Sent: Wednesday, September 27, 2023 8:19 PM
To: Patricia.Dillon@cga.ct.gov; gary.winfield@cga.ct.gov

Subject: Banking concern for |}

EXTERNAL EMAIL: This email originated from outside of the organization. Do not click any links or open
any attachments unless you trust the sender and know the content is safe.

Hi Representative Dillon and Senator Winfield,

Hope you both are well. Illlhas been cashing the checks he earns from Marrakech East Street Arts at
Citizens bank across from Amity bowling.

| am concerned that they are closing this branch. People with no or limited translation due to poverty or
disability will be disenfranchised by the elimination of this branch of Citizen bank.

| thought you might want to address this concern | have when people like jhave options for their
independence taken away from them by large cooperations.

Thank you.




% Citizens

Office of the Chairman
JCA150

One Cisizens Bank Way
Johnston, RI 02919

October 16, 2023

Re: Branch Closing

oear I

Citizens Bank wishes to thank you for sharing your concerns about the Woodbridge Branch located at 194
Amity Road, Woodbridge, CT, which we will be consolidating on October 18, 2023. Additionally, you
expressed concern with the effect it would have on the community regarding accessibility for persons with
disabilities.

Citizens Bank regrets any inconvenience our decision to consolidate this branch may cause. Please note
that a number of factors are reviewed prior closing a branch office. For example, the Bank may consider
customer traffic patterns and how our customers choose to pursue their banking needs. Some of these
changes are difficult, but they are a necessary part of our commitment to continue investing in our ability to
meet the needs of our customers.

Below are two Citizens branch locations available for Il convenience, the first nearest your address,
the second nearest East Street Arts, and the closing Woodbridge branch:

1 2
Guilford1001 Boston Post Church Street
Road 39 Church Street
Guilford, CT 06437 New Haven, CT 06510
203-458-4111 203-821-3080

Thank you for taking the time to express your concerns. Feedback such as yours provides us with the
opportunity to review our procedures, make changes where necessary and continually strive for increased
customer satisfaction.

’,
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Citizens is committed to providing financial services to our customers on an equal basis and in accordance
with applicable laws in all jurisdictions. It is our policy to treat all customers consistently and provide equal
access to our services in compliance with applicable laws. We offer assistance and services to our
customers in a fair and consistent manner and without regard to race, color, religion, national origin, sex,
marital status, sexual orientation, disability, familial status, age, receipt of public assistance, and any other
protected class

éhould you have any further inquiries, please contact me directly at 401-282-2220 during my office hours
of Monday through Friday from 8:30 AM until 5:00 PM Eastern Standard Time (EST).

Respectfully,

Wagfene

Maylene
Office of the Chairman
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September 30th, 2022

Michael J. Hsu

Acting Comptroller of the Currency

Office of the Comptroller of the Currency (OCC)
400 7t Street SW

Washington, D.C. 20219

Submitted by email: michael.hsu@occ.treas.gov

Elaine Kwan

Examiner in Charge

1 Citizens Plaza

Suite 602

Mail Stop: RC0-602

Providence, RI 02903

Submitted by email: elaine.kwan@occ.treas.gov

Northeastern District Office

Director for District Licensing

340 Madison Avenue, Fifth Floor

New York, NY 10173-0002

Submitted by email: NE.Licensing@occ.treas.gov

Reza Aghamirzadeh

EVP, Head of Community Development
Citizens Bank, National Association

28 State Street, MS 3880

Boston, MA 02109
Reza.aghamirzadeh@citizensbank.com

Submitted by email:

Re: 2022 OCC CRA Exam of Citizens Bank; Merger Review of Citizens Bank Acquisition

of Investors Bank

To Whom it May Concern:

The National Community Reinvestment Coalition (NCRC) and the undersigned
concerned organizations are submitting this comment letter to Citizens Bank’s (Citizens)
Community Reinvestment Act (CRA) public file for consideration on Citizens’ upcoming CRA
performance evaluation. We urge the OCC to include the information contained in this letter in a
rigorous analysis of the record of Citizens’ performance in lending, investments, and services,
with a focus on activities Citizens has undertaken to improve performance in the former HSBC

and Investors Bank (Investors) branch footprint.
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In addition, NCRC and its undersigned members request that going forward, the OCC
and FRB incorporate prior merger conditions imposed by other federal banking regulators in the
merger approval process and require or encourage Citizens to follow through on its commitment
to work with NCRC and its members on a Community Benefits Agreement with local
commitments reflective of local community needs, especially in areas that are new to Citizens
due to the recent expansion of its branch footprint through the Investors and HSBC acquisitions.

Finally, NCRC and its undersigned members urge the OCC to examine compliance with
the FDIC’s conditions to its 2021 approval of the Investors Bank application to acquire Berkshire
Bank branches in the OCC’s upcoming CRA performance evaluation of Citizens.

Background

NCRC is an association of over 600 community-based organizations whose mission is to
increase access to credit and capital in traditionally underserved communities. Our members are
actively involved in bank mergers, striving to ensure that mergers do not result in decreases in
lending and banking services in their communities but instead provide public benefits in terms of
improved CRA and fair lending performance.

A community benefits agreement is an effective tool for ensuring a bank’s CRA lending,
investments, and services address the specific needs and economic conditions of the
communities the bank serves. In September 2021, NCRC facilitated four two-hour listening
sessions with Citizens Bank and NCRC member organizations. During these listening sessions,
Citizens Bank heard from 114 community leaders from across the combined Citizens Bank and
Investors Bank footprint about specific needs and opportunities that were meant to inform goals
spelled out in a community benefits agreement (CBA). The CBA would, in part, help to ensure
that Citizens Bank’s acquisition of Investors Bank would meet the convenience and needs of
underserved communities in the combined bank branch footprint.

After several months of back-and-forth discussions, NCRC, its member organizations,
and Citizens Bank were not able to finalize a mutually agreeable community benefits agreement.
Some key areas of concern among NCRC and its members were Citizens’ refusal to commit to
mortgage lending or small business lending increases. In addition, even after several rounds of
discussion about the CBA, Citizens chose not to incorporate most recommendations for
qualitative commitments made by the community leaders who participated in the listening
sessions that took place in 2021. A nearly wholesale rejection of the recommendations shared by
114 community leaders raises a question as to what purpose Citizens had for engaging in the
listening sessions.

In the meantime, while CBA discussions were ongoing, Citizens Bank completed two
transactions that have made it the 15th largest bank in the US.
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Merger and Acquisition Timeline

On December 2, 2020, Investors announced its intention to acquire the eight New Jersey
and eastern Pennsylvania branches of Berkshire Bank, with approximately $639 million
of deposits and $308 million of consumer and commercial loans.

On January 19, 2021, Matt Lee, Executive Director of Inner City Press and Fair Finance
Watch, citing fair lending concerns, submitted a comment to FDIC, opposing Investors’
acquisition of Berkshire Bank branches.

On June 21, 2021, Citizens applied to acquire 80 of HSBC’s branches, including 62 in
NY State where Citizens had no prior branch presence or CRA obligation. In May 2021,
HSBC announced the sale of 90 of its 148 branches, with plans to wind down another 35
to 40 branches. A decade ago, HSBC had over 450 retail branches in the US. !

On July 22, 2021, the FDIC granted conditional approval of Investors’ application to
acquire eight branches from Berkshire Bank. The FDIC conditioned its approval upon
development of an Action Plan to monitor application and origination activity of home
mortgage loans in majority-minority census tracts and from Black borrowers throughout
the bank’s assessment areas, and to ensure inclusive outreach and marketing.?

On July 28, 2021, Citizens Financial Group, Inc. and Investors Bancorp, Inc.
announced that they had entered into a definitive agreement and plan of merger under
which Citizens planned to acquire all outstanding shares of Investors.

On August 27, 2021, Investors completed the acquisition of the eight New Jersey and
eastern Pennsylvania branches of Berkshire Bank, including the assumption and
acquisition of approximately $630 million of deposits and approximately $220 million of
consumer and commercial loans, together with the related operations.

On February 18, 2022, Citizens completed the HSBC branch acquisition.

On April 7, 2022, Citizens completed the acquisition of Investors.

In addition to making Citizens the 15th largest bank in the U.S., these transactions
significantly alter Citizens’ branch footprint. This comment will focus on weak areas of
performance by HSBC and Investors in the following markets, where Citizens previously had
little or no branch presence. Previously, Citizens did not operate any full-service branches in

I'HSBC to Exit Most U.S. Retail Banking - WSJ, www.wsj.convarticles/hsbe-to-exit-u-s-retail-banking-
11622077164.

2 FDIC Order and Basis of Approval, dated July 21, 2022, Application for Consent to Purchase and Assume Eight
Branches, Investors Bank, Short Hills, Bergen County, New Jersey. Available at
https://s3.documentcloud.org/documents/21030696/investorsbankfdicconditions2icp.pdf.




ENCRC

National Coalition

New York City (NYC), Southeast Florida, or the D.C.-Maryland- Virginia market and operated
only 11 branches in the State of New Jersey.? NCRC requests that the OCC carefully monitor
whether Citizens increases CRA performance above the previous levels of HSBC and Investors
in Citizen’s new markets, and to downgrade if there are not significant increases.

Mortgage Lending

NCRC compared the 2018 through 2020 home purchase lending of Citizens and Investors
in several of their assessment areas to aggregate lending data in these markets and identified
Investors performance in NYC as the area in greatest need for improvement. In New York and
New Jersey, Investors trails peers in lending to BIPOC borrowers by 12% - 19%.

HOME PURCHASE LENDING 2018-2020: Total Mortgages Made and
Disparity in Bank’s Lending Rate Relative to Aggregate in Market

AA TOTAL HISPANIC @ ASIAN BLACK LMIB BIPOC
Citizens NY-CSA 3085 -8% -1% -5% -9% -12%
Investors NY-MSA 3246 -8% -6% -4% 5% -17%
Investors NYC 2767 -9% -2% -3% 2% -15%
Investors NJ 379 -3% -11% -5% 3% -19%

Citizens and HSBC lending also compares poorly relative to the proportion of LMI
individuals and people of color in these markets, most notably in New York City. The table
below shows relatively low rates of lending to BIPOC and LMI borrowers in the five boroughs
that make up New York City (Richmond, Kings, Queens, New York and Bronx), relative to the
overall make-up of New York City residents. In these five boroughs, 45% of the population live
in LMI neighborhoods, 67% are people of color, are individuals with low or moderate incomes
and 67% of families live in majority BIPOC neighborhoods.*

3 See Appendix A, Selected changes to Citizens” Pro Forma CRA Assessment Areas, taken from Citizens Merger
Application, showing new or expanded assessment areas of Citizens following the HSBC and Investors transactions.
4 These tables reflect HMDA data reported by banks (not credit unions or non-bank mortgage lenders) for 2018 —
2020; the data includes all loan purposes (home purchase, refinance, cash out refinance, home improvement and
home equity).
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NYC NYC HSBC | Difference in Citizens  Difference in
Overall HSBC Citizens

(Boroughs of Bronx, Kings, Lending vs. lending vs.

. Overall Overall
New York, Queens and Richmond) Demographic Demographic
Individuals with low or moderate income  46% 7% -85% 4% -91%
LMI Neighborhood Residents 45% 15% -67% 21% -53%
Minorities or POC 67% 25% -63% 23% -66%
Families living in Majority Minority 67% 40% -40% 40% -40%

Neighborhoods

Given the limited supply of affordable homeownership for LMI households, it is
reasonable that a bank cannot issue a percentage of home purchase loans exactly equal to the
percentage of households that are LMI. However, large disparities in the proportion of lending in
a market compared to the proportion of LMI in the area signals a need for improvement,
especially when the banks trail the market so sharply. Even more concerning are the stark
disparities in lending to Black and Latinx borrowers.

These findings indicate that in the former HSBC and Investors footprint, all three banks
failed to adequately meet their obligations under CRA. We request that the OCC conduct a
rigorous fair lending exam in conjunction with its 2022 Citizens CR A exam, focusing on lending
in the former Investors and HSBC branch footprint.

In addition to the issues discussed above, NCRC has concerns that Citizens will further
decrease investment in LMI communities as mortgage interest rates rise and amidst predictions
that the mortgage market will contract in the coming years. However, neither markets nor
borrowers are monolithic. There is still very large demand among individuals with low and
moderate incomes for small-dollar mortgages, and a growing demand for affordable
conventional home improvement and home repair loans. 3 Contraction in the overall mortgage
lending market need not result in disinvestment in loans to LMI borrowers and must not reverse
the small steps forward some lenders have been taking to increase Black homeownership and
lending to marginalized BIPOC more broadly. Regulators must hold banks accountable to meet
their CRA obligations to LMI and BIPOC borrowers by investing in sufficient marketing and
outreach, offering affordable products with favorable rates and terms and financial assistance;
offering smaller mortgage loans in markets where housing prices are still affordable, adopting
flexible underwriting standards, and offering meaningful down payment programs.

> Leading Indicator of Remodeling Activity (LIRA) from the Joint Center for Housing Studies of Harvard
University.
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Multifamily Lending

Multifamily lending, especially in high-cost urban markets like NYC, remains one of the
most important sources of safe, stable, affordable housing. Although Citizens previously did not
make multifamily loans in NYC, Investors was a large multifamily lender in NYC.® The CRA
Performance Evaluation of Citizens should evaluate whether Citizens has continued Investors
multifamily lending, and whether it has committed to adhering to multifamily lending best
practices.” In addition, we urge the OCC to adopt guidance similar to that employed by New
York’s Division of Financial Services, which makes it clear that a loan on a multifamily property
would not be found to have a community development purpose and would not be CRA eligible
if, among other factors, the multifamily property has the potential to reduce affordable housing,
facilitates substandard living conditions, or was underwritten in an unsound manner.

Small Business Lending

Regulators should ensure that small business reporting for purposes of CRA 1is consistent
with other lenders, and accurately reflects the actual volume of new small business loan
originations. Annual renewals of previously originated credit facilities should not count as new
small business lending volume for CRA performance evaluations, if doing so would artificially
boost lending for CRA purposes.

Services

NCRC is concerned that Investors’ CRA performance has remained low or declined in its
latest CRA Performance Evaluations.?

Bank branches and services are key to the economic health of a community and are an
extremely important part of any bank’s CRA strategy. Given the housing shortage, increasing
wealth divide and economic impact of the pandemic, NCRC would expect to see an increase, not
a decrease, in services to LMI communities. In a branch analysis of Citizens and Investors
branches, NCRC found NYC, again, to be a major area of concern. Investors trails peers in NYC
in its number of branches in LMI neighborhoods by 7%, and even more concerning, Investors
trails peers in the number of branches in census tracts that are majority-people of color by 30%.
Further, Citizens purchased HSBC’s branch network, which had already contracted significantly
prior to this purchase, and Citizens has put forward no plan to make up for that loss and increase
branch presence in NYC.

6 For details on Investors multifamily lending performance in NYC, please refer to the Comment Letter dated
October 1, 2021 from ANHD to OCC Northeastern District Office, regarding Citizens Bank, National Association
application to acquire Investors Bank.

7 https://anhd.or g/wp-content/uploads/2017/06/ANHD_Best-Practices-in-Multifamily-Lending.pdf

8 See Appendix.
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CFPB research has shown that overdraft presents serious risks to consumers, with under
9% of consumer accounts paying close to 80% of all overdraft revenue.” Although ranked the
16" largest bank in the U.S. by asset size in September 2021,!0 Citizens ranked 11t in the
amount of overdraft revenue, collecting $115 million in overdraft revenue in the first nine
months of 2021.!" The OCC must consider overdraft and other extractive fees in its CRA
Performance Evaluation, evaluating whether Citizens has taken actions to decrease these
extractive fees.

Conditional Approval of Berkshire Bank Acquisition

In its upcoming CRA exam of Citizens, the OCC must evaluate Citizens’ efforts to
comply with the FDIC’s conditions on the approval of Investors Bank’s acquisition of eight
Berkshire Bank Branches — and in the future any merger application approvals should
incorporate such conditions.

For more than 50 years, federal law has required federal regulators to consider the
public’s interest when approving bank mergers and acquisitions. Before the Federal Reserve,
OCC, or FDIC can approve a merger, the Bank Holding Company Act (12 U.S.C. 1842(c)(2))
and the Bank Merger Act (12 U.S.C. 1828(c)(5)(b)) require consideration of several factors,
including “the convenience and needs of the community to be served.”

“Convenience and needs” refers to whether merging banks will be responsive to needs of
communities for loans, investments, and services, and is a paramount criterion of merger review
in addition to anti-trust, and safety and soundness considerations.

The FDIC, in reviewing Investors Bank’s application to acquire 8 Berkshire Branches,
determined that Investors Bank needed to improve on its lending record to Black borrowers and
majority-people of color census tracts and imposed the following conditions on its approval of
Investor’s branch acquisition:

“The Bank will develop and Board approve an Action Plan within 60 days of the
effective date of this Order to ensure that its home mortgage lending adequately
addresses the credit needs of all segments of its market areas. The Action Plan
should include, at a minimum, the following:

a. The Bank will regularly monitor application and origination activity of home
mortgage loans in majority-minority census tracts and from Blacks throughout
the Bank’s assessment areas.

9 CFPB Research Shows Banks’ Deep Dependence on Overdraft Fees | Consumer Financial Protection Bureau
(consumerfinance.gov)

10 https://www.federalreserve.gov/releases/Ibr/20210930/default.htm

1 cfpb_overdraft-chart 2022-02.pdf (consumerfinance.gov)
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b. The Bank will ensure marketing and outreach efforts are inclusive of all
communities, including minority communities within all the Bank’s assessment
areas. The marketing and outreach efforts should focus on home mortgage
product awareness. Marketing activities should use materials and media that
reflect the racial and ethnic composition of the targeted communities. The
Bank should also have specific advertising and outreach goals, and the results
of these efforts should be documented, monitored, and evaluated for
effectiveness.”

The order approving the merger of Citizens Bank and Investors Bank did not discuss the
FDIC’s conditions on Investors’ purchase of the eight Berkshire Bank branches. Failure to
include these conditions of the subsequent merger of Investors Bank into Citizens Bank is
essentially ignoring the issues that led to imposition of these conditions by FDIC and erasing
these requirements. As discussed above, there are issues with Investors CRA performance that
Citizens must address, and that the OCC must evaluate in its upcoming CRA performance
evaluation. This evaluation must include an assessment of Citizens’ actions taken to implement
the FDIC’s conditions to the Berkshire Bank branch acquisition.

Conclusion

Citizens Financial Group, Inc. has made the following commitments with respect to its
acquisition of Investors:

“CFG asserts that following consummation of the proposal, the combined organization
will continue CFG’s and Investors’ strong commitment to serving the needs of the
communities in which they operate and, in particular, the needs of LMI communities.
CFG represents that the combined organization would be a more effective competitor
and expects there would be greater competition for pricing, service quality, and new
product development, which would benefit customers across its footprint, including in
LMI communities. CFG also represents it will continue to support the charitable
activities in the communities currently served by Investors’ existing charitable foundation
and will provide increased community development investment in Investors’ footprint. In
addition, CFG expects that its expanded footprint and increased resources following
consummation of the proposal would enable CFG to offer a more comprehensive suite of
products and services to middle market and small businesses and consumers.”'?

NCRC is hopeful that Citizens will take actions to improve CRA performance overall,
and asks the OCC to examine whether markets in the former HSBC and Investors branch
footprint experience an increase in CRA activity over the previous CRA activity of HSBC and
Investors, and to downgrade Citizens if CRA performance in these markets does not significantly
increase. Given the issues identified in this letter, we urge the OCC, in its upcoming CRA exam
of Citizens Bank, to conduct a rigorous analysis of Citizen Bank’s record of lending, investments

12 FRB Order No. 2022-11, March 22, 2022, Order Approving the Merger of Bank Holding Companies for Citizens
Financial Group, Inc. application to merge with Investors Bancorp, Inc.
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and services, including the record of its merger partner Investors Bank and its recently acquired
HSBC branches, to Black borrowers, people of color, and borrowers with LMI. NCRC and its
undersigned members hope to see improvements in mortgage lending to LMI borrowers and
people of color, especially in NYC; increased investment into community development loans and
qualified investments; and an increased branch presence in LMI communities.

In addition, we believe that any future Citizens Bank merger application would benefit
greatly from, and should be conditioned upon, a forward-looking community benefits plan
developed with community stakeholders. NCRC and our members’ commitment and presence
throughout the Citizens Bank footprint is strong and we are uniquely poised to assist Citizens
Bank in improving its performance. Although NCRC and its member organizations remain
disappointed that Citizens failed to put forth a serious CBA that reflected the needs outlined in
the listening sessions and subsequent communications in 2021, we remain open to continuing a
dialogue with Citizens Bank to work towards a community benefits agreement in the future when
the bank is ready to seriously negotiate.

Finally, we urge the OCC, going forward, to incorporate any conditions imposed by the
other federal banking regulators on merger or branch acquisition applications when reviewing
and approving subsequent applications involving the surviving entities.

Thank you for considering this request. We also request that each sign on organization be
considered as a separate commenter, and that they be sent copies of all future correspondence
related to this comment. If you have any questions about this letter, feel free to contact Jesse Van
Tol, NCRC’s Chief Executive Officer, at 202-464-2709 or jvantol@ncrc.org.

Sincerely,

% &

Jesse Van Tol
Chief Executive Officer
NCRC

Sign On Organizations

Affordable Housing Centers of Pennsylvania

Ariva, Inc

Association for Neighborhood and Housing Development (ANHD)
Bridging Communities, Inc.

Ceiba

Community Development Alliance of the Capital District
Community Economic Development Center-CEDC

Community Service Network, Inc.
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Connecticut NAACP

Devotion USA

Empire Justice Center

Fifth Avenue Committee

HOND, INC

HousingWorks RI

Local Enterprise Assistance Fund (LEAF)

MA Communities Action Network

Ministry of Caring Inc.

National Housing Resource Center

Neighborhood Housing Services of Jamaica, Inc.

New Hour for Women & Children LI

New Jersey Citizen Action

New York State Rural Housing Coalition, Inc.

NYC Equitable Reinvestment Coalition

Sociedad Latina

South Eastern Economic Development (SEED) Corporation
Southwest (Philadelphia) Community Development Corporation
Southwest CDC

Springfield NHS

The Enterprise Center at PathStone

Town of Apex

U SNAP BAC INC

Urban League of Greater Hartford

Vietnamese American Initiative for Development, Inc.
West Elmwood Housing Development Corporation

10
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APPENDIX A:

SELECTED CHANGES TO CITIZENS’ PRO FORMA CRA ASSESSMENT AREAS

This table shows the impact of the HSBC & Investors transactions on some of the Citizens’ CRA
assessment areas that NCRC or its member organizations analyzed. For a full list of changes to the
Citizens’ assessment areas, refer to their Merger Application, Public Exhibit 16. 13

New York 35004 Nassau County-Suffolk County 2(5)2 ;\Iljfsfiallll( Tvestord]
013 Essex lnvestorsl
019 Hunterdon lnvestorsl
New Jersey 35084 Newark 027 Morris Investors|
) 039 Union Investors|
Pennsylvania 103 Pike
023 Middlesex [Investors|
35620 New York 35154 New Brunswick-Lakewood 025 Monmouth lnvestors|
029 Ocean lnvestors|
New Jersey Newark 4
Jersey City 035 Somerset Investor
003 Bergen” Both
017 Hudson” Both
005 Bronx HSBC
031 Passaic Investors
35614 New York-Jersey City-White Plains 047 Kings” Both
New York 061 New York” Both
081 Queens” Both
085 Richmond” Both
119 Westchester
22744 Fort Lauderdale-Pompano Beach-Sunrise | 011 Broward HSBC
Florida 33100 Miami-Fort 33124 Miami-Miami Beach-Kendall 086 Miami-Dade HSBC
Lauderdale-Pompano Beach | 48424 West Palm Beach-Boca Raton-Boynton 099 Palm Beach**
Beach
D.C. 47894 Washington-Arlington-Alexandria 001 D.C. HSBC
Maryland 47900 Washington- 23224 Frederick-Gaithersburg-Rockville 031 | Montgomery | HSBC
Arlington- 013 Arlington HSBC
Virginia Alexandria 47894 Washington-Arlington-Alexandria 059 Fairfax HSBC
510 | Alexandria City | HSBC
New Jersey | 45940 Trenton-Princeton 021 Mercer Investors

"New to Citizens assessment area, both HSBC and Investors have a presence
**Not added in HSBC Branch acquisition due to the activation of a deposit taking ATM in the CFG West Palm Wealth Center also in

2022

13 Application to the OCC by Citizens Bank, National Association for prior approval to acquire by merger Investors
Bank, dated September 2, 2021 (“Merger Application”), Public Exhibit 16, pp 468 —472. The Merger Application

notes that the information provided “does not reflect the potential exit of any 2021 CFG [Citizens Financial Group]
AAs due to BAU [business as usual] branch activity.”

11
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APPENDIX B:

SUMMARY OF RATINGS FOR RATED AREAS:

INVESTORS’ LAST TWO CRA PERFORMANCE EVALUATIONS

Summary of Ratings for Rated Areas
CRA Performance Evaluation of Investors Bank, dated October 30, 2017
Review Period: July 14, 2014 — October 30, 2017

Rated Area

Lending
Test

Investment
Test

Service
Test

Overall

New York-Newark-Jersey
City, NY-NJ-PA Multistate
MSA

High Satisfactory

Outstanding

High Satisfactory

Satisfactory

New Jersey

Low Satisfactory

High Satisfactory

Low Satisfactory

Satisfactory

Summary of Ratings for Rated Areas
CRA Performance Evaluation of Investors Bank, dated December 1, 2020
Review Period: October 30, 2017 — December 1, 2020

Rated Area Lending Investment Service Overall
Test Test Test

NY-NJ CSA High Satisfactory | Outstanding Low Satisfactory Satisfactory

New Jersey High Satisfactory | Low Satisfactory Low Satisfactory Satisfactory

12




GREATER ROCHESTER
COMMUNITY REINVESTMENT COALITION
1 WEST MAIN STREET, SUITE 200

‘. ROCHESTER, NEW YORK 14614

September 30, 2022

Elaine Kwan, OCC Examiner-in-Charge
Citizens Bank, N.A.

One Citizens Plaza, 6™ Floor
Providence, RI 02903

Via email: elaine.kwan@occ.treas.gov

RE: Citizens Bank CRA Exam
Dear Ms. Kwan:

We are writing to you on behalf of the Greater Rochester Community Reinvestment Coalition
(GRCRC) to submit comments regarding Citizens Bank’s (Citizens) CRA Exam conducted by
the Office of the Comptroller of the Currency (OCC) for 2019 through 2021.

The Greater Rochester Community Reinvestment Coalition (GRCRC) was launched in 1993 to
generate and continue discussions about lending patterns in Rochester. GRCRC, convened by
Empire Justice Center, has met with numerous banks and state and federal regulators during
CRA exams and mergers, and submitted dozens of data-driven comments to the appropriate state
and federal regulators who have oversight of the banks. GRCRC, Empire Justice Center, and its
predecessor organization the Public Interest Law Office of Rochester, have released seventeen
analyses of home mortgage lending, small business lending, and access to credit over the past 29
years. The organizations use data driven analyses to identify strengths and weaknesses in lending
patterns and to generate discussions with the top financial depositories in the Rochester NY
MSA.!

In preparing for these comments, we asked Citizens to share its community development lending
and investments and CRA-related grants with us. The numbers the bank provided are reflected in
Table 10 and in the community development section below. We also incorporated information

! Our most recent analyses are “#AllTogetherNow: Improving Small Business Lending in the Rochester NY
Community” (found at: https://empirejustice.org/wp-content/uploads/2018/01/alltogethernow-s.pdf) and “Too Big to
Fail...Too Poor to Bank: How Mainstream Financial Services Can Help Low-Income Working Families Succeed”
(found at: https://empirejustice.org/wp-content/uploads/2018/09/Access-to-Credit-Report-2018-FINAL.pdf).

4822-2821-2682, v. 1



provided by GRCRC members on how Citizens has supported their work in the Rochester
community, as well as opportunities for support.

Due to the tight turnaround of this letter, we are unable to share a draft with the bank for
feedback. We will share the final letter with Citizens so that it may send any clarifications and
updates to the examiners.

Citizens Bank is one of the largest local banks in the Rochester metropolitan area. It is the 5™
largest depository institution serving the area. As of June 30, 2021, Citizens had $1.84 billion in
deposits at its 24 offices in the Rochester area and 7.3 percent of the market. 2 (See Table 1 in
Appendix 1.)

These comments focus on four areas:

e (Citizens and a Community Benefits Agreement

e Citizens’ HMDA/Mortgage Lending

e C(Citizens’ CRA Small Business Lending

e C(Citizens’ Reinvestment of Deposits into the Community, Response to Community Needs
and Opportunities for Investment

CITIZENS AND A COMMUNITY BENEFITS AGREEMENT

Empire Justice Center, the convener of GRCRC, signed onto and supports the letter submitted by
the National Community Reinvestment Coalition (NCRC). As a result of recent acquisitions,
Citizens Bank is now the 15" largest bank in the country. Even though Citizens ranks 5" and has
over 7% of the Rochester MSA depository market, the Rochester area now comprises less of the
bank’s national deposits. GRCRC is very concerned, through experience with other large banks,
that as the bank expands its footprint into different markets, it will focus less on smaller
communities like the Rochester NY area. We are very disappointed that negotiations with NCRC
and its member organizations for a mutually agreeable community benefits agreement fell apart.
GRCRC believes that a verifiable community benefits agreement supports a bank in keeping its
CRA commitments, particularly obligations to low-moderate income and BIPOC communities,
across a bank’s footprint as its geography grows. We ask that the OCC examiners take the lack
of a community benefits agreement and NCRC’s other comments into consideration when
writing Citizens’ performance evaluation.

2 From the FDIC Market Share 2021 Report, as found at: https://wwwS5.fdic.gov/sod/sodMarketBank.asp?barltem=2
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CITIZENS’ HMDA LENDING IN MSA and UNDERSERVED COMMUNITIES

Our lending analysis focuses on originated loans. We examine lending from 2019-2021 to align
with the lending exam period with a baseline of 2018 before the exam period.

This section on Citizens’ HMDA lending is divided into the following categories:

e Total number loans and total dollar volume mortgage lending
e Home purchase loans
e Citizens’ lending compared to its peers

Citizens’ Total Mortgage Lending
Total Loans

In 2021, Citizens originated 736 mortgage loans (1% lien loans on owner-occupied (principal and
secondary), 1-4 family site-built units) in the Rochester MSA compared to 718 loans in 2018, an
increase of 3 percent.? (See Table 2 in Appendix). Between 2020 and 2021, Citizens’ total loan
originations increased by 27%. This may have been a recovery after a substantial decline in the
bank’s lending between 2019 and 2020, likely due to the COVID-19 pandemic.

Compared to Citizens’ 3 percent increase in the total number of mortgage loan originations in the
Rochester NY MSA in 2021 as compared to 2018, its lending to various families and
communities also changed slightly or remained the same. Compared to 2018, Citizens’ 2021
lending was:

e The same in the city.

e The same among Black/Latino households.

e 4% higher among low-moderate income households.

e 5% higher in low-moderate income census tracts

e 4% lower in majority nonwhite census tracts (50% or more nonwhite residents).

Citizens’ distribution of its loans to areas and populations in the Rochester community that have
been historically redlined or underserved was the same in 2021 as in 2018, despite lower
numbers in 2020 (see the bottom section of Table 2). Citizens compared favorably to all financial
institutions (AFI) in the distribution of its loans across all the communities. Of the 736 loans
Citizens made in 2021,

3 Empire Justice Center uses the Static HMDA LAR data from the CFPB website, at: https:/ffiec.cfpb.gov/data-
publication/.
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e 14% were in the city, compared to 14% in 2018, and 9% for AFI

e 12% were to Black and Latinx households, compared to 12% in 2018, and 9% for AFI

e 50% were to low-moderate income households, compared to 50% in 2018, and 38% for
AFI

e 17% were in low-moderate income census tracts, compared to 17% in 2018, and 11% for
AFI

e 10% were in nonwhite census tracts, compared to 10% in 2018, and 5% for AFI

Total Dollar Volume Lending

In 2021, Citizens originated an aggregate of $105.5 million in total mortgage lending (1*' lien
loans on owner-occupied (principal and secondary), 1-4 family site-built units). As seen by Table
3 in the Appendix, this was $17.3 million or 20% more than the bank’s dollar volume of lending
in 2018. Most of this increase occurred between 2020 and 2021, when dollar volume of lending
increased by 31%, and is significantly higher than the 3% increase in the total number of loans
during the same time period.

Citizens’ total dollar volume of lending increased in some other categories at rates greater than
that of the MSA. However, the rates of increased lending in the city and in BIPOC
neighborhoods were less than the increase in the Rochester MSA as a whole. Between 2018 and
2021, Citizens’ dollar volume of lending increased by:

e 15% in the city

¢ 30% among Black and Latinx households

e 26% among low-moderate income households
e 28% in low-moderate income census tracts

e 12% in nonwhite census tracts.

The proportions of Citizens’ dollar volume of lending going to other areas of the Rochester
community in 2021 were similar to or slightly greater than those of 2018 (see bottom section of
Table 3), and they are greater than the average proportions of all financial institutions (AFI).

Of the $105.5 million Citizens originated in the Rochester MSA in 2021,

e 9% went to the city, compared to 9% in 2018, and 6% for AFI

e 10% went to Black and Latinx households, compared to 9% in 2018, and 8% for AFI

e 39% went to low-moderate income households, compared to 37% in 2018, and 26% for
AFI

e 11% went to low-moderate income census tracts, compared to 10% in 2018, and 7% for
AFI
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e 5% went to nonwhite census tracts, compared to 6% in 2018, and 3% for AFI
Note that proportions of the total dollar volume of lending going to these historically, and still,
marginalized communities are less than the proportions of the number of loans going to them.
This suggests that the mortgages, and home values, in these communities are on average lower
than in other parts of the Rochester MSA.

Citizens Bank’s Home Purchase Lending

Home Purchase Loan Originations

We also analyzed Citizens” home purchase originations (1* lien loans on owner-occupied,
(principal and secondary) 1-4 family site-built units). As can be seen by Table 4 in the Appendix,
Citizens originated 114 home purchase loans in the Rochester NY MSA in 2021, 40% fewer than
in 2018 and only 6% more than in 2020.

Citizens’ home purchase lending from 2019 through 2021 has not been near its peak lending of
2018. The bank’s 2021 lending in every one of the historically marginalized communities was
also much lower than 2018, although the differences are somewhat less than the 40% for MSA as
a whole. Compared to 2018, Citizen’s 2021 home purchase loan originations were fewer by:

e 34% in the city.

e 26% among Black and Latino households.

e 32% among low-moderate income households.
e 36% in low-moderate income census tracts.

e 52% in nonwhite census tracts.

Despite the declines in lending, Citizens was able to maintain, and sometimes increase, the
proportions of its home purchase loans going to borrowers in all but one of the traditionally
redlined and underserved categories. They also exceeded the averages of all financial institutions
(AFT) (see bottom section of Table 4). Of the 114 home purchase loans made by Citizens in
2021,

e 22% were in the city, compared to 20% in 2018, and 12% for AFI
e 30% were to Black and Latinx households, compared to 24% in 2018, and 13% for AFI

® 54% were to low-moderate income households, compared to 48% in 2018, and 44% for
AF1

e 26% were in low-moderate income census tracts, compared to 25% in 2018, and 15% for
AFI

e 14% were in nonwhite census tracts, compared to 17% in 2018, and 7% for AFI
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One Year Snapshot of Citizens’ Mortgage Lending

Our coalition member, the SW Street Liaison Office (the Office), a service of the 19" Ward
Community Association, often does an analysis of a bank’s lending in Monroe County and the
4 quadrants of the city of Rochester. For this letter, the Office did a search of Monroe County
Records for all variants of “Citizens Bank, NA” for January 1, 2021 to December 31, 2021 and
found 922 mortgages for 1 and 2-family dwellings.* Following is a summary of what the Office
found.

Like most of its competitors, the volume of Citizens' loans is weighted toward the suburbs in
number (87% of the 922 mortgages) and dollar volume. The Office wants a more favorable
distribution for city of Rochester home buyers. Of the 123 city loans, 38 were in the SW
Quadrant (19th Ward + 5 adjacent neighborhoods). This suggests that Citizens’ loans were fairly
distributed across the city’s quadrants.

Ninety-six percent or 118 of the 123 loans in the city were to owner-occupants, one of the
highest levels the Office has ever seen. According to the Office, “As a neighborhood
organization, the 'holy grail' of neighborhood stability is home ownership. Unless we are
missing something, Citizens clearly has a preference for owner-occupants over investor-owners
and flippers. This is somewhat unique in the business, and truly commendable!”

Of the 38 loans in SW quadrant, 28, or 74%, were HELOC:s. (Other areas of the City and County
were not checked.) According to the Office’s review of the documents, it appears that several
homeowners may have been “tapping their new-found increased equity. Some of the HELOC's
were for very high LTV, much more than one would borrow to buy a car or a kitchen. A few
owners even paid off an existing purchase mortgage to get a higher HELOC.” Assuming the
other areas of the city also had high proportions of HELOCS, this means that a large fraction of
Citizens’ mortgage loans in the city of Rochester were HELOC loans to owner-occupants.

GRCRC urges Citizens Bank to financially invest in neighborhood-based organizations like the
19th Ward Community Association, as they are critical to supporting Rochester’s neighborhoods
and small businesses. We also ask that Citizens reach out to the SW Street Liaison Office to have
a conversation about the bank’s mortgage lending in the SW Quadrant of the city to ensure that
homeowners are getting the most appropriate and affordable mortgage for their needs.

4 According to the Office, mortgages included were a mix of purchase money and HELOC’s, most written for
individuals. NOT included were Loan Modifications, Consolidations and Extensions.
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Citizens’ Mortgage Lending Compared to Its Peers

GRCRC believes in the importance of comparing the lending of a bank to its peers. As Citizens
is the 5™ largest bank in the Rochester area, we compare its lending to the eight largest banks in
the Rochester MSA. In 2021, Citizens ranked 5th in deposits in the Rochester MSA, with 7
percent of the market, so these might be considered benchmarks as well.

Total Mortgage Lending Compared to Peers

Our first comparison is of the total number of mortgage originations by the top 8 banks (Ist lien
loans on owner-occupied (principal and secondary), 1-4 family site-built units). As seen on Table
5 in the Appendix, Citizens originated 736 mortgage loans in 2021, making Citizens the 4
largest lender among the top 8 banks. Citizens’ 3% Rochester MSA mortgage loan market share
is substantially lower than its 7% depository market share, but the bank’s 4" place ranking
among the top 8 banks is one step higher than its 5th place depository market share ranking.

One way a depository can demonstrate its CRA commitment to a community is by maintaining
market shares in the various target communities that are similar to or greater than its overall
MSA market share (middle part of table). Citizens met or exceeded its 3% MSA total lending
market share every category. In 2021, Citizens had:

e 4% of the market in the city

e 3% of the market among Black and Latinx households

e 3% of the market among low-moderate income households
o 4% of the market in low-moderate income census tracts

e 5% of the market in nonwhite census tracts

Citizens’ distribution of its total lending to every target community substantially exceeded the
averages for AFI and the top 8 banks (bottom part of table). The bank was the 3rd best performer
(along with M&T) among the top 8 banks in the percentage of its loans going to historically
redlined and marginalized communities.

Dollar Volume Lending Compared to Peers

In 2021, Citizens made $105.5 million in mortgage lending in the Rochester MSA, capturing 2%
of the market and ranking 5th among the top 8 depositories in the Rochester MSA. (See Table 6
in the Appendix.) While this is substantially less than its depository market share, it is the same
as its 5 place depository market share ranking.
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Citizens’ dollar volume market share in every underserved market exceeded its MSA lending
market share. Among Rochester’s various markets, Citizens had a market share of:

e 3% of the market in the city

e 3% of the market among Black and Latinx households

e 3% of the market among low-moderate income households
e 3% of the market in low-moderate income census tracts

e 4% of the market in nonwhite census tracts

Citizens ranked 4" in the distribution of its dollar volume of lending among the various
Rochester community categories, exceeding the average distribution of the area’s top 8 banks

and of all financial institutions (bottom section of Table 6).

Home Purchase Lending Compared to Peers

Citizens made 114 home purchase loans (Ist lien loans on owner-occupied (principal and
secondary), 1-4 family site-built units) in the Rochester MSA in 2021. This corresponds to only
1% of the market, placing Citizens last among the Rochester area top 8 banks in home purchase
loan originations (see Table 7 in the Appendix). Citizens’ 1% MSA market share is substantially
less than its depository market share, and its 8th place ranking is well below its 5™ place
depository market share ranking.

Citizens’ home purchase loan market shares in all community categories were the same as or
greater than its Rochester MSA market share of 1%. Citizens captured:

e 2% of the market in the city

e 2% of the market among Black and Latinx households

e 1% of the market among low-moderate income households
e 2% of the market in low-moderate income census tracts

e 2% of the market in nonwhite census tracts

Citizens’ distribution of its home purchase loans to all of the above categories were higher than
average distributions for the top 8 banks and all financial institutions. The bank ranked 4™ in the
distribution of its home purchase loans to Rochester’s marginalized communities.

Conclusion: Citizens’ Mortgage Lending

GRCRC believes that traditionally underserved families and communities benefit more when
they obtain mortgages from lenders with a local depository presence than from little-regulated
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mortgage companies or lenders with no local CRA obligations. It benefits both the borrower and
the bank when borrowers develop additional financial relationships with their mortgage lender.

As we all know, 2020 was the start of the COVID-19 pandemic. It is likely that this impacted the
ability of Citizens’ lending staff to be out in Rochester’s underserved communities connecting
consumers to mortgage products. This could explain, at least in part, Citizens’ total mortgage
lending decline between 2019 and 2020 in the MSA and in historically marginalized and
underserved communities.

The bank’s home purchase lending, however, was already declining before the pandemic. As a
result of these declines, the percentage of Citizens’ total mortgage loans going to home
purchases declined from 26% in 2018 (the peak year of the bank’s home purchase lending) to
only 15% in 2021. In comparison, in 2021 the percentages of total loans going to home
purchases among the other 7 top banks ranged from 53% to 21%, substantially greater than
Citizens’.

GRCRC is not sure why Citizens is doing fewer home purchase loans, including as a proportion
of its total mortgage lending. The analysis by the SW Street Liaison Office suggests that the
bank has a strong HELOC product, and/or is marketing its HELOCs, and that is increasing its
overall lending numbers. The bank also may have changed one or more of its home purchase
products so they no longer fit the Rochester market nor are appropriate for low-moderate income
families. We hope that the OCC examiners will consider these possibilities, along with other
reasons, as to why Citizens’ home purchase lending has been so low during the last 3 years
(2019-2021). GRCRC members know the Rochester mortgage lending market; we urge Citizens
to reach out to them.

CITIZENS’ BANK SMALL BUSINESS LENDING
CRA Small Business Lending

Table 8 in the Appendix shows Citizens’ CRA small business loans and dollar volume of lending
from 2018 to 2020. As the publicly available small business lending data for 2021 is not yet
publicly available, our analysis mainly goes through 2020. Citizens provided us with some
information on its 2021 small business lending, including Paycheck Protection Program (PPP)
lending.

Number of Small Business Loans

Citizens made 977 small business loans in the Rochester MSA in 2020, 210% more than in 2018
and 266% more than in 2019 (see Table 8). The bank also made substantially more small
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business loans, at similarly high rates, in every category in 2020 than in 2018 and 2019. This
may be because the bank reported its Paycheck Protection Program (PPP) loans with its 2020
CRA small business loans. While the bank did not directly confirm this, it did share some of its
2021 small business lending numbers, including a breakout of its PPP lending. See below for our
review of this.

In 2021, Citizens made:

e 208 loans to businesses in low-moderate income census tracts, an increase of 259% from
2018

e 912 loans of $100,000 or less, an increase of 204% from 2018

e 191 loans of $100,000 or less to businesses in low-moderate income census tracts, an
increase of 235% from 2018

e 720 loans to businesses with gross annual revenues under $1 million, an increase of
162% from 2018

e 156 loans to businesses with gross annual revenues under $1 million in low-moderate
income census tracts, an increase of 200% from 2018

Citizens compared favorably to all financial institutions (AFI) in 2020 in its distribution of small
business loans among all categories of businesses.

Dollar Volume of Small Business Lending

In 2020, Citizens did $37.4 million in small business lending in the Rochester. As seen at the
bottom half of Table 8, this was 215% more than in 2018 and 214% more than 2019. Citizens’
dollar volume of small business lending also was substantially greater in 2020 for loans to
businesses in every category and for smaller loans.

In 2020, Citizens made:

e $9 million in loans to businesses in low-moderate income census tracts, an increase of
402% from 2018

e $20.8 million in loans of $100,000 or less, an increase of 217% from 2018

e $4.2 million in loans of $100,000 or less to businesses in low-moderate income census
tracts, an increase of 153% from 2018

e $20.5 million in loans to businesses with gross annual revenues under $1 million, an
increase of 227% from 2018

e $4.9 million in loans to businesses with gross annual revenues under $1 million in low-
moderate income census tracts, an increase of 260% from 2018

10
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Citizens exceeded all financial institutions in the distribution of its dollar volume of lending to
every category of business.

Paycheck Protection Program Loans

As the 2021 CRA small business lending data is not publicly available yet, Citizens provided us
with some data on their 2021 lending, including their Paycheck Protection Program (PPP)
lending.

As seen in the table below, Citizens made 682 small business loans in 2021 totaling $21.45
million. Eighty-two percent or 562 of these loans were PPP loans (2™ table below). The bank’s
lending to businesses in low-moderate income census tracts and to businesses with gross annual
revenues under $1 million are comprised of similar proportions of PPP loans—84% each.

2021 Total SB Loans Rev <=51Mil

#
Rochester MSA 682| 21,450,000 173 54,350,000 608 513,535,000

2021 Total SB Loans Rev <=51Mil
% % Bank

# $ N : : #
Businesses Businesses Loans

AllSB Loans

Rochester MSA 682| 521,450,000

2021 Total SB Loans (PPP) Rev <=5$1Mil

% % Bank % % Bank
Businesses Loans Businesses Loans

# $ #

PPP Loans
Only

Rochester MSA 562| $17,378,000 . X . 10,960,000

Given the numbers the bank reported for 2021, it might be reasonable to conclude that large
proportions of Citizens’ 2020 CRA small business loans were PPP loans, as well. Even if the
proportions were not as high as in 2021, a conservative 70% in PPP loans in 2020 would account
for much of the bank’s increase in total CRA small business lending between 2019 and 2020.

Citizens’ Small Business Lending Compared to Peers

As with the mortgage lending, we compare a bank’s small business lending to its peers, the other
depositories with the greatest market shares in the Rochester NY MSA. We compare their
market shares for 2020, the most recent year with publicly available data. Table 9 in the
Appendix compares the small business loans, dollar volume lending and market shares for the
Rochester MSA’s top 8 banks for 2020. (Community Bank, the 9" largest bank, was substituted
for Lyons NB, as Lyons did not report small business lending.)

11
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Number of Loans Market Share

In 2020, with 977 loans, Citizens captured 4.4% of the small business loan market in the
Rochester MSA, making Citizens the 5th largest small business lender among the top 8 banks in
terms of number of loans (see top part of Table 9.) Citizens met or exceeded its overall MSA
market share of 4.4% in every category of loan and business examined, particularly among
businesses with gross annual revenues under $1 million and among businesses with gross annual
revenues under $1 million in low-moderate income census tracts. In 2020, Citizens had a market
share of:

e 5.0% among businesses in low-moderate income census tracts

e 4.8% in loans of $100,000 or less

e 5.5% in loans of $100,000 or less to businesses in low-moderate income census tracts

e 9.7% among businesses with gross annual revenues under $1 million

e 11.9% among businesses with gross annual revenues under $1 million in low-moderate
income census tracts

Dollar Volume Lending Market Share

In 2020, with $37.4 million in lending, Citizens captured 2.9% of the dollar volume of small
business lending in the Rochester MSA, putting it in 7 place with respect to the dollar volume
of lending among the top 8 banks. (See the bottom half of Table 9.) Citizens’ dollar volume
market share of 2.9% and 7™ place market share rank are less than its depository market share of
7.3% and 5™ place depository market share rank.

Citizens’ dollar volume of lending market shares among the various categories of loans and
businesses exceeded its overall MSA market share. Compared to its overall dollar volume market
share of 2.9%, in 2020 Citizens captured:

e 3.2% of the dollar volume of lending to businesses located in low-moderate income
census tracts

e 5.0% of the dollar volume of lending for loans of $100,000 or less

e 5.3% of the dollar volume of lending for loans of $100,000 or less to businesses in low-
moderate income tracts

e 7.9% of the dollar volume of lending to businesses with gross annual revenues under $1
million

e 9.8% of the dollar volume of lending to businesses with gross annual revenues under $1
million located in low-moderate income census tracts
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Citizens’ dollar volume market share (2.9%) and market share rank (7™) are lower than those
related to the number of small business loans the bank made in 2020—4.4% and 5" place,
respectively. These, along with its small average loan size of $38 thousand (2™ smallest after
JPMorgan Chase) and the fact that 93% of Citizens’ loans were $100,000 or less (2" highest
proportion after JPMC), suggest that in 2020 Citizens did a lot of small business credit card
lending or focused its PPP lending on smaller loans. Also note that Citizens’ market shares (both
number of loans and dollar volume of lending) are 2-3 times higher than its overall MSA market
shares with respect to its lending to businesses with GAR<$1 million and to businesses with
GAR<$1 million in low-moderate income census tracts. Among the Rochester area’s top 8
banks, Citizens had the highest proportion of its loans and dollar volume of lending going to
these businesses. These numbers clearly indicate that, in 2020, Citizens targeted its small
business lending to these smaller businesses.

With respect to the distribution of its dollar volume of lending, Citizens matched the average for
top 8 banks in lending to businesses in low-moderate income communities, while exceeding the
top 8 bank averages in lending to businesses with gross annual revenues under $1 million and to
such businesses located in low-moderate income tracts (bottom of Table 9).

Small Business Lending Summary

To stabilize the economy, create jobs and build wealth in the Rochester community, area
businesses need access to affordable, responsible credit. This has been especially true as we
recover from the pandemic and deal with the highest inflation rates since the 1980s. GRCRC is
pleased that Citizens performed well in 2020 in CRA small business lending—increasing its
overall loan and dollar volume market shares and its lending penetration to the smaller
businesses (with GAR<$1M) in the Rochester area and to these businesses in low-moderate
income areas.

One of our concerns is that there has been a history of banks lending to smaller businesses and/or
making smaller loans via higher cost small business credit cards rather than lower cost small
business loans. Small business credit cards, as the only form of credit, do not support the credit
needs of Rochester area small businesses, particularly micro-businesses and Black and Brown-
owned businesses.

We thank Citizens for sharing information on its 2021 CRA small business lending, including its
PPP lending. While this suggests that the bank did a lot of PPP lending in 2020 rather than small

business credit card lending, we would like to confirm with Citizens if that is how the bank was
able to increase its lending and increase its market share in 2020, as well as in 2021.
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CITIZENS’ REINVESTMENT OF DEPOSITS INTO THE COMMUNITY, RESPONSE
TO COMMUNITY NEEDS AND OPPORTUNITIES FOR INVESTMENT

Citizens Bank shared information with us about its local community development investments,
grants, and loans for 2019 through 2021. The numbers the bank shared are reflected in Table
10a. We appreciate Citizens’ willingness to share this information with us. We hope the bank
finds our analysis of the information useful.

In addition, several GRCRC members shared information with us on local community
development needs, how Citizens has worked with their organizations to address them, and
suggestions on how Citizens might help address emerging and ongoing needs.

Reinvesting Deposits into the Community

Citizens reinvested $284.8 million in CRA-eligible loans, grants, and investments in the
Rochester community between 2019 and 2021, the current CRA exam period. As seen in Table
10 (Table 10a) in the Appendix, this included:

e $99.6 million in community development loans and investments and CRA-eligible grants
serving primarily low- and moderate-income families, individuals, and communities

e $133.5 million in mortgage loans to low-moderate income households and/or in low-
moderate income census tracts

e $51.4 million in CRA small business loans to businesses in low-moderate income tracts
and/or to businesses with gross annual revenues under $1 million (including PPP loans in
2021 and likely in 2020)

According to the information provided by the bank, Citizens reinvested:

e $45 million in community development lending in the Rochester NY MSA
e $54.6 million in community development investments in the Rochester MSA
e $0.33 million in CRA-eligible grants/donations

Again, Citizens invested a total of $284.8 million in the Rochester MSA during the current exam
period.

We are basing our calculations of how much of its deposits Citizens is reinvesting in the

community on its 2021 deposits, as that is the last year of the exam. Citizens had $1.84 billion in
deposits in 2021 (see Table 1).
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Citizens increased the proportion of its deposits the bank reinvested in the Rochester community
between the last exam we commented on in 2010 and this exam. Taking the $1.84 billion on
deposit in 2021, we estimate that Citizens reinvested 15.5% of these deposits into the Rochester
community during the 3-year 2022 exam period, for an annualized average of 5.2%. This
annualized average is higher than the annual 1.3% of deposits reinvested in the Rochester MSA
during the 2010 exam period. (See Table 10, Table 10b.)

Table 10c shows that, between the 2010 and 2022 exam periods, Citizens’ annualized dollar
volume of reinvestments in the Rochester community grew at a much higher rate than its growth
in deposits. Between the two exam periods, Citizens increased its annualized reinvestments by
350% while its deposits grew by 12% between 2010 and 2021. This explains the 301% rate of
growth in the percentage of deposits Citizens was reinvesting in the Rochester community
annually between the two exams.

While this growth in reinvestments in the Rochester community is encouraging, GRCRC is
concerned that Citizens’ annualized percent of deposits reinvested is still lower than some of its
peers. In October 2021, GRCRC commented on the CRA performance of Canandaigua National
Bank (CNB), the region’s 4™ largest bank. We calculated that CNB had an annualized
reinvestment rate of at least 7%.° In our May comment letter on Five Star Bank’s CRA
performance, we calculated that Five Star, the area’s 7™ largest bank, had an annualized
reinvestment rate of at least 6.7%.° These rates are substantially higher than Citizens’ 5.2%
annualized reinvestment rate.

We urge Citizens Bank to actively reach out and work with GRCRC members and other
organizations locally and throughout its footprint to commit to a specific dollar amount of
increase in its CRA-related lending and investments within its communities. The bank can start
by investing in some of the community development opportunities laid out below.

Specific Community Development Activities

GRCRC members shared with us the following community development activities that Citizens
is currently supporting.

The Enterprise Center at PathStone (The Center) is an affiliate of PathStone Corporation, a
multi-state community development corporation. Established in 1997, the Enterprise Center is a
designated Community Development Financial Institution (CDFI). Our mission is to enhance the
economic self-sufficiency and quality of life of individuals and communities through

5> See p.14 at: https://empirejustice.org/wp-content/uploads/2021/10/CNB-CRA-Exam-Comments-10-2021.pdf.
6 See p.12 at: https://empirejustice.org/wp-content/uploads/2022/06/Five-Star-CRA-Exam-Comments-pdf-05-2022-

1.pdf.
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entrepreneurial training, technical assistance, access to financing for new and expanding
businesses, and mortgage products for underserved borrowers.

The Enterprise Center at PathStone and Citizens Bank have had a formal relationship for many
years. The Center entered into a six-year $1,250,000 line of credit, with repayment allocated over
three additional years, at 2% interest with Citizens Bank in 2021 to be used for making business
and residential loans in its respective NY markets which includes Rochester, Buffalo and the
rural counties of western New York. The Center has also been awarded, almost on a yearly basis,
grant dollars to continue empowering its work and more specifically, to strengthen its technical
assistance and training series for small businesses in upstate NY. This included $20,000 in
2021/2022 for the Center to provide specialized technical assistance to women owned small
businesses, for a training series we call She Means Business. The program aimed to offer at least
15 hours of specialized technical assistance to 50 women owned small businesses and had an
elevator pitch competition component in which $10,000 was awarded to three winners of the
competition.

The Center’s clients are still experiencing capital needs to be able to bounce back from the
pandemic’s negative impact, especially after a tumultuous 2021 and 2022. There are few or
almost no grant or forgivable loan programs set up in 2022 by the federal government or at the
state and local level. The Enterprise Center at PathStone is setting up a grant fund for small
businesses that are still struggling to keep their businesses open. GRCRC asks Citizens Bank to
make sure that funds continue to be allocated to the Center and other CDCs and CDFIs that are
working towards providing capital to our community’s small businesses, and mostly minority
owned clients, in the form of low-interest loans and/or grants.

The SW Street Liaison Office also shared the community’s gratitude for the small Citizens
Supermarket Branch within the Tops Friendly Market at 450 West Avenue. That branch is soon
to be the only physical bank office presence in the Southwest Quadrant west of the Genesee
River. KeyBank/Gardiner exited in 2019 and the Chase branch at Bull's Head will close in a few
weeks. Tucked into the supermarket, Citizens appears to be effectively serving customers that
are broadly diverse in race, age, and income. There are multiple Citizens’ personnel on site and
lines of customers waiting for banking services, including a free notary service. In an age when
banking is rapidly shifting to on-line service, Citizens appears to have found a way to cost-
effectively provide service to those who still need to interact in person.

Citizens Bank has supported the Urban League of Rochester, NY, Inc. (ULR)’s Home Store
with grants of $10,000 annually. Citizens Bank volunteers have also assisted with financial
education and homebuyer workshops. The Home Store works to address housing inequities that
stem from systemic racism and local economic and social disinvestment, which are often
stronger in Rochester than in the state or the nation. The Home Store has assisted more than
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3,200 families step into homeownership. ULR’s Home Store works with low-to-moderate
income individuals and families to provide a variety of services including one-on-one credit
counseling, developing financial capability skills, and group education workshops on topics
including pre- and post-home buyer education, financial literacy, and loan management. Pre-
purchase homebuyer education workshops focus on the home buying process and empower
participants to make sound financial decisions. After buying the home, the Home Store provides
post-purchase homebuyer education to clients to reinforce healthy homeownership concepts as
well as maintaining their home. Home Store financial literacy education workshops teach
participants how to create and maintain a budget, plan for future purchases including a house,
how to spend responsibly, manage/improve their credit score, and more.

Citizens Bank has also provided grants to the Urban League of Rochester’s Workforce
Develop programs ($10,000 annually) in 2020 and 2021. These programs serve individuals with
intersectional needs who face multiple barriers to employment and self-sufficiency such as
substance abuse, involvement with the criminal justice system, low literacy levels, absence of a
high school diploma, lack of adequate childcare and transportation, and other issues associated
with systemic and concentrated urban poverty. Many of these challenges disproportionately
affect people of color and low-income individuals due to historical inequities and racial
discrimination such as but not limited to, racial profiling, poor distribution of resources and
capital investment, and redlining and housing segregation. All programs offer skills training and
employment services from a trauma-informed approach. Additional program services include
high school equivalency preparation, case management and referrals, and job readiness training
and placement. GRCRC thanks Citizens for its support of these ULR programs.

Community Development Opportunities

GRCRC members share with us the needs in the Rochester community and initiatives, programs
and needs of the member organizations. We then include these as opportunities in our comment
letters as possible investment opportunities for the banks. We understand that each bank will not
be able to invest in all these opportunities. At the least, we ask that banks consider these on-the-
ground perspectives when making decisions about products, investments and contributions so
they can more effectively address the needs of the Rochester community and support low-
moderate income and BIPOC communities.

Structural Racial and Income Inequality in Upstate New York

We first want to frame the need for consumer protections in the big picture context of rising
income inequality. Incomes of working families have not kept up with rising housing, education,
childcare and health costs. This has resulted in millions of Americans struggling to pay for basic
necessities. Research released by the Federal Reserve Bank of New York in the fall of 2019
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revealed that 60 million Americans don’t have access to prime credit. They are not in the credit
economy or have maxed out their credit. They cannot borrow from most mainstream financial
institutions that only lend to borrowers with good credit.

Upstate New York had still not fully recovered from the financial crisis of 2008 when COVID-
19 struck. Income inequality is exemplified in the post-industrial cities of upstate New York. The
city of Rochester has the highest concentration of children living in poverty compared to cities of
similar size in the United States. In 2019, Rochester came in dead last in a list of the country's 50
hottest job markets published by the Wall Street Journal.”

New Yorkers are feeling the financial strain of record high debt burdens, especially in upstate
areas where poverty rates are some of the worst in the nation. The poverty rates in upstate cities
such as Rochester (57%), Syracuse (56%), and Buffalo (53%), despite best efforts, show no signs
of decreasing in any meaningful amount. Rural areas across upstate are also deeply affected by
poverty. According to a recent study by Common Ground Health, the rural and urban areas of
New York State with the highest rates of poverty were also the areas with the lowest life-
expectancies. Not only does financial insecurity cost New York billions of dollars per year, it
contributes to a public health crisis that cannot be ignored.

In 2017, the New York Federal Reserve issued a report on the credit profile of city of Rochester
residents. The 2017 report looked at data at the ZIP Code level in the city of Rochester. This
report found that more than 50% of city of Rochester residents had subprime credit. In some
ZIP Codes 50 -75% of city residents had subprime credit. These ZIP Codes are majority
nonwhite.®

Most bank branches have left these neighborhoods. Working families making $15-25 an hour
can’t pay all their essential bills on time. These families may also have monthly incomes that are
volatile. They may not have paid sick leave or a guaranteed minimum number of hours. They
may not be sure how much money they will have at the end of the month. Given the high cost of
housing, childcare, education and health care, the minimum wage and/or volatile incomes leave
families in a situation where one or more bills are left unpaid. An unexpected car repair or
medical bill throws their monthly expenses into crisis. Earlier research done by the Federal
Reserve documents that 40% of Americans don’t have $400 in emergency savings.

There is structural mismatch between incomes and expenses. According to research from the
Federal Reserve Board, the median Black family in the under 35 age group had only $600 in
wealth, compared with $25,400 among young white families.® This has a disparate impact on

7 https://www.democratandchronicle.com/story/news/2019/03/10/rochester-worst-job-market- country-wall-street-
journal/3089794002/ (updated 2020 information available at https://www.wsj.com/articles/austin)

8 https://www.newyorkfed.org/data-and-statistics/data-visualization/community-credit-profiles/index. html#overview
? https://www.federalreserve.gov/econres/notes/feds-notes/disparities-in-wealth-by-race-and-ethnicity-in-the-2019-
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Black and Brown families, who have no intergenerational wealth, in how they access or rather
fail to access credit.

Professor Lisa Servon documented the lives of working families who use check cashers and pay
day lenders. Her book “The Unbanking of America” shows that working families make very
complicated choices about using a check casher instead of their own bank.!

Empire Justice Center used her research to look at the underbanked in Rochester, New York. Our
2018 report “Too Big to Fail” found similar patterns in Rochester. Those who choose a check
casher over their bank do so because their bank does not offer a product that fits into their lives.!

Banks don’t serve the needs of such families. Bank products are designed for customers who
have disposable income at the end of the month. When families don’t have enough money to pay
for essentials, an unexpected decline in income or an emergency expense results in a subprime
score. Families turn to predatory products to pay rent so they are not homeless, to pay the car
loan so they can keep their job, or to buy groceries so they don’t go hungry.

Banks have a choice on how they process payments--to maximize short term profit or to create
long term sustainability for both the bank and the customer. Even when a customer’s bank book
shows a balance, more and more banks have chosen the former, to clear deposits and charges so
that the customer is hit by an overdraft fee.'?

There is no shortage of predatory lenders, who know how to make enormous profits by selling
high-cost products to low-income borrowers. These products are set up for the consumer to fail
and for the investors behind the products to make money. The interest rates/fees are abusive and
designed to be vastly profitable with no relation to the risk taken by the lenders. Some loans are
bundled into investment vehicles. The largest banks fund the companies that create and market
these products.

Some federal and state regulators are finally starting to look at the systemic risk posed by these
practices. We need to change the laws to stop these practices that result in enormous profits for
corporations, and financial hardship or worse in the life of working families.

Consumer advocates have been raising these issues for decades. Now academics and regulators
are beginning to appreciate the societal costs of poverty. Being repeatedly evicted and changing

survey-of-consumer-finances-20200928.htm

19 https://www.lisaservon.com/

' https://empirejustice.org/resources_post/report-big-fail-poor-bank-mainstream-financial-services-can-help-low-
income-working-families-succeed/

12 https://www.politico.com/news/2020/09/28/racial-wealth-gap-federal-reserve-422658
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schools has enormous consequences on a family’s emotional and physical health. We are finally
starting to move from a mindset that blames poor people for their poverty.

The CRA was passed in 1977 to address the decades of redlining that had been happening in our
communities. While the law says banks should serve the entire community in which they do
business, including low- and moderate- income (LMI) communities, redlining mainly happened
in, and continues to happen in and impact, Black and Brown communities. This is why banks
must make decisions about their CRA-related lending, investments and grants through the lens of
racial equity, as well as economic equity.

As in the rest of the nation, there is much work to be done in New York to come to terms with
our history and to address the structural racial and income inequality. We need to look at the
laws and economic policies that perpetuate structural racism and keep communities segregated.
We also need structural change to ensure that jobs pay a living wage. New York State must
develop and foster an environment where affordable housing, health care, and quality childcare
are a reality for all people.

At the institutional level, banks must shift policies, practices, and culture to align with racial
equity, anti-oppression, and cultural humility. This includes work to:

e Become welcoming for all people particularly those who have been historically, and
continue to be, marginalized

e Assure employees, from the CEO down to staff underwriting loans, and those working
with the public, are doing internal and interpersonal work (including implicit bias
training) to address internalized racism and other forms of oppression

¢ Find ways to go into the community to create ease/support for BIPOC and Black and
Brown-owned businesses.

A Brookings’ paper shares how private sector leaders can significantly move the needle towards
racial equity and an equitable economy via a 3-part framework: '3

e Adopt internal changes within individual companies to promote diversity, equity, and
inclusion.

e Act collectively with other CEOs to make regionwide progress on racial equity and
equitable growth, including improving key regional performance indicators.

e Encourage business-led civic organizations to adopt their own changes toward equity and
inclusive economic growth.

13 https://www.brookings.edu/essay/from-commitments-to-action-how-ceos-can-advance-racial-equity-in-their-
regional-economies/.
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The paper also includes links to data metrics to measure progress at the MSA level. We urge
Citizens’ leaders to work with other local private sector leaders and groups from the RASE
Commission to implement this or a similar framework in the Rochester community.

In addition to the above suggestions, Citizens can take other constructive actions to support
BIPOC people, businesses, and communities. Citizens can:

e Start tracking how much of its CRA related activities and support (lending, philanthropy,
and community development loans and investments) goes to BIPOC people, businesses
and organizations led by people of color, and BIPOC communities, and create specific
goals to increase these levels of support over time.

e Partner with and/or support BIPOC-led organizations, particularly smaller/micro
organizations, that Citizens has not worked with in the past, including through
investments, grants, and hiring local BIPOC-led vendors for supplies and services.

e Learn about the history of redlining in the Rochester area'* and work with the Black and
Brown residents of the impacted neighborhoods to address the vestiges of redlining and
to build wealth and equity in ways that do not push-out lower income residents.

New research from the University of Houston highlights the intersections of race and advertising.
The results underscore the power of advertising and access on behavior.'S We hope Citizens will

find this research helpful as the bank continues its work in Black and Brown communities.

American Rescue Plan Funding Does Not Address All Needs

On September 22, 2022, Monroe County Executive Adam Bello and community partners
announced the community organizations who will receive a share of the County’s $144 million
federal American Rescue Plan Act allocation.'® County Executive Bello was joined by Simeon
Banister from the Rochester Area Community Foundation, and Faheem Masood, CEO of ESL
Federal Credit Union. The total money requested for funding was approximately 20 times the
funding awarded, indicating that the need is much greater in the community than the County was
able to fund.

14 For an excellent overview of the local history see: Shane Wiegand, “Racist Policy and Resistance in Rochester,”
at: https://www.youtube.com/watch?v=1ivgX0AXrPs.

15 Hawkins, Jim and Penner, Tiffany, “Advertising Injustices: Marketing Race and Credit in America,” (September
15,2021). Emory Law Journal, Vol. 70, No. 1619, 2021, Available at SSRN:
https://papers.ssrn.com/sol3/papers.cfm?abstract_id=3924970.

16 https://www.monroecounty.gov/files/news/09.22.2022.ARPA%20release.pdf?v2

21

4822-2821-2682, v. 1



The list of organizations receiving funding'” shows that the money is targeted for residents of
Monroe County, who are, amongst others: Deaf and Hard of Hearing refugees, disabled,
formerly incarcerated, youth at risk, LGBTQ+, veterans, women, Black and Brown residents and
the homeless. The funding is also targeted at workforce development around skilled jobs that
businesses are looking to fill, including welding, asbestos removal, mold and lead abatement,
skilled trades, and health professionals.

The areas targeted for funding align with the community input the County received via an online
survey, large and small public meetings as well as focus groups.'®* Some of the organizations
included are GRCRC members and nonprofits that Citizens Bank already works with. Citizens
might find this information helpful as the bank plans investments and grants for 2023.

Abusive Auto Lending

In Rochester, working families need cars to get to work. Work schedules are not fixed and
change at the last minute. Entry level jobs are in locations that don’t have reliable public
transportation or affordable housing.

For individuals in rural areas, public transit is not even an option. This makes Upstate New York
a haven for subprime auto lenders and unscrupulous “Buy Here Pay Here” dealers who know
that most of these individuals would not be able to get an affordable loan from a bank.

Car loans have abusive and discriminatory interest rates; borrows are charged 6-8% more than
they qualify for, and the loans have high loan-to-value ratios ranging from 125-175%. Long loan
terms mean that the car stops running before the loan is paid. The dealer then refinances the
amount of the unpaid loan into a new loan, resulting in even higher loan-to-value ratios. These
loans are designed to fail. The result is a cycle of subprime credit that prevents low-moderate
income and Black and Brown borrowers from being able to take the first step to wealth
acquisition by becoming homeowners.

At $1.44 trillion auto debt is at an historic high."

Until recently, there was limited data/information on abusive auto lending. Research by
Consumer Reports published in December 2021 sheds some light on the abuses.? Consumer
Reports purchased almost a million loan files and documented the mismatch between credit
scores and interest rates. In addition, many of the abusive auto lending practices are described by

17 https://www.monroecounty.gov/files/news/Referral%201ist%200f%20awardees.pdf?v2

18 As described in the press release at #16 and here: https://www.monroecounty.gov/bringmonroeback

19 https://uspirg.org/news/usp/new-fed-data-reveal-auto-debt-historic-highs

20 https://www.consumerreports.org/car-financing/how-loophole-ridden-auto-lending-laws-harm-consumers-
a3113489289/
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a recent panel, including elected officials from Connecticut, as well as Ruhi Maker Esq. and
Chuck Bell (Consumer Reports) from New York.?'

Legal Assistance of Western New York (LawNY) is the primary free legal services provider in
13 of the 14 counties in the Rochester MSA and the rural counties in the Finger Lakes. LawNY
turns away hundreds of callers each year seeking help with consumer legal problems. Staff
members see hidden fees for the dealership, and costly, yet worthless, extended warranties added
to the contracts without the consumer’s knowledge. It is not uncommon for a consumer to buy a
used car with over 100,000 miles on it that was advertised at a number around $5,000. That
consumer will end up with a loan that will cost them more than three times that amount by the
time they are done making payments.

The pattern LawNY has observed is that most consumers are not even made aware of the terms
of the loan at the time they purchase the car. The majority of documents are signed on a
computer, by clicking a button that is often controlled by the salesperson. Frequently consumers
leave the lot with their car but not their contract. When they finally do receive the contract, they
are shocked to learn that the car they purchased will cost them more than twice what they were
told by the dealer. Because there is no cooling-off period for car sales, consumers are left with no
recourse to return the car after learning it is unaffordable, and dealers will often direct consumers
to the company that indirectly financed their loan, even though the consumers have only ever
interacted with the dealer.

All of this results in extremely high default rates--25% for subprime auto loans made at “Buy
Here Pay Here” dealerships, compared to only 1% default rates for low-interest auto loans made
by traditional banks. When individuals default on their auto loans, the lender will repossess the
vehicle and auction it off for a fraction of the fair market value. In most instances, this leaves a
large deficiency balance on the loan that the lenders will pursue in the courts by filing lawsuits
against the consumers, again increasing what the loan costs by adding attorney’s fees, court
costs, and post-judgement interest. Without access to legal representation, many of these lawsuits
result in default judgments against the consumers, even when there are legal defenses.
Consumers will then end up paying for these cars for years after they surrendered them and for
thousands of dollars more than they were ever worth. This results in a cycle of subprime credit
that is almost impossible to break.

There are several ways Citizens Bank can help address this cycle of auto lending abuse. The
bank can provide responsible, affordable auto loans, both direct and indirect, for used autos and
to borrowers with subprime credit. If doing indirect auto lending, the bank can work to
strengthen its oversight to ensure that auto dealers are putting borrowers into responsible,
affordable loans without unaffordable, unneeded add-ons. Citizens can also financially support

2! https://drive.google.com/file/d/15kRAB6qV94VD3 RPYB_mzbvwnMWceowx/view
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nonprofit law firms like LawNY that are representing consumers who are trapped in
unaffordable, predatory auto loans.

Assuring Consumers Have Access to Affordable Accounts

Rochester now has a Bank On Coalition that meets regularly. According to the coalition,
Citizens has two Certified Bank On checking accounts, including one for students.?> We urge
Citizens to ensure that all new customers are guided to a Bank On account if their income and/or
expenses warrant such an account. There are many existing customers (who overdraw) who
would benefit from a Bank On account. Rather than closing the accounts of these customers and
putting them in the Chex System, Citizens can guide them to switch to its Bank On account.

Banks with Bank On accounts also need to better market these accounts. We are pleased to see
that Citizens’ two Bank On accounts can be easily found on their website when comparing the
various checking products.

Bank members of the Bank On coalition can use Public Service Announcements (PSAs) in the
media markets that serve low-moderate income and Black and Brown customers. These PSAs
should be in Spanish and in the languages spoken by New Americans as described below. Social
media is also a good tool to reach underserved customers. Banks can also conduct their own
webinars at not-for-profits that serve lower income consumers and work with not-for-profits to
ensure their Bank On accounts become well known.

If not a member already, Citizens can join the local Bank On coalition to help move consumers
to financial empowerment.

Homeownership in Rural Communities

We ask that Citizens Bank increase its support for programs supporting low-income households,
particularly in rural communities, who are seeking to buy a home and have a low credit rating.
Mark Wattenberg is a housing lawyer employed at the Bath office of LawNY® whose office
covers Steuben and Allegany Counties, counties in which Citizens Bank has branches. This is
what Mr. Wattenberg shared:

Mortgages to buy homes in our rural area are relatively affordable compared to rents.
However, most of our legal services clients have low credit ratings, even though many
have steady income from employment or social security benefits and favorable recent
payment records. In 2021, the median residential sales price in Allegany County, as
listed by the NYS Department of Taxation and Finance, was $85,000 — one of the lowest
levels in any of the counties in New York State. Steuben County was only somewhat

22 https://www.citizensbank.com/checking/overview.aspx
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higher at $130,000.2 Despite the relatively low monthly payments required to amortize a
mortgage, our clients and other consumers like them are trapped in rental housing.

Many households, unable to get financing from banks, enter into one-sided, high interest
and risky land contract or “rent-to-own” contracts. Some of the finance companies attract
purchasers based on inflated internet advertising. Other finance companies market
severely substandard homes typically bought at tax or mortgage foreclosure auctions.
Many of the housing cases handled by our office involve defending clients in these
oppressive arrangements or assisting them with the very difficult task of obtaining a deed
for ownership, even when the buyers have made all their payments. Other cases involve
title issues, such as the failure of the finance company or seller to pay property taxes, or
the seller has failed to maintain their own mortgage payments. In a land contract or
“rent-to-own” transaction, title problems of the seller can result in the loss of the buyer’s
investment in the home through a foreclosure action brought by a third party.

GRCRC urges Citizens to work with LawNY to see how the bank can increase access to
homeownership in the rural areas of NYS.

Language Access

Over 5.7 million people living in New York speak a language other than English. Of these, 2.5
million speak English less than well (i.e., they have Limited English Proficiency (“LEP”)).
Monroe County has a population of 741,770, of which 103,800 or 14% speak a language other
than English at home (US Census Population Estimate, 2015-2019). This includes many
Spanish-speaking American citizens who relocated from Puerto Rico to Monroe County after
Hurricane Maria in 2017. Rochester also has a significant population of refugees who speak
Arabic, Nepali, Somali, and Swahili. And Rochester has the largest concentration of Deaf and
hard of hearing residents in the country.

The need for language access for bank customers in our community is great, including the need
for in-language access to products such as mortgages and consumer loans, as well as language
access for consumers with mortgage delinquencies and facing foreclosure who need forbearances
or loan modifications. Perhaps no population faces greater challenges in obtaining information
about available mortgage relief than LEP borrowers. Without access to better banking options,
individuals in the LEP and the Deaf or hard of hearing communities also are at greater risk of
predatory lending.

Since the last recession Empire Justice Center has represented homeowners with foreclosure
prevention and supported not-for-profit organizations throughout New York State. Based on its

23 https://www.tax.ny.gov/research/property/assess/sales/resmedian.htm
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statewide and national work, Empire Justice identified patterns where foreclosure support
organizations took advantage of unsophisticated homeowners in default. Many LEP borrowers
who spoke no English and were new Americans were vulnerable to organizations that targeted
them. Banks must serve LEP borrowers in-language to help them protect their scarce assets and
wealth.

At a GRCRC meeting with another bank, the bank shared that it now uses TransPerfect
translation services for those needing language translation or ASL interpretation at its branches
or call-in center. TransPerfect offers live, in-person translation of 171 languages, as well as video
capability for ASL interpretation.

Marlene Cortés of Empire Justice and the Monroe County Language Access Coalition noted
that drive-throughs are not accessible for people who are Deaf and hard of hearing.

We urge Citizens to improve language access by:

e Investing in a language translation service like TransPerfect and training staff how to use
it.

¢ Including Spanish and other languages on its website, with in-language pointers on its
home page to those translated pages and to its translation service.

¢ Finding a way to increase language and ASL accessibility of its branch drive-throughs.

¢ Providing cultural sensitivity training with respect to people who are Deaf and hard of
hearing, speakers of other languages, and immigrants/refugees.

e Providing in-language product information for mortgages, auto loans, other consumer
loans, and checking accounts.

e Supporting the Monroe County Language Access Coalition, a group of not-for-profits
that serve LEP and Deaf and hard of hearing residents.

Climate Change and a Just Transition

In 2019, NYS adopted the country’s most ambitious climate targets--to have 100 percent carbon
free electricity by 2040 and have economy-wide, net-zero carbon emissions by 2050. We need
massive investments to make this happen, and we need to make sure it is a just transition, where,
at a minimum, poor communities and communities of color are not disproportionately burdened
or harmed.

The Climate Solutions Accelerator of the Genesee-Finger Lakes Region has ideas for how
banks can evaluate their businesses through the lens of climate change, elect to move their
businesses towards climate-friendly solutions, provide support for organizations that are doing
this work in their footprint, and support lower income and BIPOC communities in the transition
to zero greenhouse gas emissions. Specifically, Citizens can:
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e Provide low-cost home improvement or refinance loans and other innovative financing
products to people of color and low-moderate income households and tenant occupied
buildings to make home energy efficiency projects more affordable and feasible. This
will allow owners to weatherize, get heat pumps and electric furnaces and hot water
heaters, to put in electric car chargers, and to install solar panels, which will reduce
energy costs, decrease families’ carbon footprints and improve indoor air quality.

e Provide affordable financing for small businesses, particularly micro-businesses and
Black and Brown-owned businesses, that want to improve their energy efficiency and
reduce their reliance on fossil fuels.

e Develop community development financing goals and products to support projects that
provide substantive opportunities for low-moderate income communities to benefit from
the transition to renewable energy and reduce their use of fossil fuels, e.g. community
solar, district geothermal.

o Invest in renewable energy, including geothermal, solar, wind, battery storage and other
building energy efficiency investments, along with clean energy workforce development
to support the growing demand of this transition.

e Require or strongly encourage borrowers to include energy upgrades in their renovation
projects, especially for multifamily buildings that require major renovations.

e Include information about energy upgrades (and corresponding energy bill savings)
and/or referrals to relevant energy programs as part of homebuyer/financial education
programs.

e Provide philanthropic support to nonprofit organizations that are working to address
environmental justice/climate justice and climate change.

e Reduce the bank’s own carbon footprint.

GRCRC urges Citizens to work with Climate Solutions Accelerator on implementing these
much-needed initiatives.

Affordable Homeownership

Greater Rochester Housing Partnership (GRHP) is a not-for-profit lender dedicated to the
creation and preservation of affordable housing in the Rochester NY region, including through
construction lending and single-family homeownership programs. Since 2002, the HOME
Rochester Program has been rehabilitating vacant homes, revitalizing neighborhoods, and
providing quality affordable homeownership opportunities in the City of Rochester. GRHP
provides management services to the program as well as needed financing. The Rochester
Housing Development Fund Corporation (RHDFC), GRHP, and public and private partners
of HOME Rochester have acquired and rehabilitated more than 800 vacant homes and sold them
to first-time homebuyers.
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HOME Rochester properties are sold at prices that are affordable to low and moderate-income
homebuyers and that are in line with comparable values of similar neighborhood properties.
HOME Rochester houses carry a 15-year affordability period (homebuyers agree to live in their
houses for 15 years). This program requirement ensures that the investment made to rehabilitate
a HOME Rochester property results in affordable housing that is sustainable for at least 15 years.
This residency requirement also ensures these homes remain owner-occupied for at least 15
years which in turn helps with neighborhood stability.

Homebuyers must be able to qualify for a conventional, fixed rate mortgage and contribute a
minimum of $1,500 of their own money toward the purchase of the home. HOME Rochester
buyers are qualified, and eligible for down payment and closing cost assistance, through the City
of Rochester.

While Citizens Bank is an approved mortgage provider for HOME Rochester, GRHP has
experienced some challenges with Citizens’ ability to provide mortgages to buyers of homes that
include a development subsidy, likely due to underwriting challenges at the bank. GRCRC urges
Citizens to work with GRHP to overcome the underwriting challenges. Home buyers
participating in HOME Rochester and other GRHP programs need affordable mortgages with
fixed interest rates that can be guaranteed from initial prequalification through closing.

Federal Home Loan Bank

In its response to our request for its community reinvestment dollars, Citizens Bank noted that
the bank is not a member of the FHLB of NY but is a member of the FHLB of Boston; and that
during the exam period the bank did not receive a request from Rochester area organizations to
support an AHP application through the FHLB system. GRCRC urges Citizens to be more active
and reach out to Rochester area organizations to collaborate on such applications.

Consumer Financial Education

CCCS of Rochester aims to help individuals and families build financial wellness and peace of
mind through financial education and counseling. Each year, CCCS serves more than 12,000
residents in need of help with managing debt, improving their credit, increasing savings, and
managing money. Nearly 80% of its clients are considered low-to-moderate income (LMI)
according to HUD standards. Given the strong alignment of financial education and counseling
with the goals of financial institutions, CCCS encourages Citizens Bank to partner with non-
profit financial counseling organizations to uplift low-moderate income consumers who need to
build their credit. Additionally, CCCS believes that financial institutions, like Citizens Bank,
benefit tremendously from supporting financial education for youth, in particular, financial
education that leverages teachable moments (such as a first paycheck) to help youth establish
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crucial foundations. GRCRC asks Citizens to support these types of financial education
initiatives.

CONCLUSION

The massacre this past May of 10 Black people at a Tops Supermarket on Buffalo’s eastside, a
largely Black neighborhood in a segregated city, shows that white supremacy is alive and well in
this country. Like Buffalo and other communities across New York, economic disparities and
racial segregation in the Rochester community persist. Rochester is the 14" most segregated
metro area in the US.?* We have much work and introspection ahead of us to fully understand
how structural racism and economic inequality continue to divide our communities and
disproportionately harm Black and Brown communities, while ultimately harming us all.? Like
all financial institutions in this country, Citizens Bank is part of and has benefitted from these
systems.?¢

In addition to understanding structural racism and economic inequality and working to create
more equitable systems, it is critical that Citizens, and all financial institutions, focus
reinvestments on the reduction of greenhouse gas emissions and addressing the disparate impacts
of climate change on BIPOC and lower-income communities. The Intergovernmental Panel on
Climate Change concluded from a recent report that “unless there are immediate, rapid and
large-scale reductions in greenhouse gas emissions, limiting warming to close to 1.5°C or even
2°C will be beyond reach.”?

GRCRC urges Citizens to publicly commit to a specific dollar amount in verifiable CRA
commitments, while focusing more of its reinvestments on addressing these critical issues of our
time. We ask that Citizens increase the level of its grants to support organizations already in the
community working on racial and economic justice and climate change.

GRCRC is committed to fostering productive relationships with all financial institutions in the
belief that the goal of meeting the credit needs of communities harmed by structural racism and
economic inequality is compatible with safe, sound, and profitable lending practices. That is why
we have provided a variety of opportunities and strategies in this letter for Citizens to consider.

24 White-Black segregation. Appendix C. https://www.brookings.edu/wp-content/uploads/2022/05/A-2020-Census-
Portrait-of-America_s-Largest-Metro-Areas_-Populati.pdf

25 See Heather McGhee. 2021. The Sum of Us: What Racism Costs Everyone and How We Can Prosper
Together.

26 For more on how the financial system has benefitted from structural racism and other forms of oppression, see:
Take on Wall Street, “To What Extent Was Our Economy Designed to Be Fair?” at: https://isoureconomyfair.org/.
27 https://www.ipce.ch/2021/08/09/ar6-wg1-20210809-pr/.
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GRCRC members look forward to continuing to work with Citizens to find ways to invest in the
Rochester community that will have the most benefit on community members and businesses
that have historically been redlined and continue to be harmed.

Sincerely,

Ruhi Maker, Esq. Barbara van Kerkhove, Ph.D.
Researcher/Policy Analyst

CC:

Amy K Obenhofer, Citizens, amy.k.obenhofer@citizensbank.com
Bonita Irving, OCC, Bonita.lrving@occ.treas.gov
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Number of Loans

Table 9: Top 8 Banks Small Business Lending, 2020
Top 8 Depositories, Rochester, NY MSA

4822-2821-2682, v. 1

AFI BOA CNB Citizens Cmty Bk Five Star JPMC  KeyBank M&T Top 7 Top 8 OFI
Number of Loans Ranking
Rochester MSA Total 22,131 926 4,829 977 340 751 2,026 1,342 2,693 13,544 13,884 8,247
Rochester MSA in LMI CT 4,119 196 928 208 54 131 332 289 523 2,607 2,661 1,458
Loan Amt <= $100,000 19,178 854 4,023 912 256 575 1,909 1,035 1,938 11,246 11,502 7,676
Loan Amt <= $100,000 in LMI CT 3,456 175 750 191 37 97 307 199 353 2,072 2,109 1,347
Bus. w. GAR<$1M 7,409 482 542 720 84 408 1,040 540 1,161 4,893 4,977 2,432
Bus. w. GAR< $1 M in LMICT 1,310 104 97 156 8 65 171 97 207 897 905 405
Marketshare
BOA CNB Citizens Cmty Bk Five Star JPMC  KeyBank M&T Top 7 Top 8 OFI
Rochester MSA Total 4.2% 21.8% 4.4% 1.5% 3.4% 9.2% 6.1% 12.2% 61.2% 62.7% 37.3%
Rochester MSA in LMI CT 4.8% 22.5% 5.0% 1.3% 3.2% 8.1% 7.0% 12.7% 63.3% 64.6% 35.4%
Loan Amt <= $100,000 4.5% 21.0% 4.8% 1.3% 3.0% 10.0% 5.4% 10.1% 58.6% 60.0% 40.0%
Loan Amt <= $100,000 in LMICT 5.1% 21.7% 5.5% 1.1% 2.8% 8.9% 5.8% 10.2% 60.0% 61.0% 39.0%
Bus. w. GAR< $1M 6.5% 7.3% 9.7% " 1.1% 5.5% 14.0% 7.3% 15.7% 66.0% 67.2% 32.8%
Bus. w. GAR< $1 Min LMICT 7.9% 7.4% 11.9% 0.6% 5.0% 13.1% 7.4% 15.8% 68.5% 69.1% 30.9%
Percentage of Rochester MSA Loans In:
AFI BOA CNB Citizens Cmty Bk Five Star JPMC  KeyBank M&T Top 7 Top 8 OFI
Rochester MSA in LMI CT 18.6% 21.2% 19.2% 21.3% 15.9% 17.4% 16.4% 21.5% 19.4% 19.2% 19.2% 17.7%
Loan Amt <= $100,000 86.7% 92.2% 83.3% 93.3% 75.3% 76.6% 94.2% 77.1% 72.0% 83.0% 82.8% 93.1%
Loan Amt <= $100,000 in LMI CT 15.6% 18.9% 15.5% 19.5% 10.9% 12.9% 15.2% 14.8% 13.1% 15.3% 15.2% 16.3%
Bus. w. GAR< $1 M 33.5% 52.1% 11.2% 73.7% 24.7% 54.3% 51.3% 40.2% 43.1% 36.1% 35.8% 29.5%
Bus. w. GAR< $1 Min LMICT 5.9% 11.2% 2.0% 16.0% 2.4% 8.7% 8.4% 7.2% 7.7% 6.6% 6.5% 4.9%
Total Amount of Loans (Millions of Dollars)
AFI BOA CNB Citizens Cmty Bk Five Star JPMC  KeyBank M&T Top 7 Top 8 OFI
Dollar Volume of Lending Ranking
Rochester MSA Total $1,285.41 $40.16  $343.80 $37.42 $30.99 $71.48 $67.60 $122.29 $302.17 $984.91 $1,015.90 $269.51
Avg Loan Size (in thousands) $58.08 $43.37 $71.19 $38.30 $91.15 $95.17 $33.37 $91.12  $112.21 $72.727  $73.17 $32.68
Rochester MSA in LMI CT $279.95 $8.88 $77.13 $8.99 $7.72 $13.45 $13.42 $34.25 $68.46  $224.58  $232.29 $47.65
Loan Amt <= $100,000 $418.35 $17.10 $116.77 $20.79 $8.89 $18.48 $32.79 $31.20 $65.82 $302.94 $311.83  $106.52
Loan Amt <= $100,000 in LMI CT $78.90 $3.34 $23.24 $4.15 $1.38 $3.17 $6.14 $6.68 $12.27 $58.99 $60.37 $18.53
Bus. w.GAR<$1M $260.72 $12.33 $38.75 $20.48 $6.60 $24.31 $15.77 $20.73 $62.05 $194.41  $201.00 $59.71
Bus. w. GAR< $1 Min LMICT $49.85 $2.69 $6.38 $4.91 $.34 $4.22 $3.20 $4.48 $14.04 $39.91 $40.25 $9.60
Marketshare
BOA CNB Citizens Cmty Bk Five Star JPMC  KeyBank M&T Top 7 Top 8 OFI
Rochester MSA Total 3.1% 26.7% 2.9% 2.4% 5.6% 5.3% 9.5% 23.5% 76.6% 79.0% 21.0%
Rochester MSA in LMI CT 3.2% 27.6% 3.2% 2.8% 4.8% 4.8% 12.2% 24.5% 80.2% 83.0% 17.0%
Loan Amt <= $100,000 4.1% 27.9% 5.0% 2.1% 4.4% 7.8% 7.5% 15.7% 72.4% 74.5% 25.5%
Loan Amt <= $100,000 in LMI CT 4.2% 29.4% 5.3% 1.8% 4.0% 7.8% 8.5% 15.6% 74.8% 76.5% 23.5%
Bus.w.GAR< $1 M 4.7% 14.9% 7.9% 2.5% 9.3% 6.0% 8.0% 23.8% 74.6% 77.1% 22.9%
Bus. w. GAR< $1 Min LMICT 5.4% 12.8% 9.8% 0.7% 8.5% 6.4% 9.0% 28.2% 80.1% 80.7% 19.3%
Percentage of Rochester MSA Loans In:
AFI BOA CNB Citizens Cmty Bk Five Star JPMC  KeyBank M&T Top 7 Top 8 OFI
Rochester MSA in LMI CT 21.8% 22.1% 22.4% 24.0% 24.9% 18.8% 19.9% 28.0% 22.7% 22.8% 22.9% 17.7%
Loan Amt <= $100,000 32.5% 42.6% 34.0% 55.6% 28.7% 25.9% 48.5% 25.5% 21.8% 30.8% 30.7% 39.5%
Loan Amt <= $100,000 in LMI CT 6.1% 8.3% 6.8% 11.1% 4.5% 4.4% 9.1% 5.5% 4.1% 6.0% 5.9% 6.9%
Bus. w. GAR<$1 M 20.3% 30.7% 11.3% 54.7% 21.3% 34.0% 23.3% 17.0% 20.5% 19.7% 19.8% 22.2%
Bus. w. GAR< $1 Min LMICT 3.9% 6.7% 1.9% 13.1% 1.1% 5.9% 4.7% 3.7% 4.6% 4.1% 4.0% 3.6%
Notes: Lyons NB reported no loans, so included the next largest bank--Community Bank (Cmty Bk).
AFI: All Financial Institutions
OFI: Other Financial Institutions
Prepared by: Empire Justice Center, 585-454-4060
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RIS DA NS S Citizens

October 14, 2022

"

i

2811

Our Schenectady branch is closing.
Keep banking with us at our nearby branches.

Dear NN

We've enjoyed getting to know you at the Schenectady branch on 245 You can also find us at:
Broadway, Suite 4 in Schenectady, NY. We wanted to personally inform you
that we will be closing on Wednesday, January 11, 2023 at 12:00pm. We want Rotterdam
to make it as convenient as possible for you to continue to bank with us. So

£ - : 1725 Altamont Avenue
although the Schenectady branch won't be available, you can still;

Schenectady, NY. 12303

Bank Anytime 518-356-3100
ATM ONLINE MOBILE'

Our fellow Citizens are excited to meet you.

Until then, if there's anything we can do to help you become more
acquainted with our nearby branches just give us a call at 518-370-7070.

Please note: Any person wishing to comment on this proposed branch
closing may file comments with the Office of the Comptroller of the Currency
(OCC), Director for Large Bank Licensing, Office of the Comptroller of the
Currency, 400 7th Street SW, Mail Stop 10E-2, Washington, DC 20219.
Comments should be received by the proposed closing date, The OCC does
not have the authority to approve or prevent the branch closing.

Thank you for banking with us. We hope to see you before we close at
12:00pm on January 11, 2023,

Sincerely,

Ao At

Lisa McGraw
Director of Retail Banking, Senior Vice President
Citizens



( Office of the
Compitroller of the Currency

Licensing

February 14, 2023

Re: Branch Closing — Citizens Bank, National Association, Providence, Rhode Island
Schenectady Branch
CATS Control No: 2022-LB-BranchClosing-328963

We acknowledge receipt of your letter regarding closure of Citizens Bank, National
Association’s branch office located at 245 Broadway, Schenectady, New York 12305, The
bank's decision to close the branch office is a business decision that does not require the
approval of the OCC. However, we will consider your comments in connection with our next
Community Reinvestment Act (CBA) evaluation of the bank when we will review the effect of
the bank’s record of opening and closing offices. In addition, we will take the bank’s record of
performance under the CRA into account when we review applications by the bank to establish
or relocate branches or to merge with other banks.

We have sent a copy of vour letter to Mr. Matt Oliveiri, Citizens Bank, National Association,
Johnston, Johnston, Rhode Island 02919, Please pursue further inquiries directly with Mr.
Oliveiri and make sure to indicate the name of the branch in all correspondence.

We have forwarded copy of your letter to the OCC’s Community Affairs Department in
Washington, D.C. Community Affairs will advise you if we intend to convene a meeting with
community representatives to explore the feasibility of obtaining alternative financial service
facilities. If you have any questions, please contact Karen Bellesi, Director, Community
Development at karen.bellesif@loce treas. gov.

Sincerely,
Mahn H.. Fl:iul‘,ll::::"\.l:rudhluﬂnnﬁ
Fonseka Duaibie 2003 0F 15 85714

Eithily

Malin Fonseka
Secretary to the Director for Licensing

Ce: Mr. Juan Carter, Office of the Chairman, Office of the Chairman, JCA 150,
One Citizens Bank Way, Johnston, R1 02919

Official File



X% Citizens

January 30, 2023

Re: Branch Closing

| am writing to respond to the complaint our office received from the Office of the Comptroller
of the Currency (OCC). I understand you expressed concern with Citizens closing the
Schenectady branch.

Citizens regrets any inconvenience caused by our decision to consolidate and close the
Schenectady branch. Please note that a number of factors are reviewed prior to closing a branch
office. For example, Citizens may consider customer traffic patterns and how our customers
choose to pursue their banking needs. Some of these changes are difficult, but they are a
necessary part of our commitment to continue investing in our ability to meet the needs of our
customers.

In your letter to the OCC, you mention needing to travel to the State Street branch in Albany due
to your banking post’s closure. Please understand that should you wi sh to continue to bank with
Citizens. the branch listed below is much closer (approximately 2 miles) to your home address
than the Albany location.

Citizens Branch
Rotterdam

| 1725 Altamont Avenue
Schenectady, NY 12303
518-356-3100

Customers can also continue to bank with us by visiting www.citizensbank.com or by using our
Maobile Banking app. Phone support is also available 24 hours a day. seven days a week at 800-
922-9999,

Thank you for taking the time to express your concerns. Feedback such as yours provides us with
the opportunity to review our procedures, make changes where necessary and continually strive
for increased customer satisfaction.



Citizens appreciates your business and hopes that you will continue to bank with us at one of our
other nearby locations. We hope this letter has helped to remedy any concern you may have had
regarding this matter, and we appreciate the time you have taken to bring this issue to our
attention.

Should you have any further inquiries, please contact me directly at 401-464-7861 during my
office hours of Monday through Friday from 7:30 AM until 4:00 PM Eastern Standard Time
(EST).

Respectfully,

/) M
I|' I.
M{

Carter
OHice of the Chairman

CC: Office of the Comptroller of the Currency (OCC)
OCC Case Number: 03383746



NEW YORK

STATE OF
OPFPORTUNITY.

Consumer Complaint Case: BKC-2022-01468951

Department of
Financial Services

Date Submitted: 05/24/2022

Complaint Type

Is this related to COVID-19 or Civil
unrest?

No

Which product or service best describes
your complaint?

Banking/Non-Mortgage

Please select your Non-Mortgage related
itern

Bank Account

Are you a representative filling out this
form for someone else?

| authorize the entity or individual named
in this complaint to furnish to the
Department of Financial Services any

MNo

Yes

information related to this matter.

Who is the person with a complaint?
Name:

Address:

Business Name:

City/State/Zip:

Phone:

Fax:

Email:

Business Name

Who is the person or entity you are complaining about?

Citizens Bank, NA

First Name:

Last Mame:

Address 1.

Address 2:

City:

State:
Zip:

NY

Phone:

Email:

Who did you speak to/contact at the company?

Mame
Title

Customer Service (Tamika&Jansie)
Customer Service

What is the company's response to you?

Hung up once | asked what the State
regulating body is.

Page 1



NEWYORK | Department of

STATE OF

grromunme | Financial Services

Consumer Complaint Case: BKC-2022-01468951 Date Submitted: 05/24/2022

Was the product or service advertised? |Yes
Did you sign a contract? No

Complaint Details

If you lost money, how much money did
you lose?

What method did you use to pay?
Additional Information

Is a Court or Legal Action pending for this|No
matter?

Have you submitted this matter to No
another agency or attorney?

Are you a whistleblower? Mo

Is this complaint regarding Elder No
Financial Abuse?

Please enter the details of your complaint here

Citizens Bank had operated a community bank in Worcester NY for over 20 years.
They also had branches in nearby Cooperstown, Oneonta, Unadilla and Cobleskill.
Citizens has recently closed all of their local branches. The nearest branch office is
50 miles from town. There are no local ATMs. For anyone to get cash out of an
account either incurs a hefy ($7.95) charge from the private ATM at the
convenience store or a two hour drive.

Given that banking services...with automatic deposits and preauthorized
payments...are as sticky as the come. Changing banks is burdensome for all and
nearly impossible for many elderly and those technologically unsophisticated.
There are hundreds of former customers locally, and thousands regionally, with this
complaint.

Citizens attracted customers with appeals to supporting community and being good
neighbors...and left quietly in the night without easy and affordable access to their
customers own cash. THAT IS WRONG.

What do you think would be a fair resolution to your complaint?

Citizens should be compelled to reimburse customers ATM fees in their home
communities.

How were you referred to the Department|Interweb
of Financial Services?

‘Supporting Documentation

Page 2



> Citizens

June 21, 2022

RE: Checking Account Number ending in (Il

oear [

| am writing to respond to the complaint our office received from the New York Department of
Financial Services ("NYDFS") regarding your checking account number ending in |
understand you expressed concerns with the closure of multiple branches. Additionally, you
requested to have the foreign ATM fees waived.

During our initial telephone conversation on June 08, 2022, you expressed concerns with the
branches in your area being closed. You also advised that you receive a fee from Citizens and
the ATM that you use anytime you withdraw funds from the account and expressed how
dissatisfied you were with our decision to not add any ATMs or branch locations in your area.

Citizens regrets any inconvenience these changes to our service area may cause you. We
understand that the Rotterdam branch located on 1725 Altamont Ave Schenectady, NY 12303
is a further distance than you would like to travel, but it remains the closest available branch to
our customers in your area. We hope that you can continue to do much of your business with
us by visiting citizensbank.com or by using our Mobile Banking application.

As a onetime courtesy, we have rebated a total of eleven (11) foreign ATM fees on June 14,
2022, totaling $33.00.

Thank you for taking the time to express your concerns. Feedback such as yours provides us
with the opportunity to review our procedures, make changes where necessary and continually
strive for increased customer satisfaction.

At Citizens, we consistently strive for the highest standard in serving our customers' needs, from

providing accurate information to the prompt resolution of problems. We regret if in this instance
we failed to provide you with the level of service you expect and deserve from us.

Should you have any further inquiries, please contact me directly at 401-282-1443 during my
office hours of Monday through Friday from 8:30 A.M. until 5:00 P.M. Eastern Standard Time
(EST).

Respectfully,

V#Ju(ﬁ-. A o

’,
-

Leslie Defran
Office of the Chairman

CC: New York Department of Financial Services (NYDFS)
NYDFS Case Number: BKC-2022-01468951

OFFICEQF THE Y

g y
JCHAIRMANY

N
)

v

\4

Office of the Chairman

JCA150

One Citizens Bank Way
Johnston, RI 02918









> Citizens

April 14, 2022 Office of the Chairman
JCA150

One Citizens Bank Way

Johnston, Rl 02819

RE: Branch Closing

-~

Citizens wishes to thank you for sharing vour concerns about the Euclid East 200" Street branch
located at 365 East 200" Street in Euclid, OH, which we will be consolidating on May 11, 2022.

Citizens regrets any inconvenience our decision to consolidate this branch may cause. Please note
that a number of factors are reviewed prior to closing a branch. For example, Citizens may
consider customer traffic patterns and how our customers choose 1o pursue their banking needs.
Some of these changes are difficult, but they are a necessary part of our commitment to comtinue
investing in our ability to meet the needs of our customers.

You expressed some concern about the Euclid Lake Shore location. Please be assured that
Citizens takes our colleague and customer safety very seriously. We continuously assess the
needs of our branch locations and evolve as needed. That in mind. the Lake Shore location is still
the closest available for your convenience. Also provided is the next nearest branch your home

address:
i Nearest Citizens Branch Next Nearest Citizens Branch
Euclid Lake Shore Eastlake 337th St
23300 Lake Shore Boulevard 33700 Vine St
Euclid, OH 44123 Eastlake, OH 44095
| (216) 289-5200 : (440) 953-0387

Please be assured customers can continue to bank with us by visiting citizensbank.com or by
using our Mobile Banking app. Phone support is also available at { B(0) 922-9999,

Thank you for taking the time to express your concerns. Feedback such as vours provides us with
the opportunity to review our procedures, make chan ges where necessary and continually strive
for increased customer satisfaction,

Citizens appreciates your business and hopes that you will continue to bank with us at one of
other nearby locations. We hope this letter has helped to remed Y any concern vou may have had
regarding this matter, and we appreciate the time vou have taken to brin 2 this issue to our
attention. Should you have any further inquiries, please contact me directly (401) 464-7865.
during my office hours of Monday through Friday from 8:00 AM until 5:00 PM Eastern Siandard
Time (EST).
o '\_l
v OFFICEOFTHE ¥,
Y CHAIRMAN Y
b L Member FDIC



Respectfully,

M}MQL%QLJ;&QL 4 1— {é/
Melissa Griffith
Office of the Chairman

Member FDIC



Greetings:

I am writing on behalf of who contacted this office regarding the closure of several
Citizens Banks in the Oneonta area.

has her home equity loan with Citizens and is charged a fee of SXXXX because there
is no Citizens branch locally.

would like to waive all monthly fees in the future.

She states that the loan is under-

Whatever assistance you can provide, is greatly appreciated.

Best regards,




>« Citizens

Office of the Chairman
JCA150

Cna Cilizans Bank Way
Johnston, RI 02919

January 27, 2022

Re: Branch Closure
Checking account number-
Home Equity Line of Credi

Citizens wishes to thank you for sharing your dissatisfaction regarding the closures of the Citizens
branches located in Worcester (November 02, 2021) and the Unadilla, New ¥ ember 04, 2021)
Due to the branch closures, you claim your checking account number endingmfas assessed a
Manthly Maintenance Fees in the amount of $9.99 as you are unable to make a monthly deposi
Additionally, you claim a payment was not credited to your Home Equity Line of Credit ending i

Citizens regrets any inconvenience our decision to consolidate these branches may have caused you.
Please note that a number of factors are reviewed prior to closing a branch office. For example, we may
consider customer traffic patterns and how our customers choose to pursue their banking needs.

Some of these changes are difficult, but they are a necessary part of our commitment to continue
investing in our ability to meet the needs of our customers.

Although not in close proximity to your home address, listed below are two (2) branch options to aide in
conducting your financial needs:

Branch #1 Branch #2
Rotterdam Branch Binghamton West 1
1725 Altamont Avenue 247 Main Street
Schenectady, NY 12303 Binghamton, NY 13905

In addition to our branch locations, Citizens offers customers the ability to do their banking online with us
by visiting www.citizensbank.com or by using our Mobile Banking application which includes the ability to
remotely deposit checks. Citizens offers online bill payment as well as Zelle to move money electronically.
As always, telephone support is also available 24 hours a day, seven days a week at 800-922-9999,

QOur records indicate checking account number ending in-s a One Deposit Checking Account which
was assessed a Monthly Maintenance Fee “MMF" of $9.99 on December 10, 2021, The monthly
maintenance fee is waived when at least one (1) deposit is posted by the end of the statement period.

Enclosed is a copy of the Personal Account Fees and Features Guide for the One Deposit Checking
Account in which highlights the monthly maintenance fee of $9.99 for your review.

Although the fee was not the resuit of a Citizens error, in the interest of good customer relations, |
provided a courtesy rebate in the amount of $9.99 to your checking account number ending i o»
January 12, 2022.



During our telephone call on January 04 , 2022, you stated you made a payment in the amount of
$2,000.00 from another financial institution to your Home Equity Line of Credit “HELOC" ending in

on December 28, 2021 which you claim was not applied to the loan. In review of your HELOC, payments
in the amount of $2,000.00 each were applied to your HELOC on January 06, 2022 and January 12,

2022. If either payment is not the one in question, please contact our Customer Service Department at
800-922-9999 for assistance or you may contact me directly.

Citizens appreciates your business and hopes that you will continue to bank with us at one of our other
locations. Feedback such as yours provides us with the opportunity to review our procedures, make
changes where necessary and continually strive for increased customer satisfaction.

Should you have any further inquiries, please contact me directly at 401-464-3728 during my office
hours of Monday through Friday from 9:00 AM until 4:30 PM Eastern Standard Time (EST).

Respectfully,

ieee \oe @)
Grace . Loras

Office of the Chairman

Enclosure

Checking

Who is eligible!  Individual at least 17 years of age or 16 yoars of age with a parent or legal guardian
Monthl;
y 2 $999

maintenance fee

Minimum opening
deposit Any Amount

How to avoid
monthly

maintenance fee  Upon request, the bank will waive the manthly foe for (1) One Depasit Checking

When Deposits
are Posted to
your Account

Debit/ATM card  es

Interest

Statement

deliv
ng:cl:'u:zﬂ';g

Overdraft
Choices®

One Deposit Checking from Citizens Bank®

The Manthly Maintenance Fee will be waived if at least 1 deposit is posted to your account before the end of your
statement period. To find your next statement period, refer to your most recent statement

are under 18 based

on the date of birth an file. Personal accounts only, Waiver does nat apply e busin

‘When deposits are posted to your account depends on haw the deposit is made, Deposits and transfers r
business day at a branch, deposits by 10:00 PM local tme atan ATM, depasits by 10:00 PM Eastern Time the
Mobile Deposit, transfers by 7:30 PM Eastern Time at an ATM, or transfers by 11:30 PM Eastern Time in Online
Banking or Telephane Banking, are posted to your account the same business day. Depesits and transfers made after
these times, ar on a weekend or haliday, are posted to your account the neat business day. External transfers to your
account, such as a direct deposit or wire transfer, are posted to your account the day the deposit is received. Depe
made by mail are posted on the day we ra

How depasits are posted to your account is n they are available to you; for infarmation on our Funds

Availability Policy, please see your Personal Deposit Account Agreement

Daocs not apply

Paperless eStatement (requires Online Banking) No Charge
Paper Statement $2 Per manth
Paper Statement with check images %3 Per month

If you elect ta receive paper statements, you can combine multiple accounts to receive a single combined statement

cach month, which may avoid multiple statement fees.

* You can combine cheeking (including check images), savings (except Passbook aceounts), money market, and
Certificates of Deposit (CDs, IRA €Ds, SEP CDs, and Coverdell ESA). Combined statements are not available for
Paperless eStatements through Online Banking.

You can set up an Overdraft Plan from a Savings account or Line of Credit to help prevent averdrafts, an
how you want ATM and debit card transactions that overdraw your account to be handied by the bank’s Debii
Overdraft Coverage. Please refer to the complete Overdraft Chaices section in this guide for further inform,




