allege Unfair, Deceptive Act or Practice:     No 
 
Product/Service Issue:        ATM Fees 
 
Description of Issue 
Customer dissatisfied with ATM fees that are being charged. There is no longer a branch near work, and they disagree with being charged fees 
when using another ATM. 
 
 
Additional Comments 
Apologized and discussed other options. 

 
 
 
 

 
 
 



 

Atlantic Union Bank Complaint Form 
 

Bank Information 
 
Date:          1/08/2024 
 
Banking Center/Department Name:       Enterprise Experience/Enterprise Services 
 
Identifier:                                                                                                                                               2024007 
 
Submitted Via:         Regulator: SCC 
 
Type of Issue/Complaint 
 
Issue:          Discrimination 
 
Date Received:          1/08/2024 
 
Issue Comments 
 
Entity sending issue:        Client 
 
Does Issue allege Discrimination:       No 
 
Does Issue allege Unfair, Deceptive Act or Practice:     Yes 
 
Product/Service Issue:        Discrimination 
 
Description of Issue 
Customer alleges discrimination in the branch. SCC claims are unclear.  
 
 
Additional Comments 
Investigation determined no discrimination.  
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Atlantic Union Bank Complaint Form 
 

Bank Information 
 
Date:          12/07/2023 
 
Banking Center/Department Name:       Enterprise Experience/Enterprise Services 
 
Identifier:                                                                                                                                               2023001 
 
Submitted Via:         Letter sent to Executive 
 
Type of Issue/Complaint 
 
Issue:          Misappropriation of funds 
 
Date Received:          12/07/2023 
 
Issue Comments 
 
Entity sending issue:        Client 
 
Does Issue allege Discrimination:       No 
 
Does Issue allege Unfair, Deceptive Act or Practice:     Yes 
 
Product/Service Issue:        Wire transfer 
 
Description of Issue 
Customer alleges that bank stole funds, violated their civil rights and several consumer protection laws. They state that they closed on real estate 
and had funds wired into a business account. Shortly after, customer states that business account showed a zero balance. 
 
 
Additional Comments 
Investigation determined no error. Atlantic Union Bank was required to return funds, and customer was advised that they would need to reach out to 
the depositing bank for additional information.  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 



 

 
 
 
 
 
 



 

 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

Atlantic Union Bank Complaint Form 
 

Bank Information 
 
Date:                         3/27/2023 
 
Banking Center/Department Name:       Call Center/Customer Care Center 
 
Identifier:                                                                                                                                               2023015 
 
Submitted Via:         Secured Messaging 
 
Type of Issue/Complaint 
 
Issue:          Branch closure 
 
Date Received:          3/27/2023 
 
Issue Comments 
 
Entity sending issue:        Client 
 
Does Issue allege Discrimination:       No 
 
Does Issue allege Unfair, Deceptive Act or Practice:     No 
 
Product/Service Issue:        Branch closure 
 
Description of Issue 
Customer dissatisfied with closure of branch. They mention that the branch location that they visited was short staffed. They encountered a lengthy 
wait time for drive thru service. 
 
 
Additional Comments  
Apologized for inconvenience. 

 
 
 
 
 
 
 

 
 



 

Atlantic Union Bank Complaint Form 
 

Bank Information 
 
Date:          1/17/2023 
 
Banking Center/Department Name:       Retail Admin – Northern/Consumer Banking 
 
Identifier:                                                                                                                                               2023005 
 
Submitted Via:         In person 
 
Type of Issue/Complaint 
 
Issue:          Branch closure 
 
Date Received:          1/17/2023 
 
Issue Comments 
 
Entity sending issue:        Client 
 
Does Issue allege Discrimination:       No 
 
Does Issue allege Unfair, Deceptive Act or Practice:     No 
 
Product/Service Issue:        Branch closure 
 
Description of Issue 
Customer is a business owner and longtime customer. They placed a petition in their place of business and collected approximately 61 signatures 
from customers in the area regarding the decision to close the Thornburg Branch. 
 
 
Additional Comments 
Customer was provided with the name of banker to discuss their individual banking needs. 
 
 
 
 
 
 
 
 
 
 
 



 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

 
 



 

 


