November 3, 2009

Maria Eskandanian
Branch Manager
Heritage Oaks Bank
1255 Las Tablas Ste. 101
Templeton Ca 93465

Subject: Claudia Villalobos, Financial Services Representative

Dear Ms. Eskandanian,

Today | had an unexpected, wonderful experience opening a new account in your bank.

Although | work across the street at Twin Cities Community Hospital, | had not made the decision
to fransfer my banking to your offices despite their convenient location. My husband and | are
long-term residents of Templeton and have been very loyal through the years to one of your
competitors due to their exceptional customer service.

| walked in to your offices today with the intention of "just checking it out” and moving through to
purchase lunch at the new eatery next to you.

Despite my intentions, your Financial Services Representative, Claudia Villalobos, made eye
contact with me and made it clear in words backed up with a warm welcoming smile that she
“had time for me right now”. She backed up her promise with actions. | left with a new account
opened stress free! You have a secret weapon and a customer service treasure.

| look forward to having Ms. Villalobos teach me a few new things about banking services and

have comfort in knowing that | made a good decision by walking through your door.

Sincerely,

Cln, e Lovsitni

Eloise Rendon
cc: Linda Roman/VP/Regional

Larry Ward/CEO
Ron Oliveria/COO





