
 
 

Systems Update and FAQs 
 

New Peoples Bank is working diligently to address and investigate a recent incident that resulted in an 
interruption to the operability of our computer systems. We are working to restore impacted computer 
systems as quickly and safely as possible, and we continue to make progress. 
 
We have been a trusted partner to our customers for more than 20 years, and we will continue to be 
guided by the Golden Rule of providing responsive, high quality service. This incident will not change our 
commitment to our customers, and we will strive to make things right. We are proud to be a well- 
capitalized and FDIC insured bank.  
 
Thank you for your patience and understanding, and we will continue to share periodic updates as we 
have more information to share. 
 

1. When will the systems be back up and running again?  
Our teams are working around the clock to restore our systems quickly and safely. Third-party 
experts have been retained to assist us in safely restoring our operations. While we cannot provide a 
definitive timeline on full restoration at this point, we are continuing to make progress. We appreciate 
your patience and understanding as we work through this incident, and we sincerely apologize for any 
inconvenience this may have caused you.  

 
2. What type of “limited transactions” can I make at the drive-throughs? 
Our drive-thru windows are open and available for certain transactions, such as withdrawing funds, 
making deposits, cashing checks and making loan payments.  
 
3. Am I able to transfer funds? 
Unfortunately, we are unable to transfer funds at this time. We are working diligently to address the 
situation, and third-party experts have been retained to aid in our response to this issue. 

 
4. Is my money safe?  
Yes. Your money is safe. Ensuring the security of our customers’ accounts remains top priority for us. 

 
5. Can I withdraw money from my account? 
Yes. You have access to your funds via your debit cards. All of our ATMs are open and in service. 
 
6. Can I withdraw money from your ATMs? 
Yes. All of our ATMs are open and in service. 
 
7. Can I process a transaction inside a branch? 
Currently, only our drive-thru windows are open and available for certain transactions. We will 
continue to provide updates.  
 
8. Can I make a deposit? 
Yes, we can accept both check and cash deposits at drive-thru locations at all of our branches. 

 
9. Can I still make a direct deposit to my account?  
Yes, you can continue to make direct deposits to your accounts as per usual. Your direct deposit will 
post to your account once systems are back up and running.  

 
10. When will I see the direct deposit posted to my account? 
Your direct deposit will be posted to your account once our systems are back up and running.  

 



 
 

11. Why aren't you answering your phones? 
Progress is being made, and our phone services are now available at the majority of our branches 
(with the exception of our Big Stone Gap, Haysi, Clintwood, and Grundy locations).  
 
Please use your local branch number to reach a banker. You can find your local branch number here: 
https://www.newpeoples.bank/Locations. As we are expecting a higher than normal call volume, we 
thank you for your patience as our branch teams work diligently to respond to customer questions. 
We are working on getting the rest of the branch phone lines up as soon as possible. 
 
12. I have other questions – where can I get a response? 
We are working to restore full operations across all of our locations. At this time, should you have a 
question, you can call your local branch or send it to us in a direct message. We are investigating this 
incident with the support of third-party technical experts. That investigation is ongoing.  
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13. Will we be charged any overdraft or late fees incurred during this outage? 
No. New Peoples Bank is striving to resolve this incident and continue to do right by our customers. 
We will not charge customers any overdraft or late fees that occur as a result of this incident. 
 
14. Can I access my safe deposit box? 
Yes – while we are currently only offering service at our drive-thru locations, we are happy to support 
you in accessing your safe deposit box at any branch as long as you call that specific branch ahead 
of time. 
 
15. Can I make loan payments? 
Yes, we are able to take loan payments at this time. 
 
16. Why can’t I access my balance? 
We are currently working with third-party technical experts to restore user access to their balances as 
quickly as possible. While we cannot provide a definitive timeline on full restoration at this point, we 
are continuing to make progress. We are sorry for any inconvenience and appreciate your patience 
while we continue to work diligently to address this matter. 

 
17. How often will you be providing updates?  
We will be providing periodic updates to this FAQ webpage as we have new information to share.  
 
18. I hear your phones are back up, but why can’t I call my branch? 
Progress is being made, and our phone services are now available at the majority of our branches 
(with the exception of our Big Stone Gap, Haysi, Clintwood and Grundy locations). We are working 
diligently to restore phone services at all of our branches.  

 
19. Will my debit card work? 
Yes – you should be able to use your card as usual. If you have any difficulties in using your card, 
please call our 24/7 debit card support line at 844-368-2184. We apologize for any inconvenience this 
may have caused you. 
 
20. When will online banking be available?  
Our teams are working around the clock to restore our systems quickly and safely, including online 
banking services. Third-party experts have been retained to assist us in safely restoring our 
operations. While we cannot provide a definitive timeline on full restoration at this point, we are 
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continuing to make progress. We appreciate your patience and understanding as we work through 
this incident, and we sincerely apologize for any inconvenience this may have caused you. 

 
21. When will the branches be open? 
Our branches are available to serve you at our drive-thru windows for limited transactions. We will 
continue to keep our customers updates on additional branch services as they become available. To 
best assist customers impacted by this incident, our branches will be open on Saturday June 18 from 
9 a.m. through 1 p.m. Eastern Time.  

 
22. Can I pay my bills online? 
At this time, bill pay is unavailable but we are working around the clock to restore this functionality, 
and other impacted services, as quickly as possible. We will continue to keep you updated.  

 


