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UmpquaBank.com     Member FDIC     Equal Housing Lender      NMLS 401867

Phoenix Store Recovery
Frequently Asked Questions

On Sept 8th, 2020 we lost our Phoenix store due to the Almeda wildfire 
in Southern Oregon. At Umpqua Bank, we want to ensure you know the 
assets you held with us are safe and we will protect them until you are 
ready to either retrieve them or transfer them to a new safe deposit box.
 

Safe Deposit Boxes
Did my safe box survive?
All safe boxes were recovered from the Phoenix vault. The boxes have been secured and are ready 
for customers to claim their contents at the Ashland location. It is unknown the damage to contents 
of individual boxes.

How do I access my safe deposit box?
Access to safe deposit boxes will be on an appointment only basis beginning September 24, 2020.

  •  Owners will be authenticated by verification of identification or bank account information

  •   Polyseal bags will be available for transporting contents

How do I get an appointment?
Appointments are available by visiting our website or calling us at 866-486-7782.

How long will the appointment process be?
Umpqua Bank is offering 30-minute appointments to ensure sufficient time for customer 
authentication, a locksmith to access the box (if needed), and the customer to review the contents.

What if I have lost my key? 
You can still access your box. A locksmith will be onsite to drill the box if needed.  

Will there be a fee if I lost my key? 
Drilling fees to access your safe deposit box will be waived.

What if my contents are destroyed or significantly damaged?
Check with your insurance provider. You may have coverage through your personal insurance.
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What if my contents are smoke damaged?
  •   ServiceMaster Restore of Medford 541-200-0928

  •   SERVPRO of Medford/Ashland 541-773-3740

What if I am unable to come to Ashland due to relocation or health reasons?
Umpqua Bank will make every effort to contact each owner and reconnect you with the contents of your 
box. Until this is achieved, we will continue to securely store your contents. If you’re unable to visit the 
Ashland location, we are preparing an option to enable us to ship the contents to you, upon your approval. 

More information will be available in the coming weeks.

Can a member of my family claim the contents of my box?
Only owners may access the safe deposit box. 

Can my agent claim the contents of my box?
Only owners may access the box. 

Can my contents be delivered to me?
We highly encourage you to claim your contents in person to ensure contents are not compromised 
during transit.  

Will I be charged a fee to have the contents mailed to me?
More information will be available in the coming weeks.

I am currently displaced; can the bank hold my box?
Once a date is determined contents will be securely moved to a temporary location and held until you 
are able to claim the contents.  You will receive notification prior to the move.

Can I get a new safe deposit box?
Safe Boxes are available at many of our locations. If you wish to open a new safe deposit box, the fee 
will be waived for one year (same size or smaller box). You will be required to go to the new location to 
complete a Safe Box Contract to establish your new box. 

Will I be charged a fee for a new safe deposit box?
For the same size or smaller box, the fee will be waived for 1 year. For a larger box, a discount will be 
applied for the first year. Box sizes are subject to availability.

Can the bank transfer my contents to a new Safe Deposit Box on my behalf?
No. A new safe deposit box requires your presence to complete the transaction. Call for an appointment.
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Disaster Assistance
Umpqua Bank Disaster Relief Loan Program: Quick access to cash as needed,  

as well as to help you recover financially.

FEMA Disaster Aid: Available to individuals in an area declared a disaster.

  •   https://www.disasterassistance.gov 

  •   Download the FEMA mobile app

  •   Call 1-800-621-FEMA (3362)

Where can I learn more about Oregon Assistance Programs?
Contact 2-1-1 where a live operator can answer more questions

See the following pages for more information.
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R
B

K
20

.3
58

67
-P

ho
en

ix
 S

to
re

 F
ir

e 
C

us
to

m
er

 F
A

Q

UmpquaBank.com     Member FDIC     Equal Housing Lender      NMLS 401867

Umpqua Bank 
Disaster Relief Loans
Available to Communities in Need
Last updated September 11, 2020

The wildfires that have broken out throughout our footprint have caused incredible damage, upending 
lives and forcing thousands to evacuate—and the danger is far from over. Our hearts go out to everyone 
affected by the fires, and we’re dedicated to helping our communities recover however we can.

Disaster Relief Loans 
We’ve created an emergency personal loan program for customers in the affected areas who have 
been financially impacted by the fires. Qualifying customers can apply for a Disaster Relief Loan of 
up to $10,000 at a reduced interest rate (subject to credit approval). We hope this can help you with 
short-term repair expenses, a major purchase or whatever you need to get by 

Disaster Relief Loans are currently offered at the following stores:
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Oregon
Ashland
Central Point       
Garden Valley
Jacksonville
Medford Main
Medford McAndrews
Newport
 

Roseburg
Salem Main
Salem – Candalaria
Springfield – Mohawk
Sutherlin
Sweet Home
West Roseburg

Washington
Brewster
Waterville
Coulee City

California
Vacaville
Windsor
West Petaluma
Napa-Soscol
Napa-Browns Valley
Napa-Bel Aire
St. Helena
Marysville

The list is subject to change as the situation develops.

For more information about Umpqua Bank Disaster Relief Loans, please contact any of the stores on 
this list or call (866) 790-2121 and choose Option 1 to apply for a Disaster Relief Loan.

Umpqua store participation is based on proximity to natural disaster areas, as determined by state 
and county officials. Loan approvals are subject to the bank’s minimum credit requirements. Store 
participation is subject to change depending on disaster location. This offer is available to customers 
in affected areas with an Umpqua Bank checking or savings account. Customers living or working in 
disaster areas who have been economically impacted by natural disaster are eligible to apply.

Help for Homeowners
If your home has been damaged or destroyed by wildfires, or if wildfires have affected your ability 
to pay your mortgage, we may be able to help. Visit our Help Center to learn more about disaster 
forbearance, mortgage insurance, and other relief programs available to homeowners who have 
been affected by natural disasters.

https://www.umpquabank.com/help-center/disaster-recovery-assistance/
https://www.umpquabank.com/help-center/disaster-recovery-assistance/


RESOURCES: EMERGENCY ASSISTANCE 

DO YOU NEED HELP PAYING RENT? 

The Legislature allocated $8.4 million in March and an additional $35 million in May to help individuals who are 
struggling to pay rent due to the financial impact of COVID-19. Additional funds were made available by the Federal 
CARES Act. Funds are distributed by local community action partners (CAP). You can learn more about eligibility and 
accessing these programs by calling 211 or visiting the following website to find the nearest CAP near you: 
www.caporegon.org/find-services/ 

A list of participating CAPs can be found on the second page. You may be protected from eviction under legislation 
passed by the Oregon Legislature. An eviction moratorium is in effect until September 30th, 2020. Please call 2-1-1 for 
more information.  

DO YOU NEED HELP PAYING UTILITIES? 

Your local community action agency (CAP) may be able to help with state and federal resources. Please see: 
www.caporegon.org/find-services/ 

Many utility companies are waiving late fees, suspending disconnections, and making payment plans available to those 
in need due to COVID-19. Please see here for information about what your specific gas, electricity,  internet, or 
telephone company may offer: https://www.oregon.gov/puc/Documents/OregonEnergyAssistance.pdf 

DO YOU NEED HELP PAYING YOUR MORTGAGE? 

The Oregon Legislature recently released $30 million in mortgage assistance. These funds are not yet available but will 
be accessible by mid-August. If you need or anticipate needing mortgage assistance, please sign up for the Oregon 
Housing and Community Services (OHCS) list serve for news about the program. You can sign up for news releases by 
visiting the OHCS webpage at https://www.oregon.gov/ohcs/about-us/Pages/news-updates.aspx and clicking “Sign up

for E-News”. You can also contact OHCS at (503) 986-2000. 

If you need additional assistance, please contact your lender if you have not already. State and Federal laws require 
assistance when unable to pay due to COVID-19. You may be eligible for foreclosure protection through September 30th 
under recent legislation passed by the Oregon Legislature. 

NEED ADDITIONAL ASSISTANCE? 

Dial 2-1-1 for additional information about COVID-19 test sites, eviction and foreclosure prevention information, how to 
access free food services, and more. 

OREGON EMERGENCY COVID-19 RELIEF PROGRAM 

HTTP://EMERGENCYCHECKS.OREGON.GOV 

http://www.caporegon.org/find-services/
http://www.caporegon.org/find-services/
http://www.caporegon.org/find-services/
http://www.caporegon.org/find-services/
https://www.oregon.gov/puc/Documents/OregonEnergyAssistance.pdf
https://www.oregon.gov/puc/Documents/OregonEnergyAssistance.pdf
https://www.oregon.gov/ohcs/about-us/Pages/news-updates.aspx
https://www.oregon.gov/ohcs/about-us/Pages/news-updates.aspx
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