
1/14/2020

1

IN 2011, THE US CONGRESS CREATED THE CONSUMER 

FINANCIAL PROTECTION BUREAU (CFPB) TO 

“PROVIDE A LEVEL FINANCIAL-SERVICES 

PLAYING FIELD” FOR CONSUMERS; 

BUT TO DATE, THE COMPANY-CENTRIC 

CFPB COMPLAINT PROCESS HAS 

UNEQUIVOCALLY BEEN THE 

“GREATEST CONSUMER 

COMPLAINT/CONSUMER 

PROTECTION FRAUD” 

EVER PERPURTRATED 

AMERICAN CONSUMERS.
1

"THE COMPANY" ALWAYS WIN! 

THE CFPB WAS CREATED BY THE 2010 DODD-FRANK WALL STREET REFORM AND CONSUMER 

PROTECTION ACT TO PROVIDE CONSUMERS WITH A FAIR AND OBJECTIVE FININCAL 

PROCESS THAT WOULD ENSURE THAT THEY WERE TREATED FAIRLY IN COMPLEX, 

FINANCIALLY-ORIENTED TRANSACTIONS WITH BANKS, FINANCIAL SERVICES

COMPANIES, AND OTHER FINANCIAL INSTITUTIONS. BETWEEN 2011 AND 2019, 

CFPB RECEIVED, REVIEWED, AND SENT  TO “THE COMPANY”, MORE THAN  

ONE MILLION  CONSUMER COMPLAINTS; WHERE MANY, IF  NOT MOST,  

WERE IMPROPERLY ADJUDICATED IN FAVOR OF “THE COMPANY”, 

AND THEN CLOSED BY CFPB WITHOUT RECOURSE WITH CFPB’S

“KISS OF DEATH” APPROVAL OF THE COMPANY RESPONSES. 

THIS “KISS OF DEATH” APPROVAL ENSURES THAT THE 

CONSUMER COMPLAINT CAN NEVER BE REFILIED WITH

CFPB OR ANY OTHER FEDERAL OR STATE CONSUMER

COMPLAINT AGENCY.*

2
"THE COMPANY" ALWAYS WIN! 

THE COMPANY-CENTRIC DESIGN OF THE CONSUMER FINANCIAL PROTECTION 

BUREAU (CFPB) COMPLAINT PROCESS, PROTECTS “THE COMPANY” RATHER THAN 

"THE  CONSUMER”!

* A archived-record of CFPB’s “Kiss of Death Approval” of the company response is stored in the “All-Seeing, 

All-Knowing Company Portal, and is used to disallow all future complaints regardless of the discovery of new 

evidence by the consumer. This archived CFPB “Kiss of Death Approval” of “The Company” response is also 

used to reject the same or identical consumer complaints filed with other federal or state consumer complaint 

agencies, and can be used as evidence in criminal or civil court proceedings. 
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CFPB RELINQUISHES ITS RESPONSIBILITIES AS DEFINED UNDER THE DODD-

FRANK ACT, AND ALLOWS “THE COMPANY” TO ASSUME ROLES OF JUDGE, 

JURY, AND APPELLATE FOR CONSUMER COMPLAINTS FILED VIA THE 

CFPB  COMPLAINT PROCESS. PREDICTABLY, “THE COMPANY” WINS 

MORE THAN EIGHTY PERCENT OF ALL CFPB COMPLAINTS. PRIOR 

TO APRIL 2017,  THE CFPB COMPLAINT PROCESS ALLOWED 

CONSUMERS TO APPEAL “THE COMPANY” RESPONSE IF 

THEY DID NOT AGREE WITH IT; HOWEVER, THE APPEAL 

OPTION WAS DISCONTINUED AS OF MAY 1, 2017,  NOW 

ALL CLOSED RESPONSES FROM “THE COMPANY” 

ARE FINAL*; AND FOR ALL INTENTIONAL 

PURPOSES, CANNOT BE RE-FILLED, 

IN EITHER FEDERAL OR STATE

CONSUMER COMPLAINT 

AGENCIES.

3
"THE COMPANY" ALWAYS WIN! 

THE COMPANY-CENTRIC DESIGN OF THE CONSUMER FINANCIAL PROTECTION 

BUREAU (CFPB) COMPLAINT PROCESS, PROTECTS “THE COMPANY” RATHER THAN 

"THE  CONSUMER”!

* Civil litigation and class action attorneys or reluctant to accept financial services related cases that have been “tainted” with 

the CFPB’s “Kiss of Death Approval” of the company response.

“THE COMPANY ALWAYS WINS” CFPB COMPLAINTS FILED AGAINST IT BY CONSUMERS, 
BECAUSE IT CONTROLS THE COMPLETE CFPB COMPLAINT ADJUDICATION PROCESS, 
INCLUDING REVIEWING, ARBITRATING, AND CLOSING CONSUMER COMPLAINTS 
WITHOUT PUBLICLY-SHARING ITS LEGAL, MORAL, OR ETHICAL JUSTIFICATION 
FOR ITS RULINGS; AND EQUALLY-APPALLING, THE CFPB FOIA OFFICE FOUND 
NO DOCUMENTED  CFPB REVIEWS (OR DISPUTES) OF:
❑ CONSUMER COMPLAINTS SUBMITTED TO CFPB.
❑ THE COMPANY’S UNILATERAL, COMPLAINT ADJUTICATION PROCESS.
❑ THE COMPANY’S “WIZARD OF OZ” TYPE RESPONSE TO CONSUMERS.
❑ THE COMPANY’S COMPLAINT-CLOSING RESPONSE SENT TO CFPB.
INDEFENSIBLY: IN APRIL 2017, CFPB DISCONTINUED IT’S “SHAM”
COMPLAINT DISPUTE PROCESS*, AND REPLACED IT WITH, AN 
EVEN MORE IRRELEVANT, NONSENSICAL PROCESS, REFERRED 
TO AS “THE CONSUMER FEEDBACK PROCESS”; THAT IS 
INTENDED TO DECEIVE THE AMERICAN CONSUMERS 
INTO BELIEVING THAT “CFPB IS ON THEIR SIDE”, 
WHEN IN ACTUALITY, CFPB PLAYED NO ROLE IN THE
THE COMPLAINT ADJUDICATION PROCESS.

4
"THE COMPANY" ALWAYS WIN! 

* CFPB deceived (lied too) 140,150 consumers, promising that it would “investigate their disputed complaints”; 

however the CFPB Complaint database shows that no formal investigations were ever conducted.

THE COMPANY-CENTRIC DESIGN OF THE CONSUMER FINANCIAL PROTECTION BUREAU (CFPB) 

COMPLAINT PROCESS, PROTECTS “THE COMPANY” RATHER THAN "THE  CONSUMER”!
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BOTH THE CFPB COMPLAINT PROCESS, AND ITS TIGHTLY-COUPLED CFPB COMPLAINT 

DATABASE, ARE CURRENTLY SUPPORTED BY ONE PRE-EMINENT CUSTOMER RELATIONSHIP 

MANAGEMENT (CRM) VENDOR, AND THEORITICALLY,

THIS VENDOR’S INDUSTRY-LEADING, CLOUD-BASED CRM  PLATFORMS AND 

METHODOLOGIES, ALLOWS THEM TO MANAGE BOTH SIDES  OF THE CONSUMER  

COMPLAINT PROCESS. THE END RESULTS OF THIS INCESTIOUS-TYPE RELATIONSHIP IS THIS 

VENDOR’S  PRIMARY MOTIVATIONS

ARE TO: 

❑ SELL CLOUD CRM PRODUCTS TO FINANCIAL SERVICES COMPANIES. 

❑ PROVIDE TURNKEY, END-TO-END  CONSUMER COMPLAINT 

TRACKING APPLICATIONS TO THE CFPB; INCLUDING THE 

COMPANY PORTAL, THE CONSUMER PORTAL, AND THE 

CFPB COMPLAINT DATABASE.

AS THIS IMPLIES, THIS VENDOR WITH NO ALIGIENCE TO

THE CONSUMER, CONTROLS THE 

COMPLETE  CFPB  CONSUMER COMPLAINT PROCESS;  

AND, GIVEN THE CHOICE BETWEEN A

BETWEEN A “CONSUMER-CENTRIC DESIGN”, AND A 

“COMPANY-CENTRIC DESIGN”; IT IS 

UNDER-STANDABLE WHY THE CURRENT 

COMPANY-CENTRIC COMPLAINT 

PROCESS DOES NOT WORK. 

5
"THE COMPANY" ALWAYS WIN! 

THE COMPANY-CENTRIC DESIGN OF THE CONSUMER FINANCIAL PROTECTION BUREAU (CFPB) 

COMPLAINT PROCESS, PROTECTS “THE COMPANY” RATHER THAN "THE  CONSUMER”!

FATAL FLAW IN THE CFPB COMPLAINT PROCESS: “ABSENCE OF A STRUCTURED DATABASE 

BASED UPON CFPB COMPLAINT PROCESS DATA MODEL.”

THE POOR, AMATEURISH, OR PURPOSELY- DECEITFUL, DESIGN OF THE CFPB COMPLAINT DATABASE 
RENDERS IT AS  VIRTUALLY-WORTHLESS AS THE UNDERPINNING OF THE CFPB COMPLAINT PROCESS; 
BECAUSE IT IS MISSING CRITICALLY-IMPORTANT DATA FIELDS 
THAT WOULD  DRAMATICALLY-IMPROVE AND/OR FACILITATE THE ANALYTICAL 
CAPABILITIES OF THE CFPB  COMPLAINT PROCESS. CRITICALLY-IMPORTANT
MISSING DATA FIELDS INCLUDE: DATE OF COMPLAINT INCIDENT, NAME OF 

THE OFFENDING BUSINESS UNIT*, DEMOGRAPHICS OF CONSUMER FILING 
COMPLAINT, DATE CFPB REVIEWED COMPLAINT, DATE CLOSED RESPONSE  
RECEIVED FROM “THE COMPANY”, REFERRING AGENCY, AND  FINAL 
DISPOSITION OF COMPLAINT. VIRTUALLY ALL OF  THE PREVIOUSLY-
IDENTIFIED MISSING AND/OR ILL-DEFINED DATABASE FIELDS, 
MAKES IT MORE DIFFICULT; AND, IN “MOST” INSTANCES, 
IMPOSSIBLE FOR USERS TO  USE BASIC ANALYTICAL TOOLS 
TO  ANALYZE AND QUANTIFY THE PERFORMANCE, EFFICIENCY, 
AND  EFFECTIVES OF  THE  CFPB COMPLAINT PROCESS.  A 
WELL-DESIGNED, WELL-ARCHITECTED DATABASE CAN 
IDENTIFY AND ISOLATE LETHAL PROCESS FLAWS 
IN APPLICATIONS SUCH AS “THE CFPB COMPLAINT 
PROCESS”. OIC, FFIEC, GSA, AND/OR DOJ SHOULD BE 
REQUESTED TO CONDUCT  FORMAL INQUIRIES INTO 
CFPB TECHNICAL SPECIFICATIONS CONTAINED IN 
RFIs AND/OR RFPs (OR LACK  THEREOF) FOR 
THE CFPB DATABASE. 

6
"THE COMPANY" ALWAYS WIN! 

THE COMPANY-CENTRIC DESIGN OF THE CONSUMER FINANCIAL PROTECTION 

BUREAU (CFPB) COMPLAINT PROCESS, PROTECTS “THE COMPANY” RATHER THAN 

"THE  CONSUMER”!
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"THE COMPANY" ALWAYS WIN! 7

WHEN “THE GREAT AND POWERFUL COMPANY 

ARBITRATOR” RENDERS ITS DECISIONS:  “THE 

COMPANY” WINS 85% TO 90% OF THE 

COMPLAINTS, AND THERE IS NO CFPB REVIEW 

OR DISPUTE OF ITS ADJUDICATION.

BETWEEN 2011 AND 2017, MORE THAN ONE 

MILLION CFPB CONSUMER COMPLAINTS 

WERE SENT TO “THE COMPANY” VIA EMERALD 

CITY’S  “YELLOW-BRICK ROAD”.

“THE GREAT AND POWERFUL WIZARD OF OZ” CARICATURE
CFPB COMPLAINT PROCESS ”COMPANY-CENTRIC” DESIGN: IS THE PERSONIFICATION OF A WIZARD OF OZ TYPE 

ADUJUDICATION PROCESS; AND THE INSIDIOUS, “ALL-SEEING COMPANY PORTAL PROVIDES “THE COMPANY” WITH 

UNRESTRICTED ACCESS CURRENT AND ARCHIVED COMPLAINTS STORED IN THE “FLAWED“ CFPB DATABASE.

WHAT IS THE MISSION OF CFPB?

THE CFPB  WEBSITE AT HTTP://WWW.CFPB.GOV/PROCESS STATES THAT THE “CENTRAL MISSION 

OF CFPB...IS TO MAKE MARKETS FOR CONSUMER FINANCIAL PRODUCTS AND SERVICES WORK 

FOR AMERICANS—WHETHER THEY ARE APPLYING FOR A MORTGAGE, CHOOSING AMONG CREDIT 

CARDS, OR USING ANY NUMBER OF OTHER CONSUMER FINANCIAL PRODUCTS". IN 2016 ALONE 

MOST OF THE HUNDREDS OF THOUSANDS OF CONSUMER COMPLAINTS ABOUT THEIR FINANCIAL 

SERVICES—INCLUDING BANKS AND CREDIT CARD ISSUERS—WERE RECEIVED AND COMPILED BY 

CFPB AND ARE PUBLICLY AVAILABLE ON A FEDERAL GOVERNMENT DATABASE, KNOWN AS THE 

CFPB COMPLAINT DATABASE.

8"THE COMPANY" ALWAYS WIN! 

* Primary accountabilities of the CFPB Complaint Process.

CFPB WORK INCLUDE:

❑ ROOTING OUT UNFAIR, DECEPTIVE, OR ABUSIVE ACTS OR PRACTICES BY WRITING RULES, 

SUPERVISING COMPANIES, AND ENFORCING THE LAW.

❑ ENFORCING LAWS THAT OUTLAW DISCRIMINATION IN CONSUMER FINANCE.*

❑ TAKING CONSUMER COMPLAINTS*.

❑ ENHANCING FINANCIAL EDUCATION.

❑ RESEARCHING THE CONSUMER EXPERIENCE OF USING FINANCIAL PRODUCTS.

❑ MONITORING FINANCIAL MARKETS FOR NEW RISKS TO CONSUMERS.
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INFLATED, UNSUBSTANTIATED: “STANDING UP FOR YOU” CLAIMS BY CFPB!

The following tables were found on the respective home pages of the March 2017 and the June 2019 CFPB websites, and claim 
that CFPB has provided billion dollars in relief to million consumers, and that CFPB has handled more than a million complaints;
and that 97% of all consumer complaints were responded to in a “timely manner”. However, it fails to mention that more than 
eighty percent of the complaints, which were responded to in a “timely manner”, received “closed” or “closed with explanation” 
responses from “the company”, and less than seven percent were “closed with monetary relief”; and further, that there was no 
review, dispute*, appeal, or escalation of any these consumer complaints!

9"THE COMPANY" ALWAYS WIN! 

June 2019

March 2017

* CFPB discounted its complaint dispute process in March 26, 2017, and then re-classified the 
145,150 (19.7%) consumer disputes filed by via the CFPB Complaint Process as “customer feedback”.

CFPB WEBSITE HOME PAGE: “STANDING UP FOR YOU CLAIMS!” 

THE STATISTICS FOR ALL COMPLAINTS FILED VIA THE CFPB COMPLAINT PROCESS SHOWN ON THE MARCH 2017 

HOME PAGE UNDER THE “STANDING UP FOR YOU” CAPTION; CLAIMS THAT CFPB HAS PROVIDED 11 BILLION 

DOLLARS IN RELIEF TO 29 MILLION CONSUMERS, AND THAT THE CFPB COMPLAINT PROCESS HANDLED MORE 

THAN 1.1 MILLION COMPLAINTS. THIS HOME PAGE ALSO CLAIMED THAT CONSUMERS RECEIVED “TIMELY 

RESPONSES” TO THESE COMPLAINTS, 97% OF THE TIME. THE TABLE SHOWN BELOW PROVIDES A MUCH MORE 

ACCURATE ESTIMATE OF THE OVERALL PERFORMANCE OF THE CFPB COMPLAINT PROCESS FOR THE 

DECEMBER 12, 2011 THROUGH APRIL 23, 2017 PERIOD; AS WELL AS THREE OTHER PERIODS SINCE THE 

“FICTIONAL” COMPLAINT DISPUTE PROCESS WAS DISCONTINUED:

10"THE COMPANY" ALWAYS WIN! 

Date

# of 

Complaints

% Wins

Company Consumer

# Disputed

Complaints Date

# of 

Complaints

% Wins

Company Consumer

# Disputed

Complaints

December 12, 2011

to April 23, 2017 
762,444 76.9% 19.0%

148402*
(19.5%)

February 1, 2018

January 31, 2019
252,753 80% 17.8%

No

Disputes

Allowed

April 24, 2017

January 31, 2018
194,274 84.1% 15.3%

No

Disputes

Allowed

February 1, 2019

May 31, 2019
82,385 72.0% 16.7%

No

Disputes 

Allowed

*Consumers disputed *19.5% of all complaint responses received from "The Company"; however, none of these complaints were 

reviewed (or re-adjudicated) by the CFPB Complaint Process.  Even more egregious, between December 12, 2011, and April 23, 

2017, CFPB purposely misled consumers into believing that if they disagreed with the response from “The Company”, that their 

complaints would formally be reviewed by the CFPB resolution specialists, however, in April 2017, CFPB discontinued this fraud, 

and in a stroke of “revisionist history” reclassified all 148,402 complaints disputed shown in the CFPB Complaint Database as

consumer feedback request.)
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CFPB WEBSITE HOME PAGE: “STANDING UP FOR YOU CLAIMS!” 

THE STATISTICS FOR MORTGAGE COMPLAINTS DURING THE FOUR PERIODS SHOWN IN THE PREVIOUS 

SLIDE, FURTHER REPUDIATES THE “STANDING UP FOR YOU” CAPTION SHOWN ON THE CFPB CONSUMER 

COMPLAINT WEBSITE. THE COMPANY “WINNING” PERCENTAGE OF MORTGAGE COMPLAINTS WERE MORE 

THAN EIGHTY-FIVE PERCENT DURING THE PERIOD FROM DECEMBER 11, 2011 AND APRIL 23, 2017, AND HAS 

BEEN EVEN HIGHER SINCE THE CFPB COMPLAINT DISPUTE PROCESS WAS DISCONTINUED IN APRIL 2017:

11"THE COMPANY" ALWAYS WIN! 

Date

# of 

Complaints

% Wins

Company Consumer

# Disputed

Complaints Date

# of 

Complaints

% Wins

Company Consumer

# Disputed

Complaints

December 12, 2011

to April 23, 2017 
225,899 85.2% 8.8%

51,384*

(22.7%)

February 1, 2018

January 31, 2019
24,219 91.9% 6.4%

No

Disputes 

Allowed*

April 24, 2017

January 31, 2018
21,365 93.3% 6.2%

No

Disputes 

Allowed*

February 1, 2019

May 31, 2019
6,853 86.4% 5.3%

No

Disputes 

Allowed*

*Consumers disputed 22.7% of Mortgage complaints responses received from "The Company";” were disputed by consumers; 

however, none of these complaints were reviewed (or re-adjudicated) by the CFPB Complaint Process. Even more egregious, 

between December 12, 2011, and April 23, 2017, CFPB purposely misled consumers into believing that if they disagreed with the

response from “The Company”, that their complaints would formally be reviewed by the CFPB resolution specialists. However, in

April 2017, CFPB discontinued this fraud, and in a stroke of “revisionist history” reclassified all 51,384 complaints disputed 

shown in the CFPB Complaint Database as consumer feedback request.)

“THE COMPANY” IS NOT REQUIRED TO PUBLICLY-SHARE ITS CONSUMER COMPLAINT 

RESPONSES, AND CAN REQUEST THAT CFPB NOT INCLUDE ITS PUBLIC RESPONSES IN THE 

CFPB COMPLAINT DATABASE;

12
"THE COMPANY" ALWAYS WIN! 

CFPB COMPLAINT PROCESS OR DATABASE DESIGN DEFECTS.

AVAILABLE COMPANY PUBLIC RESPONSES:

Company believes complaint caused principally by actions of third party outside the control or direction of 

the company.

Company believes complaint is the result of an isolated error.

Company believes complaint relates to a discontinued policy or procedure.

Company believes complaint represents an opportunity for improvement to better serve consumers.

Company believes it acted appropriately as authorized by contract or law.

Company believes the complaint is the result of a misunderstanding.

Company can't verify or dispute the facts in the complaint.

Company chooses not to provide a public response.

Company disputes the facts presented in the complaint.

Company has responded to the consumer and the CFPB and chooses not to provide a public response.

(Blank)
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13"THE COMPANY" ALWAYS WIN! 

THE REAL CAPTION ON THE SITE CFPB COMPLAINT WEBSITE SHOULD BE “STANDING UP FOR THE COMPANY!”

CFPB’S “ALL-SEEING” COMPANY PORTAL IS PROVIDED TO “THE 

COMPANY” AT NO COST, AND INCLUDES CRM-TYPE APPLICATIONS 

AND CONSUMER COMPLAINT DATA THAT GREATLY SIMPLIFY AND 

FACILITATE THE RESOLUTION OF CONSUMER COMPLAINTS. IT 

ALSO INCLUDES A “ONE-BUTTON” COMPLAINT RESPONSE APPLET 

THAT SELECT THE APPROPRIATE COMPLAINT CLOSED RESPONSE, 

AND SELECT THE OPTIONAL PUBLIC RESPONSE TO BE ADDED TO 

THE CFPB COMPLAINT DATABASE.

14
"THE COMPANY" ALWAYS WIN! 

The conceptional design concept of the Company Portal was excellent, because it would 
provide an electronic conduit that would eliminate many of the manual activities involving in: 
a.) sending complaints from the CFPB Complaint Process to “The Company”, and b.) 
receiving “The Company” responses to these complaints; however, the current implementation 
of the Company Portal greatly exceeds these basic “electronic conduit” requirement, and 
includes enhanced, value-added functionality that greatly exceeds its initial conceptional 
design. The current implementation of the Company Portal automated many of “The 
Company’s” arbitration complaint review/functions, and included an archive of all previous 
complaints from the consumer, and a “one-button” option for sending both “Closed and Public 
Responses to CFPB”. However, “The Company Portal” did not include any provisions for 
handling consumer disputes,  thus between 2012 and 2017, CFPB chose not to place any of the 
145,150 complaint disputes filed by consumers on this “all-seeing” Company Portal.    

THE COMPANY-CENTRIC DESIGN OF THE CONSUMER FINANCIAL PROTECTION BUREAU 

(CFPB) COMPLAINT PROCESS, PROTECTS “THE COMPANY” RATHER THAN "THE  

CONSUMER”!
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15
"THE COMPANY" ALWAYS WIN! 

CFPB COMPLAINT PROCESS OR DATABASE DESIGN DEFECTS.

INSIDIOUS, “ALL SEEING” COMPANY PORTAL WITH PREVIOUS COMPLAINT ARCHIVAL 

DATABASE  AND ONE-BUTTON COMPLAINT ADJUDICATION FORM.

16
"THE COMPANY" ALWAYS WIN! 

CFPB COMPLAINT PROCESS OR DATABASE DESIGN DEFECTS.

QUANTIFIBLE CFPB COMPLAINT PROCESS BENEFITS TO AMERICAN CONSUMERS: 
❑ THE CURRENT CFPB COMPLAINT PROCESS HAS PROVIDED CONSUMERS WITH A CONVENTIENT, NON-

TECHNCIAL PROCESS FOR SUBMITTING FINANCIAL SERVICES TYPE COMPLAINTS TO COMPANIES  AND 

OBTAINING AN ARBITRATION DECISION/RULING FROM “THE COMPANY” IN THE IN WHICH “THE COMPANY 

ALWAYS WINS!

❑ THE CURRENT CFPB COMPLAINT PROCESS PROVIDES CONSUMERS WITH AN INFORMATIONAL DATABASE 

THAT CONTAINS A SNAPSHOT OF PREVIOUSLY SUBMITTED CFPB CONSUMER COMPLAINTS.

❑ FEDERAL AND STATE CONSUMER COMPLAINT AGENCIES WITH A SINGLE COMPLAINT DATABASE OR 

FINANCIALLY-ORIENTED CONSUMER COMPLAINTS.

15
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17
"THE COMPANY" ALWAYS WIN! 

CFPB COMPLAINT PROCESS OR DATABASE DESIGN DEFECTS.

CFPB COMPLAINT PROCESSES WHICH WERE DETRIMENTAL TO AMERICAN CONSUMERS: 
THE CURRENT CFPB COMPLAINT PROCESS ENABLES CFPB TO CONTINUE THE FAÇADE OF “STANDING UP 

FOR THE CONSUMER“, WHILE: 

❑ ABDICATING ITS RESPONSIBILITIES TO CONSUMERS TO REVIEW ALL CONSUMER COMPLAINTS 

BEFORE ALLOWING THEM TO BE SENT TO “THE COMPANY”. THIS FORMAL REVIEW SHOULD 

INCLUDE VERIFYING THE COMPLAINT FOR: 

▪ CONSUMER-CREDIT REGULATORY COMPLIANCE,

▪ DISCRIMINATORY PRACTICES, AND;

▪ CRIMINAL AND/OR FRAUDULENT PRACTICES.

❑ NOT PROVIDING THE CONSUMER WITH THE FORMAL DOCUMENTED PROCESS FOR DISPUTING 

AND/OR APPEALING RESPONSES FROM “THE COMPANY”. 

❑ RUBBER-STAMPING COMPANY RESPONSES WITH THE CFPB PROVERBIAL “KISS OF DEATH” 

APPROVAL OF THE COMPANY’S RESPONSE; THUS, ENSURING THAT IT CAN NOT BE RE-FILED WITH 

CFPB OR ANY OTHER FEDERAL OR STATE CONSUMER COMPLAINT AGENCY.

❑ PROVIDING DOWNLOADABLE APP KNOW AS “THE COMPANY PORTAL” WHICH PROVIDES AN 

ARCHIVAL OF ALL COMPLAINTS PREVIOUSLY FILED BY THAT CONSUMER. THIS ALL-SEEING 

PORTAL ALSO INCLUDES A ONE-BUTTON RESPONSE GENERATOR THAT ENSURES THAT THE 

CLOSED RESPONSE GENERATED FOR THE COMPLAINT WILL BE ACCEPTABLE TO CFPB.

❑ DENYING “DUE PROCESS” OF 145,150 CONSUMERS BY PROMISING THEM THAT CFPB WAS RE-

ADJUDICATING THEIR DISPUTED COMPLAINTS; EVEN THOUGH, THERE WAS NO COMPLAINT 

DISPUTE PROCESS AVAILABLE.

❑ ALLOWING BANKS, NON-BANKS, AND OTHER FINANCIAL INSTITUTIONS RECEIVING HIGHEST 

NUMBER OF CONSUMER COMPLAINTS DURING A CALANDER YEAR TO REMAIN ANNOUNMOUS BY 

NOT PUBLISHING ANNUAL REPORTS WHICH IDENTIFY CONSUMER COMPLAINTS BY PRODUCT, 

ISSUE/SUB-ISSUE, AND CLOSE RESPONSE.

18
"THE COMPANY" ALWAYS WIN! 

CFPB COMPLAINT PROCESS OR DATABASE DESIGN DEFECTS.

CFPB COMPLAINT PROCESSES WHICH WERE DETRIMENTAL TO AMERICAN CONSUMERS: 

(Continued): 
❑ FAILING TO IDENTIFY COMPANIES WHO DID NOT RESPOND TO CFPB CONSUMER COMPLAINTS.

❑ ALLOWING THE COMPLAINT DATA SENT TO “THE COMPANY” TO REMAIN HIDDEN FROM THE  

CONSUMERS, WHILE ALLOWING ”THE COMPANY” TO VIEW ALL CONSUMERS COMPLAINT DATA VIA 

THE “ALL-SEEING, ALL-KNOWING” COMPANY PORTAL.

❑ ATTEMPTING TO UTILIZE A “ONE-SIZE-FIT-ALL” COMPLAINT PROCESS METHODOLOGY WHERE A 

$500K MORTGAGE COMPLAINT IS PROCESS THE SAME AS  A $200 PAYDAY LOAN COMPLAINT.

❑ FAILING TO INCLUDE DISCRIMINATION DATA IN THE CFPB COMPLAINT DATABASE (THE 2013

NOTICE OF FINAL POLICY STATEMENT DESCRIBES HOW CFPB  BOWED TO  PRESSURE ANTI-

CONSUMER GROUPS AND MADE THE LUDICRIOUS DECISION TO NOT INCLUDE  DISCRIMINATION 

DATA IN THE CFPB COMPLAINT DATABASE*.)

❑ THE CFPB COMPLAINT PROCESS DOES NOT FORCE COMPANIES TO PUBLICLY DISCLOSURE ITS 

DECISIONS TO CONSUMER COMPLAINTS

❑ CFPB HAS NEVER IDENTIFIED A SINGLE OFFENDING COMPANY, AND SOME COMPANIES HAVE NEVER 

RESPONDEND TO A SINGLE COMPLAINT.  

* This decision was made by CFPB even though one of its primary missions is to “ENFORCE LAWS THAT 

OUTLAW DISCRIMINATION IN CONSUMER FINANCE”.

17
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19"THE COMPANY" ALWAYS WIN! 

THIRTY-FIVE (35) REASONS WHY THE CFPB COMPLAINT PROCESS HAS “NEVER” WORKED:       

I. THE DATE OF COMPLAINT ALLEGATION IS NOT INCLUDED IN THE DATABASE, MAKING IT 

IMPOSSIBLE TO DETERMINE IF IT OCCURRED DOZENS OF TIMES DURING THE SAME CALENDAR 

YEAR OR DOZENS OF TIME DURING AN EXTENDED PERIOD. ABSENCE OF THIS DATE MAKES IT 

IMPOSSIBLE TO USE ANALYTICS TO DETECT AND MEASURE TRENDS AND ABERRATIONS. 

II. CFPB’S “ALL-SEEING” COMPANY PORTAL PROVIDES “THE COMPANY” WITH AN UNFAIR, 

INSURMOUNTABLE COMPETITIVE ADVANTAGE OVER THE CONSUMER. THE COMPANY PORTAL 

INCLUDES AN ARCHIVED HISTORY OF ALL PREVIOUSLY COMPLAINTS FILED BY THE CONSUMER, 

AND OTHER OF VALUE-ADDED CRM-TYPE APPS, PROVIDED TO “THE COMPANY” BY CFPB AT NO 

CHARGE. CONVERSELY, “THE COMPANY” CAN ARBITRARILY REQUEST THAT ITS RESPONSES TO 

CONSUMERS NOT BE PUBLISHED IN THE DATABASE AND/OR NOT BE SHARED PUBLICLY. (EDITOR 

NOTE: THE CFPB COMPLAINT DATABASE SHOWS THAT ONE OF THE NATION’S LARGEST BANK HAS 

ONLY PUBLICLY-SHARED TWO (2) OF ITS MORE THAN 52K RESPONSES TO CFPB COMPLAINTS.)

III. BETWEEN 2011 AND MARCH 2017, CFPB “MISLED” 145,150 CONSUMERS REGARDING THE EXISTENCE 

OF A ACTIONABLE DISPUTE PROCEDURE WITHIN THE CFPB COMPLAINT PROCESS. IN MARCH 2017 

CFPB ACKNOWLEDGED THAT THESE SO-CALLED DISPUTES WERE CONSUMER FEEDBACK, AND 

WERE NOT REVIEWED BY CFPB. DISPUTED COMPLAINTS WERE NOT ZENT TO “THE COMPANY” FOR 

FURTHER REVIEW, OR REFERRED TO OTHER CONSUMER COMPLAINT/ENFORCEMENT AGENCY. 

IV. IT IS IMPOSSIBLE TO PROVE THAT CFPB HAS AWARDED $11.8 TO $12.4. BILLION RELIEF TO 

CONSUMERS BECAUSE THERE IS NO MONETARY ESTIMATE OF LOSS SUFFERED BY CONSUMERS IN 

THE CONSUMER PORTAL, COMPANY PORTAL, OR THE CONSUMER COMPLAINT DATABASE. 

V. “THE COMPANY” UTILIZED THE COMPANY PORTAL TO CONTROLS THE CFPB COMPLAINT 

ARBITRATION PROCESS, AND ACTS AS JUDGE, JURY AND APPELLATE.  IT WAS “EMPOWERED” TO 

CLOSE "ANY CONSUMER COMPLAINTS, AT ANY TIME”, WITHOUT THE CONCURRENCE OF EITHER 

CFPB OR THE CONSUMER. 
20

"THE COMPANY" ALWAYS WIN! 

CFPB COMPLAINT PROCESS OR DATABASE DESIGN DEFECTS.
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VI. CONSUMERS FILING CFPB ALL COMPLAINTS ARE ONLY AWARDED MONETARY RELIEF 

6.7% OF THE TIME, AND “THE COMPANY” WINS 81% OF ALL COMPLAINTS, AND CAN 

CLOSES CONSUMER COMPLAINTS WITH GENERIC, NON-SPECIFIC EXPLANATIONS THAT 

IN MANY INSTANCES ARE NOT RELATED TO THE COMPLAINT FILED BY THE CONSUMER.

VII. THE FINAL DISPOSITION OF CONSUMER COMPLAINTS FILED WITH CFPB, AND THEN 

REFERRED TO ANOTHER FEDERAL OR STATE AGENCY ARE NOT TRACKED IN THE CFPB 

COMPLAINT DATABASE, AND THERE IS NO AWARENESS OF FINAL RESOLUTION.

VIII. THE CFPB COMPLAINT DATABASE SHOWS, THAT CONSUMERS FILING CFPB MORTGAGE 

COMPLAINTS ARE ONLY AWARDED MONETARY RELIEF BY "THE COMPANY" 2.6% OF THE 

TIME; AND “THE COMPANY” CLOSES 91% OF ALL MORTGAGE COMPLAINTS WITH 

GENERIC, MEANINGLESS, AND NON-SPECIFIC EXPLANATIONS. (THE CFPB COMPLAINT 

DATABASE SHOWS THAT ONE LEADING MORTGAGE SERVICER, WITH MORE THAN 

SIXTY-THREE HUNDRED CONSUMER COMPLAINTS, “WON” 96.2% OF CONSUMER

COMPLAINTS, AND ONLY AWARDED 13 CONSUMERS MONETARY RELIEF.  

IX. THERE IS NO SPECIAL TRACKING FOR CONSUMER COMPLAINTS FILED WITH OTHER 

FEDERAL, STATE OR LOCAL CONSUMER COMPLAINT AGENCIES, AND “THE COMPANY” 

ARBITRATION RESPONSE IS NEVER FORWARDED TO THESE REFERRING AGENCIES. 

X. THERE IS NO FORMAL DISPUTE, ESCALATION, OR REFERRAL PROCESSES FOR 

CONSUMER COMPLAINTS FILED WITH CFPB, (OR CONSUMER COMPLAINTS FILED WITH 

OTHER GOVERNMENT AGENCIES AND THEN REFERRED TO CFPB). 

21
"THE COMPANY" ALWAYS WIN! 

CFPB COMPLAINT PROCESS OR DATABASE DESIGN DEFECTS.

XI. IF “THE COMPANY” BELIEVES THAT A NEW CFPB COMPLAINT IS A DUPLICATE OF A 

PREVIOUSLY FILED COMPLAINT, IT CAN DENY THE NEW CONSUMER COMPLAINT 

WITHOUT RECOURSE, EVEN IF IT INCLUDES NEW, UNDISCLOSED EVIDENCE.

XII. COMPLAINTS REFERRED BY OTHER AGENCIES ARE NOT REVIEWED BY CFPB, BEFORE 

BEING FORWARDED TO “THE COMPANY”. THEY ARE ASSIGNED THE MOST APPROPRIATE 

PRODUCT AND ISSUE CODES AND FORWARDED AS IS, TO “THE COMPANY”. (IN SOME 

INSTANCES, THE “FORMATTED” COMPLAINT FORM FORWARDED BY THE REFERRING 

AGENCY IS SENT TO “THE COMPANY”.  

XIII. “THE COMPANY” IS NOT REQUIRED TO PUBLICLY-SHARE ITS CONSUMER COMPLAINT 

RESPONSES, AND CAN REQUEST THAT CFPB NOT INCLUDE SELECTED COMPLAINTS IN 

THE CFPB COMPLAINT DATABASE; THIS DEPRIVES BOTH CONSUMERS AND 

REGULATORY AGENCIES OF THIS VITALLY-IMPORTANT COMPLAINT-RESOLUTION 

INFORMATION.

XIV. “THE COMPANY” IS NOT REQUIRED TO SEND A WRITTEN RESPONSE TO CFPB

REGARDING ITS ARBITRATION DECISION; AND IS ONLY REQUIRED TO SENDCFPB  ONE 

OF THE FOLLOWING CLOSING RESPONSES: 1.) CLOSE, 2.) CLOSE WITH EXPLANATION, 3.) 

CLOSE WITH MONETARY RELIEF, OR; 4) CLOSED WITHOUT NON-MONETARY RELIEF.

XV. “THE COMPANY” RESPONSES TO CONSUMER COMPLAINTS REFERRED TO CFPB BY 

OTHER COMPLAINT AGENCIES, ARE NOT SHARED WITH THE REFERRING AGENCIES, OR 

ANY OTHER FEDERAL OR STATE COMPLAINT AGENCIES.

22
"THE COMPANY" ALWAYS WIN! 

CFPB COMPLAINT PROCESS OR DATABASE DESIGN DEFECTS.
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XVI. “ENFORCING LAWS THAT OUTLAW DISCRIMINATION IN CONSUMER FINANCE” IS ONE OF 

THE PRIMARY ACCOUNTABILITIES ASSIGNED TO CFPB BY THE DODD-FRANK WALL STREET 

REFORM AND CONSUMER PROTECTION ACT; BUT OF THE EIGHTEEN PRODUCTS, 47 SUB-

PRODUCTS, 96 ISSUES, AND 68 SUB-ISSUES, NONE MAKES ANY MENTION OF RACE, 

ETHNICITY, RELIGION, AGE OR OTHER FORMS OF DISCRIMINATORY PRACTICES. (THUS 

EVEN IF THIS INFORMATION IS CAPTURED, IT IS NOT INCLUDED IN THE CONSUMER 

PORTAL, COMPANY PORTAL, OR THE CFPB DATABASE, AND IS NOT USED BY “THE 

COMPANY” DURING THE COMPLAINT ADJUDICATION PROCESS.)

XVII. CONSUMER COMPLAINTS FLAGGED AS DUPLICATES BY “THE COMPANY” ARE DISCARDED 

BY THE CFPB COMPLAINT DEPARTMENT WITHOUT FURTHER INVESTIGATION.

XVIII. THE ONLY DEMOGRAPHIC CATEGORIES CONTAINED IN THE CFPB DATABASE ARE: A.) 

OLDER AMERICANS, B.) SERVICEMEMBERS, AND C.) OLDER SERVICEMEMBERS; HOWEVER, 

THERE IS NO SPECIAL ‘PROCESSING’ FOR THESE THREE DEMOGRAPHIC CATEGORIES; AND 

“THE COMPANY”, CLOSED-RESPONSES FOR THESE THREE DEMOGRAPHIC CATEGORIES, 

ARE VIRTUALLY THE SAME AS CONSUMER COMPLAINTS WITHOUT THESE “TAGS”.  

XIX. OTHER CONSUMER COMPLAINT AGENCIES WITHIN THE FEDERAL GOVERNMENT APPEAR 

OBLIVIOUS THE MAJOR FLAWS IN THE CFPB COMPLAINT PROCESS, AND CONTINUE TO 

“BLINDLY THROW CONSUMER COMPLAINTS ABOUT THE WALL INTO THE CFPB ABYSS”.  

XX. CFPB DOES NOT PUBLISH ANNUAL OR SUMMARY REPORTS OF COMPLAINT RESOLUTIONS 

BY: COMPANY, PRODUCTS, ISSUES, OR ANY OTHER CATEGORY. THESE TYPE REPORTS 

WOULD HELP CONSUMERS, AND REGULATORY AGENCIES IDENTIFY COMPANIES WITH 

UNEXPLAINED YEAR-OVER-YEAR INCREASES IN CFPB COMPLAINTS. 

23
"THE COMPANY" ALWAYS WIN! 

CFPB COMPLAINT PROCESS OR DATABASE DESIGN DEFECTS.

XXI. CFPB DOES NOT PUBLISH ANNUAL REPORTS OF RESPONSES BY: COMPANY, 

PRODUCTS, ISSUES, OR ANY OTHER CATEGORY. THESE REPORTS HELP CONSUMERS, 

AND REGULATORY AGENCIES IDENTIFY COMPANIES WITH UNEXPLAINED 

COMPLAINT INCREASES, SUCH AS THE THOSE THAT OCCURRED IN 14 OF THE TOP 20 

COMPANIES.

XXII. CFPB DOES NOT PUBLISH REPORTS THAT IDENTIFY COMPANIES, WHO IGNORE, 

AND/OR REFUSE TO RESPOND TO CFPB CONSUMER COMPLAINTS.

XXIII. THE CFPB COMPLAINT PROCESS INCLUDES AN INTERNAL ENFORCEMENT 

DEPARTMENT, BUT THE CFPB DATABASE DOES NOT IDENTIFY THE CONSUMER

COMPLAINTS REFERRED TO THIS AGENCY. AS SHOWN BELOW, ONLY TWO (2)

COMPLAINTS WERE REFERRED TO THIS INTERNAL AGENCY BY CFPB.

XXIV. CFPB REFERRED 21,198 CONSUMER COMPLAINTS BETWEEN 2011 AND 2017, BUT 

THERE IS NO INFORMATION CONTAINED IN THE DATABASE REGARDING THE FINAL 

RESOLUTION OF THESE REFERRALS.

XXV. CFPB DOES NOT PUBLISH SUMMARY REPORTS SHOWING THE FINAL RESOLUTION OF 

CONSUMER COMPLAINTS ALLEGING CRIMINAL ACTIVITIES, SUCH AS IDENTITY 

THEFT, FRAUD, AND EMBEZZLEMENT.

24
"THE COMPANY" ALWAYS WIN! 

CFPB COMPLAINT PROCESS OR DATABASE DESIGN DEFECTS.
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XXVI. COMPLAINT NARRATIVES APPENDED TO CFPB COMPLAINT CREATED VIA “THE

CONSUMER PORTAL” ARE FORWARDED TO “THE COMPANY” BUT THERE IS NOTHING 

IN THE CFPB COMPLAINT PROCESS THAT REQUIRES THESE NARRATIVES TO BE 

INCLUDED IN THE COMPANY’S COMPLAINT PROCESS REVIEW AND ADJUDICATION 

PROCEDURES.

XXVII. CFBP DOES NOT PUBLISH ANNUAL TREND ANALYSIS REPORTS DELINEATING CFPB 

COMPLAINTS PRODUCTS SUCH AS DEBT COLLECTION, MONEY TRANSFER, PAYDAY 

LOAN, AND PREPAID CARD.

XXVIII. THE “COMPANY PORTAL” WHICH IS USED TO INTERCONNECT CFPB WITH THE

COMPANY PROVIDES THE COMPANY WITH REAL-TIME, INTERACTIVE ACCESS TO 

CFPB COMPLAINT DATA, BUT THE CONSUMER IS NEVER INFORMED OF ITS 

EXISTENCE, AND TOLD WHAT PORTIONS OF HIS, OR HER, COMPLAINT DATA CAN BE 

ACCESSED BY “THE COMPANY”.

XXIX. THE CONSUMER COMPLAINT DATABASE CONTAINS 10,022 CONSUMER NARRATIVES, 

ALL OF WHICH WERE DISPUTED BY CONSUMERS. ALL NARRATIVES WERE SUBMITTED 

VIA THE WEB, AND ALL BUT 22 OF THESE NARRATIVES WERE IN RESPONSES TO 

COMPLAINTS CLOSED BY “THE COMPANY” WITH A “CLOSE WITH EXPLANATION 

RESPONSE.

XXX. THE CFPB WEBSITE TOUTED THE SPECTACULAR SUCCESSES OF THE CFPB 

COMPLAINT PROCESS BUT PROVIDED NO MECHANISM FOR MEASURING THE 

CONSUMER’S SATISFACTION (OR LACK THEREOF) OF THE COMPLAINT PROCESS. 

25
"THE COMPANY" ALWAYS WIN! 

CFPB COMPLAINT PROCESS OR DATABASE DESIGN DEFECTS.

XXXI. COMPLAINT NARRATIVES APPENDED TO CFPB COMPLAINT CREATED VIA “THE 

CONSUMER PORTAL” ARE FORWARDED TO “THE COMPANY” BUT THERE IS NOTHING 

IN THE CFPB COMPLAINT PROCESS THAT REQUIRES THESE NARRATIVES TO BE 

INCLUDED IN THE COMPANY’S COMPLAINT PROCESS REVIEW AND ADJUDICATION 

PROCEDURES.

XXXII. CFBP DOES NOT PUBLISH ANNUAL TREND ANALYSIS REPORTS DELINEATING CFPB 

COMPLAINTS PRODUCTS SUCH AS DEBT COLLECTION, MONEY TRANSFER, PAYDAY 

LOAN, AND PREPAID CARD.

XXXIII.THE “COMPANY PORTAL” WHICH IS USED TO INTERCONNECT CFPB WITH THE 

COMPANY PROVIDES THE COMPANY WITH REAL-TIME, INTERACTIVE ACCESS TO CFPB 

COMPLAINT DATA, BUT THE CONSUMER IS NEVER INFORMED OF ITS EXISTENCE, AND 

TOLD WHAT PORTIONS OF HIS, OR HER, COMPLAINT DATA CAN BE ACCESSED BY “THE 

COMPANY”.

XXXIV.THE CONSUMER COMPLAINT DATABASE CONTAINS 10,022 CONSUMER NARRATIVES, 

ALL OF WHICH WERE DISPUTED BY CONSUMERS. ALL NARRATIVES WERE SUBMITTED 

VIA THE WEB, AND ALL BUT 22 OF THESE NARRATIVES WERE IN RESPONSES TO 

COMPLAINTS CLOSED BY “THE COMPANY” WITH A “CLOSE WITH EXPLANATION 

RESPONSE.

XXXV. THE CFPB WEBSITE TOUTED THE SPECTACULAR SUCCESSES OF THE CFPB COMPLAINT 

PROCESS BUT PROVIDED NO MECHANISM FOR MEASURING THE CONSUMER’S 

SATISFACTION (OR LACK THEREOF) OF THE COMPLAINT PROCESS.

26
"THE COMPANY" ALWAYS WIN! 

CFPB COMPLAINT PROCESS OR DATABASE DESIGN DEFECTS.
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NO DATE OF THE COMPLAINT ALLEGATION IS INCLUDED IN THE DATABASE, MAKING IT 

IMPOSSIBLE TO DETERMINE IF IT OCCURRED DOZENS OF TIMES DURING A THE CURRENT 

YEAR OR DOZENS OF TIME DURING A TEN-YEAR PERIOD.

Description of Database Design defects: The only two dates included in the complaint database are the date 

upon which the complaint was received and the date sent to company. Date of complaint  allegation is missing.

27
"THE COMPANY" ALWAYS WIN! 

CFPB’S “ALL-SEEING COMPANY PORTAL” PROVIDES “THE COMPANY” WITH AN UNFAIR, INSURMOUNTABLE COMPETITIVE 
ADVANTAGE OVER CONSUMERS. THE PORTAL INCLUDES ARCHIVE HISTORY OF ALL PREVIOUSLY FILED COMPLAINTS, AND OTHER 
OF VALUE-ADDED APPS THAT ARE PROVIDED TO “THE COMPANY” BY CFPB AT NO CHARGE. “THE COMPANY” CAN REQUEST THAT 
CFPB NOT SHARE ITS RESPONSES TO CONSUMER COMPLAINTS PUBLICLY.

Illustration of Company Portal design defects: The first chart shown below show that  between 2011 and 2017, “The Company” chose not to publicly share its 

responses to consumer complaints 93.6% of the time. (It won 77.4% of all CFPB complaints, and only granted consumer’s monetary relief 6.5% of the time.)

28
"THE COMPANY" ALWAYS WIN! 
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BETWEEN 2011 AND MARCH 2017, CFPB “MISLED” 145,150 CONSUMERS REGARDING THE EXISTENCE OF AN 

ACTIONABLE DISPUTE PROCEDURE WITHIN THE CFPB COMPLAINT PROCESS. HOWEVER, IN 2017 CFPB 

ACKNOWLEDGED THAT THESE DISPUTES WERE ONLY CONSUMER FEEDBACK, AND NONE WERE RE-REVIEWED BY 

CFPB, RETURNED TO “THE COMPANY” FOR FURTHER ADJUDICATON; OR REFERRED TO OTHER CONSUMER 

COMPLAINT OR ENFORCEMENT AGENCIES.

Illustration of complaint process design defects: From 2013 through 2016, 6,585 complaints were for serious, criminal offences were filed 

with CFPB, and 1,243 (18.9%) of the responses to these complaints were disputed by consumers.

29
"THE COMPANY" ALWAYS WIN! 

THE CURRENT CFPB DATABASE DOES NOT INCLUDE A FIELD FOR THE MONETARY ESTIMATE OF THE 

CONSUMER COMPLAINT; THUS, IT IS IMPOSSIBLE FOR CFPB TO ESTIMATE THE AMOUNT OF MONEY IT SAVED 

CONSUMERS WHO SUBMITTED THEIR COMPLAINTS TO “THE COMPANY” VIA THE CFPB COMPLAINT PROCESS.

Illustration of CFPB Complaint Database Model: no monetary estimate of loss suffered by consumer; thus, the cfpb 

complaint process treats a $500k mortgage complaint, the same as a $200 payday loan compliant.

30
"THE COMPANY" ALWAYS WIN! 

CFPB COMPLAINT PROCESS OR DATABASE DESIGN DEFECTS.
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“THE COMPANY” CONTROLS THE CFPB COMPLAINT ARBITRATION PROCESS, AND ACTS AS JUDGE, JURY 

AND APPELLATE. IT CAN CLOSE "ANY CONSUMER COMPLAINTS, AT ANY TIME”, WITHOUT THE 

CONCURRENCE OF EITHER CFPB OR THE CONSUMER.

CFPB Complaint Process Defect: The consumer complaint review process described in step 2 below, is not performed by CFPB. 

(When a consumer complaint is received by CFPB it is edit-checked, and immediately placed on the company portal.)

31
"THE COMPANY" ALWAYS WIN! 

TOP-20 SUMMARY: BETWEEN JANUARY 2013 AND DECEMBER 2016, 14,581 “CLOSED” RESPONSES WERE 

RECEIVED FROM ALL COMPANIES, AND 7,216 (49.5%) OF THESE WERE RECEIVED FROM THE “TOP-20. 

32"THE COMPANY" ALWAYS WIN! 
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FROM JANUARY 2013 TO DECEMBER 2016, 482,371 “CLOSED WITH EXPLANATION” RESPONSES WERE 

RECEIVED FROM ALL COMPANIES, AND 300,085 (62.2%) OF THESE WERE RECEIVED FROM THE “TOP-20. 

33"THE COMPANY" ALWAYS WIN! 

34"THE COMPANY" ALWAYS WIN! 

FROM JANUARY 2013 TO DECEMBER 2016, 40,695 “CLOSED WITH MONETARY RELIEF” RESPONSES 

WERE RECEIVED FROM ALL COMPANIES, AND 32,464 (78.8%) WERE RECEIVED FROM THE “TOP-20. 

33
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FROM JANUARY 2013 TO DECEMBER 2016, 80,621 “CLOSED WITH NON-MONETARY RELIEF” RESPONSES 

WERE RECEIVED FROM ALL COMPANIES”, AND 63,646 (78.9%) WERE RECEIVED FROM THE “TOP-20. 

35"THE COMPANY" ALWAYS WIN! 

THE FINAL DISPOSITION OF CONSUMER COMPLAINTS FILED WITH CFPB, AND THEN REFERRED 

TO ANOTHER FEDERAL OR STATE AGENCY ARE NOT TRACKED IN THE CFPB COMPLAINT 

DATABASE.

36
"THE COMPANY" ALWAYS WIN! 

CFPB COMPLAINT PROCESS OR DATABASE DESIGN DEFECTS.

Referred To: Complaints Referred

88

BBB 2

CFPB Enforcement 2

Dept. of Education 5

Farm Credit Administration 16

FDIC 2063

Federal Reserve 501

FHFA 890

FINRA 12

FTC 10782

HUD 171

NCUA 1290

OCC 4780

Other 459

SEC 8

State Agencies 39

State Attorneys General 62

VA 28

Grand Total 21198

CFPB Complaint Resolution Process
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THE CFPB COMPLAINT DATABASE SHOWS THAT CONSUMERS FILING MORTGAGE

COMPLAINTS ARE ONLY AWARDED MONETARY RELIEF BY "THE COMPANY" 3.0% OF THE 

TIME; AND THAT “THE COMPANY” CLOSES 90.6% OF ALL MORTGAGE COMPLAINTS EITHER 

WITH NO EXPLANATIONS, OR WITH GENERIC, NON-SPECIFIC EXPLANATIONS. 

37
"THE COMPANY" ALWAYS WIN! 

CFPB COMPLAINT PROCESS OR DATABASE DESIGN DEFECTS.

THERE IS NO SPECIAL TRACKING FOR CONSUMER COMPLAINTS FILED WITH OTHER FEDERAL, 

STATE OR LOCAL CONSUMER COMPLAINT AGENCIES, AND “THE COMPANY” ARBITRATION 

RESPONSE IS NEVER FORWARDED TO THESE REFERRING AGENCIES.

38
"THE COMPANY" ALWAYS WIN! 

CFPB COMPLAINT PROCESS OR DATABASE DESIGN DEFECTS.
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THERE IS NO FORMAL DISPUTE, ESCALATION, OR REFERRAL PROCESSES FOR CONSUMER 

COMPLAINTS FILED WITH CFPB, (OR CONSUMER COMPLAINTS FILED WITH OTHER 

GOVERNMENT AGENCIES AND THEN REFERRED TO CFPB). 

39
"THE COMPANY" ALWAYS WIN! 

CFPB COMPLAINT PROCESS OR DATABASE DESIGN DEFECTS.

Row Labels

Bank 

account or 

service

Consumer 

Loan Credit card

Credit 

reporting

Debt 

collection

Money 

transfers Mortgage

Other 

financial 

service Payday loan Prepaid card

Student 

loan Grand Total

Closed 142 19 34 2 44 331 3 575

Closed with explanation 3401 521 1713 526 619 30 9874 25 12 46 280 17047

Closed with monetary relief 508 28 243 2 11 1 204 2 1 11 7 1018

Closed with non-monetary relief 147 37 122 148 51 1 758 2 6 17 1289

Closed with relief 62 5 54 61 3 185

Closed without relief 217 20 243 970 5 1455

Grand Total 4477 630 2409 678 725 32 12198 27 15 63 315 21569

DISPUTED CONSUMER COMPLAINTS REFERRED TO CFPB FROM OTHER AGENCIES.

THE ONLY DEMOGRAPHIC CATEGORIES CONTAINED IN THE CFPB DATABASE ARE: A.) OLDER 

AMERICANS, B.) SERVICEMEMBERS, AND C.) OLDER SERVICEMEMBERS; HOWEVER, THERE IS NO 

SPECIAL ‘PROCESSING’ FOR THESE THREE DEMOGRAPHIC CATEGORIES; AND “THE COMPANY”, 

CLOSED-RESPONSES FOR THESE THREE DEMOGRAPHIC CATEGORIES, ARE VIRTUALLY THE SAME 

AS CONSUMER COMPLAINTS WITHOUT THESE “TAGS”.  

40
"THE COMPANY" ALWAYS WIN! 

CFPB COMPLAINT PROCESS OR DATABASE DESIGN DEFECTS.

Count of 

Company 

Responses

Percent 

Company 

Responses

Count of 

Company 

Disputes

Percent of 

Company 

Disputes

Response to Consumers

Count of 

Company 

response to 

consumer

Percent of 

Company 

response to 

consumer

Count of 

Company 

response to 

consumer

Percent of 

Company 

response to 

consumer

Count of 

Company 

response to 

consumer

Percent of 

Company 

response to 

consumer

Count of 

Company 

response to 

consumer

Percent of 

Company 

response to 

consumer

Closed 1305 2.04% 251 2.68% 966 2.19% 15089 2.10% 17611 2.10% 508 2.34%

Closed with explanation 47897 74.95% 7165 76.48% 33928 77.06% 541886 75.26% 630876 75.34% 17955 82.87%

Closed with monetary relief 5047 7.90% 579 6.18% 2014 4.57% 46725 6.49% 54365 6.49% 885 4.08%

Closed with non-monetary relief 7527 11.78% 1049 11.20% 5630 12.79% 88035 12.23% 102241 12.21% 1604 7.40%

Closed with relief 505 0.79% 41 0.44% 144 0.33% 4614 0.64% 5304 0.63% 115 0.53%

Closed without relief 1247 1.95% 161 1.72% 539 1.22% 15921 2.21% 17868 2.13% 599 2.76%

In progress 164 0.26% 77 0.82% 491 1.12% 4292 0.60% 5024 0.60% 0 0

Untimely response 212 0.33% 45 0.48% 315 0.72% 3483 0.48% 4055 0.48% 1 0.00%

Grand Total 63904 100.00% 9368 100.00% 44027 100.00% 720045 100.00% 837344 100.00% 21667 100.00%

Older American

Older American, 

Servicemember Servicemember Blank (No Tag)

Company Response by Demographic Categories
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OTHER CONSUMER COMPLAINT AGENCIES WITHIN THE FEDERAL GOVERNMENT APPEAR 

OBLIVIOUS THE MAJOR FLAWS IN THE CFPB COMPLAINT PROCESS, AND CONTINUE TO “BLINDLY 

THROW CONSUMER COMPLAINTS ABOUT THE WALL INTO THE CFPB ABYSS”.  

41
"THE COMPANY" ALWAYS WIN! 

CFPB COMPLAINT PROCESS OR DATABASE DESIGN DEFECTS.

FIVE OF THE NATIONS LEADING NATIONAL BANKS WERE INCLUDED IN THE TOP-10 CFPB 

CONSUMER COMPLAINTS AND TOP-10 DISPUTED CFPB CONSUMER COMPLAINTS.

42
"THE COMPANY" ALWAYS WIN! 

CFPB COMPLAINT PROCESS OR DATABASE DESIGN DEFECTS.
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43
"THE COMPANY" ALWAYS WIN! 

CFPB COMPLAINT PROCESS OR DATABASE DESIGN DEFECTS.

"THE COMPANY" ALWAYS WIN! 44

DISTRIBUTION OF 2011 THROUGH 2017 COMPLAINT ISSUES. 

file:///D:/MyDocuments-

SSD/Chase/Claim%20for%20Sue%20Barnes/CFPB%20Complaint%20Process/Issues%20and%20Sub-

Issues/Interpreting%20Issues%20and%20Sub-Issues.pdf

43
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"THE COMPANY" ALWAYS WIN! 45

59.7% OF THE 743,427 COMPLAINTS FILED BY CFPB WERE BLANK (NO SUB-ISSUE).

46"THE COMPANY" ALWAYS WIN! 

“SELECTED REASONS WHY THE CURRENT CFPB COMPLAINT PROCESS DOESN’T WORK!”

❑ MORE THAN EIGHTY PERCENT OF ALL CFPB COMPLAINTS ARE “CLOSED WITHOUT 

EXPLANATION” OR “CLOSED WITH EXPLANATION”, AND CONSUMERS ARE AWARDED 

“MONETARY RELIEF ONLY 6.7% OF THE TIME, 

❑ THERE IS NO CONSUMER DISPUTES/APPEALS FOR COMPLAINTS ARBITRATION AND CLOSED 

BY “THE COMPANY”,

❑ CFPB BLINDLY RUBBER-STAMPS “THE COMPANY” ARBITRATON/CLOSED RESPONSES, 

❑ IT IS ESTIMATED THAT AS MANY AS TEN PERCENT OF ALL CFPB CONSUMER COMPLAINTS 

INCLUDES DISCRIMINATORY PRACTICES; YET CFPB DOES NEVER FILED A FORMAL 

DISCRIMINATION COMPLAINT OF ANY TYPE, ON BEHALF OF ANY CONSUMER,

❑ OFFENDING COMPANIES ARE NEVER IDENTIFIED, AND EVEN COMPANIES WHO REFUSE TO 

RESPONSE TO CFPB COMPLAINTS ARE NOT FINED OR CENSURED,

❑ “THE COMPANY” CAN ARBITRAILY REQUEST THAT SELECTED CONSUMER COMPLAINTS NOT BE 

PUBLISHED IN THE CFPB DATABASE,

❑ COMPANIES CAN SEPECIFY THAT NONE OF THEIR COMPLAINT RESPONSES TO BE MADE PUBLIC,

❑ CONSUMER CANNOT RE-FILE COMPLAINT REJECTED BY “THE COMPANY” WITH ANOTHER 

FEDERAL (OR STATE) COMPLAINT AGENCY, BECAUSE THE COMPANY’S ARBITRATON/CLOSED 

RESPONSE  WAS PREVIOUSLY-APPROVED, AND SANCTIONED BY CFPB,

❑ THERE IS NO WAY TO DETERMINE IF OTHER CONSUMERS HAVE FILED SIMILAR (OR EVEN 

IDENTICAL) COMPLAINTS AGAINST “THE COMPANY” BECAUSE THE DESIGN FLAWS IN THE CFPB 

DATABASE, AND;

❑ CIVIL-ACTION, AND CLASS-ACTION ATTORNEYS ARE RELUCTANT TO ACCEPT CONSUMER 

COMPLAINTS THAT WERE PREVIOUSLY FILED BY CFPB , BECAUSE OF THE EXISTANCE OF CFPB’S 

“KISS-OF-DEATH” APPROVAL OF “THE COMPANY” ARBITRATION/CLOSED RESPONSE. 

Can the Current CFPB Complaint Process be Saved?

45
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AFTER MORE THAN SEVEN YEARS IN EXISTANCE; THE CURRENT CFPB COMPLAINT PROCESS: WHICH IS 

LIKELY, “THE GREATEST CONSUMER PROTECTION FRAUD EVER PERPETRATED UPON THE AMERICAN 

CONSUMERS”, IS STILL IN OPERATION, AND IS CURRENTLY VIEWED AS AN UNPARALLELED SUCCESS-

STORY BY MANY OTHER FEDERAL CONSUMER-COMPLAINT AGENCIES. THESE AGENCIES CONTINUE TO, 

“BLINDLY” AND “UNCEROMONIOUSLY”: “THROW CONSUMER COMPLAINTS SUBMITTED TO THEIR 

AGENCIES, OVER THE WALL TO INTO THE CFPB COMPLAINT PROCESS ABYSS”. THE FOLLOWING TABLE 

INCLUDES A FIVE-YEAR SUMMARY OF THE, A.) CFPB COMPLAINT COMPLAINTS, B.) DISPUTED-

COMPLAINTS, AND C.) DISPUTED-COMPLAINTS THAT WERE REFERRED FROM OTHER FEDERAL AND 

STATE AGENCIES. 

47"THE COMPANY" ALWAYS WIN! 

ONE OF THE CENTER-PIECES OF THE DODD-FRANK ACT WAS THE CREATION A FEDERAL 

GOVERNMENT AGENCY THAT COULD ASSIST CONSUMERS DURING THE COMPLAINT 

RESOLUTION DUSPUTE  PROCESS; HOWEVER, BASED ON THE TABLE SHOWN BELOW, IT IS 

UNLIKELY THAT ANY OF THE 82,260 COMPLAINTS SHOWN IN THIS TABLE WERE EVER 

ADJUDICATED BY CFPB. 

Click here to see details analysis complaints/disputes of Top-20 companies.

“COMPANY-CENTRIC DESIGN FLAWS”
COMPANY-CENTRIC DESIGN FLAWS IN THE CFPB COMPLAINT PROCESS WHICH ALLOWS 

“THE COMPANY” TO CONTROL THE COMPLAINT ARBITRATION PROCESS, AND TO CLOSE 

ALL CFPB COMPLAINTS, WITHOUT RECOURSE. THESE DESIGN FLAWS POTENTIALLY 

DEPRIVED TENS OF THOUSANDS OF CONSUMERS, OF HUNDREDS OF MILLIONS OF 

DOLLARS IN MONETARY RELIEF DURING THE PAST SEVEN YEARS!

48"THE COMPANY" ALWAYS WIN! 

CFPB WAS AUTHORIZED TO REFER THESE COMPLAINTS TO ITS OWN ENFORCEMENT UNIT, 

OR OTHER GOVERNMENT AGENCIES FOR FURTHER INVESTIGATION; HOWEVER, AS SHOWN 

BELOW, CFPB SENT 6,585 CONSUMER COMPLAINTS ALLEGING, IDENTITY THEFT, FRAUD, OR 

EMBEZZLEMENT TO “THE COMPANY” FOR ARBITRATION, AND MORE THAN TWELVE 

HUNDRED OF THE CLOSED RESPONSES RECEIVED FROM “THE COMPANY” WERE DISPUTED 

BY THE CONSUMER. REGRETTABLY, IT IS UNLIKELY THAT ANY OF TH 1,243 CONSUMERS 

EVER RECEIVE ANY FURTHER MEDIATION OF THEIR DISPUTED-COMPLAINTS.

47
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CFPB WEBSITE HOME PAGE: “SUBMITTING A COMPLAINT HELPS YOU AND OTHERS!”

49"THE COMPANY" ALWAYS WIN! 

Although this webpage provides the perception that when consumers file complaints against “The Company” via 

the CFPB Complaint Process that “their complaints help others” However, the July 27,2018 snapshot CFPB 

Complaint Database shows that 93.4% of the 1,086,574 responses from “The Company” were not shared publicly; 

and thus, consumers had no awareness of how “The Company” responded to similar, or even identical, CFPB 

complaints as those being submitted.  

CONSUMER COMPLAINT PROCESS INCLUDING AN ACTIONABLE DISPUTE METHODODOLOGY   

ALL CONSUMER COMPLAINTS

THE STATISTICS SHOWN IN THE “STANDING UP FOR YOU” GRAPHIC SHOWN ON THE PREVIOUS PAGE WAS FOUND 

ON THE 2016 HOME PAGE OF THE CFPB WEBSITE; AND CLAIM THAT CFPB HAS PROVIDED 11 BILLION DOLLARS IN 

RELIEF TO 29 MILLION CONSUMERS, AND THAT THE CFPB COMPLAINT PROCESS HAS HANDLED MORE THAN 1.1 

MILLION COMPLAINTS; WITH CONSUMERS RECEIVED TIMELY RESPONSES TO THESE COMPLAINTS, 97% OF THE 

TIME. (Continued)

50"THE COMPANY" ALWAYS WIN! 

Date

# of 

Complaints

% Wins

Company Consumer

# Disputed

Complaints Date

# of 

Complaints

% Wins

Company Consumer

# Disputed

Complaints

December 12, 2011

to April 23, 2017 
762,444 76.9% 19.0%

148402*
(19.5%)

February 1, 2018

January 31, 2019
252,753 80% 17.8%

No

Disputes

April 24, 2017

January 31, 2018
194,274 84.1% 15.3%

No

Disputes

*Although disputes of company responses were intended to be an integral component of the CFPB Complaint Process, CFPB 

never implemented the dispute adjudication process.
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CFPB WEBSITE HOME PAGE: “STANDING UP FOR YOU CLAIMS!” 

MORTGAGE CONSUMER COMPLAINTS

THE STATISTICS SHOWN IN THE “STANDING UP FOR YOU” GRAPHIC SHOWN ON THE PREVIOUS PAGE WAS 

FOUND ON THE 2016 HOME PAGE OF THE CFPB WEBSITE; AND CLAIM THAT CFPB HAS PROVIDED 11 BILLION 

DOLLARS IN RELIEF TO 29 MILLION CONSUMERS, AND THAT THE CFPB COMPLAINT PROCESS HAS HANDLED 

MORE THAN 1.1 MILLION COMPLAINTS; WITH CONSUMERS RECEIVED TIMELY RESPONSES TO THESE 

COMPLAINTS, 97% OF THE TIME. (Continued)

51"THE COMPANY" ALWAYS WIN! 

Date

# of 

Complaints

% Wins

Company Consumer

# Disputed

Complaints Date

# of 

Complaints

% Wins

Company Consumer

# Disputed

Complaints

December 12, 2011

to April 23, 2017 
225,899 85.2% 8.8%

51,384*

(22.7%)

February 1, 2018

January 31, 2019
24,219 91.9% 6.4%

No

Disputes 

Allowed

April 24, 2017

January 31, 2018
21,365 93.3% 6.2%

No

Disputes 

Allowed

*Although disputes of company responses were intended to be an integral component of the CFPB Complaint Process, CFPB 

never implemented the dispute adjudication process.

TOP-20 SUMMARY: FROM JANUARY TO DECEMBER 2016, THE CFPB COMPLAINT DATABASE 

SHOWS THAT 20 COMPANIES RECEIVED NEARLY ONE-THIRD (62.5%) OF THE 621,441 CFPB 

COMPLAINTS, AND THE REMAINING 4,148 COMPANIES, RECEIVED 121,986 CFPB COMPLAINTS.

52"THE COMPANY" ALWAYS WIN! 
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“TOP-20 COMPANIES HAVE NO FEAR OF THE CFPB COMPLAINT 

PROCESS.”

TOP-20 SUMMARY: FROM JANUARY TO DECEMBER 2016, THE CFPB COMPLAINT DATABASE 

SHOWS THAT 20 COMPANIES RECEIVED NEARLY ONE-THIRD (62.5%) OF THE 621,441 CFPB 

COMPLAINTS, AND THE REMAINING 4,148 COMPANIES, RECEIVED 121,986 CFPB COMPLAINTS.

(Continued)

53"THE COMPANY" ALWAYS WIN! 

THIS HUGE DISCREPANCY BETWEEN THE TOP-20 COMPANIES, AND THE REMAINING 4,148, IS FURTHER DISTORTED BY THE 

FACT THAT ALL TWENTY OF THESE COMPANIES, WITH THE EXCEPTION OF: BANK OF AMERICA, OCWEN, PNC BANK NA, 

AND HSBC NORTH AMERICA HOLDINGS, INC.; RECEIVED MORE CFPB COMPLAINTS IN 2016, THAN THEY DID IN 2015. 

CLEARLY, THERE WAS “NO FEAR” OF THE CFPB COMPLAINT PROCESS BY ANY OF THE TOP-20 COMPANIES, AND IN FACT, 

SOME OF THESE AND OTHER LARGE COMPANIES MAY HAVE “WELCOMED THE CFPB COMPLAINTS THEY RECEIVED”, 

BECAUSE:

❑ THEY CONTROLLED THE CFPB COMPLAINT ARBITRATION PROCESS, AND COULD CLOSED COMPLAINTS WITHOUT 

FEAR OF RETRIBUTION BY EITHER CFPB OR ANY OTHER GOVERNMENT CONSUMER COMPLAINT/CONSUMER 

PROTECTION AGENCY, AND;

❑ ONCE CLOSED, CFPB COMPLAINTS ARE VIRTUALLY IMPOSSIBLE TO BE RE-OPENED, OR TO BE RE-FILED, BECAUSE 

THE COMPANY PORTAL PROVIDES “THE COMPANY” WITH A COMPLAINT ARCHIVE WHICH CONTAINS ALL PREVIOUSLY 

CLOSED COMPLAINTS, AS WELL AS ANY PREVIOUSLY REJECTED DUPLICATE COMPLAINTS.

“TOP-20 COMPANIES HAVE NO FEAR OF THE CFPB COMPLAINT PROCESS.”

TOP-20 SUMMARY: FROM JANUARY TO DECEMBER 2016, THE CFPB COMPLAINT DATABASE SHOWS THAT 20 

COMPANIES RECEIVED NEARLY ONE-THIRD (62.5%) OF THE 621,441 CFPB COMPLAINTS, AND THE REMAINING 

4,148 COMPANIES, RECEIVED 121,986 CFPB COMPLAINTS. (Continued)

54"THE COMPANY" ALWAYS WIN! 

❑ AS OPPOSED TO OTHER GOVERNMENT CONSUMER COMPLAINT PROCESSES, THE CFPB 

COMPLAINT PROCESS DOES NOT HAVE A DISPUTE OR ESCALATION OPTION; AND THUS, WHEN A 

CFPB COMPLAINT IS CLOSED BY “THE COMPANY”, IT IS EFFECTIVELY “DEAD”. TO EMPHASIZE 

THIS POINT: CONSUMERS WHO ATTEMPT TO SEEK RELIEF VIA “THE COURTS”, FACE A 

FORMIDABLE, UP-HILL BATTLE, BECAUSE “THE COMPANY” CAN USE THE CFPB’S “KISS OF 

DEATH” APPROVAL OF ITS CLOSING RESPONSE AS PART OF ITS DEFENSE.

GIVEN THE ABOVE ARGUMENTS, IT IS HIGHLY-PROBABLE THAT CONSUMERS WOULD RECEIVE 

THE SAME, OR BETTER RESULTS, IF THEY HAD FILED THEIR COMPLAINTS DIRECTLY WITH THE 

COMPANY, AND AVOIDED CONTAMINATING THEIR COMPLAINT WITH THE DREADED CFPB “KISS 

OF DEATH” APPROVAL OF THE COMPANY’S RESPONSE.

CLICK FOLLOWING LINKS TO VIEW ANALYSIS OF TOP-20 CLOSED RESPONSES:

Closed Closed with Explanation

Closed with Monetary Relief Closed without Monetary Relief

Next Slide
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COMPANY-CENTRIC CONSUMER FINANCIAL 

PROTECTION BUREAU (CFPB) COMPLAINT 

PROCESS

55"THE COMPANY" ALWAYS WIN! 

THE CFPB WEBSITE AT: HTTPS://WWW.CONSUMERFINANCE.GOV/, 

CLAIMS THAT CURRENT CFPB COMPLAINT PROCESS HAS BEEN AN 

UNQUALIFIED SUCCESS, SINCE IT WAS IMPLEMENTED ON DECEMBER 1, 

2011; HOWEVER, THE COMPANY-CENTRIC DESIGN OF THIS PROCESS, IN 

COMBINATION, WITH THE CFPB COMPLAINT DATABASE, REVEALS A 

MUCH DIFFERENT, AND DISTURBING PERSPECTIVE OF THIS FLAWED 

COMPLAINT-RESOLUTION PROCESS.

SUMMARY

Can the current CFPB Complaint Process be saved?

"THE COMPANY" ALWAYS WIN! 

CONSUMER FINANCIAL PROTECTION BUREAU (CFPB) OR 

COMPANY FINANCIAL PROTECTION BUREAU (CFPB)

56

THE BEST-CASE SCENARIO FOR CFPB COMPLAINT PROCESS: 

DURING THE PAST SEVEN YEARS, THE CFPB COMPLAINT PROCESS PROVIDED CONSUMERS  WITH A 

GOVERNMENT-MANAGED, CONSUMER COMPLAINT  REPOSITORY, AND A SEAMLESS-CONDUIT FOR SENDING 

FINANCIAL-RELATED COMPLAINTS TO “THE COMPANY” FOR ARBITRATION AND RESOLUTION.

THE WORST-CASE SCENARIO FOR CFPB COMPLAINT PROCESS: 

CFPB DENIED KEY ELEMENTS OF “DUE PROCESS” TO THE MORE THAN ONE MILLION CONSUMERS WHO FILED 

CONSUMER COMPLAINTS VIA THE FLAWED CFPB  COMPLAINT PROCESS. VIRTUALLY ALL OF THESE 

CONSUMERS WERE LED TO BELIEVE THAT THEY HAD SUBMITTED ACTIONABLE COMPLAINT TO A US 

GOVERNMENT AGENCY, THAT WOULD ASSIST THEM IN OBTAINING A FAIR, EQUITABLE RESOLUTION TO THEIR 

FINANCIAL COMPLAINTS. AT NO TIME WERE THESE CONSUMERS INFORMED THAT THEIR COMPLAINTS 

WOULD BE ARBITRATED SOLELY BY “THE COMPANY”; WITHOUT ANY ACTIVE PARTICIPATION BY CFPB. HAD 

THESE CONSUMERS BEEN INFORMED THAT“THE COMPANY” WOULD ACT AS “JUDGE, JURY, AND APPELLATE” 

FOR THEIR COMPLAINTS; AND THAT CFPB WOULD NEVER REVIEW A SINGLE ARBITRATION RESPONSE FROM 

“THE COMPANY”, NONE WOULD HAVE FILED A COMPLAINT VIA THE CFPB COMPLAINT PROCESS. BASED UPON 

THE CURRENT IMPLEMENTATION, THE C IN CFPB SHOULD STAND FOR “COMPANY” RATHER THAN 

“CONSUMER”.

55

56

http://www.cfpbcomplaintmonitor.org/
http://www.cfpbcomplaintmonitor.org/


1/14/2020

29

UNSUBSTANTIATATED: “STANDING UP FOR YOU” CLAIMS BY CFPB!

THE FOLLOWING GRAPHIC IS FOUND ON THE HOME PAGE OF THE CFPB WEBSITE; AND CLAIMS THAT CFPB 

HAS PROVIDED12.4 BILLION DOLLARS IN RELIEF TO 31MILLION CONSUMERS, AND THAT CFPB HAS HANDLED 

MORE THAN 1.5 MILLION COMPLAINTS; AND THAT 97% OF ALL CONSUMER COMPLAINTS WERE RESPONDED TO 

IN A “TIMELY MANNER”. HOWEVER, IT FAILS TO MENTION THAT MORE THAN EIGHTY PERCENT OF THESE 

COMPLAINTS, WHICH WERE RESPONDED TO IN A “TIMELY MANNER”, RECEIVED “CLOSED” OR “CLOSED WITH 

EXPLANATION” RESPONSES FROM “THE COMPANY”, AND LESS THAN SEVEN PERCENT WERE “CLOSED WITH 

MONETARY RELIEF”; AND FURTHER, THAT THERE WAS NO REVIEW, DISPUTE, APPEAL,  OR ESCALATION OF ANY 

THE 743,427 CFPB COMPLAINTS ARBITRATED BY “THE COMPANY” PRIOR TO MARCH 2017!

57"THE COMPANY" ALWAYS WIN! 

ACTUAL CFPB “STANDING UP FOR YOU” RESULTS!

THE FOLLOWING TABLES SHOWS THE ACTUAL COMPANY RESPONSES (TOTALS AND 

PERCENTAGES) TO 743,427 CFPB COMPLAINTS FILED BETWEEN DECEMBER 2011 AND APRIL 24, 2017. 

THESE TABLES SHOW THAT “THE COMPANY” WINS EIGHTY PERCENT OF ALL CFPB COMPLAINTS, 

AND LOSE TWENTY PERCENT OF COMPLAINTS FILED VIA CFPB.  IT IS IMPORTANT THAT “THE 

COMPANY” RESPONSES THAT INCLUDED MONETARY RELIEF WAS LESS THAN 7%! 

58"THE COMPANY" ALWAYS WIN! 

Closed Responses               Products Bank account or 

service

Consumer 

Loan Credit card

Credit 

reporting

Debt 

collection

Money 

transfers Mortgage

Other financial 

service

Payday 

loan

Prepaid 

card

Student 

loan

Virtual 

currency

Grand 

Total Total

Closed no explanation 2359 655 645 407 6937 61 5591 38 193 40 200 1 17127

Closed with explanation 54923 24254 51676 94726 106561 4233 184211 757 4429 1969 25619 16 553374

Closed with monetary relief 17529 1986 17876 722 1839 633 6234 104 261 1133 1292 49609

Closed with non-monetary relief 5174 2553 9185 37187 21519 207 13435 37 206 488 2118 92109

Grand Total 79985 29448 79382 133042 136856 5134 209471 936 5089 3630 29229 17 712219

Closed Responses               Products Bank account or 

service

Consumer 

Loan Credit card

Credit 

reporting

Debt 

collection

Money 

transfers Mortgage

Other financial 

service

Payday 

loan

Prepaid 

card

Student 

loan

Virtual 

currency

Grand 

Total Percent

Closed no explanation 2.95% 2.22% 0.81% 0.31% 5.07% 1.19% 2.67% 4.06% 3.79% 1.10% 0.68% 5.88% 2.40%

Closed with explanation 68.67% 82.36% 65.10% 71.20% 77.86% 82.45% 87.94% 80.88% 87.03% 54.24% 87.65% 94.12% 77.70%

Closed with monetary relief 21.92% 6.74% 22.52% 0.54% 1.34% 12.33% 2.98% 11.11% 5.13% 31.21% 4.42% 0.00% 6.97%

Closed with non-monetary relief 6.47% 8.67% 11.57% 27.95% 15.72% 4.03% 6.41% 3.95% 4.05% 13.44% 7.25% 0.00% 12.93%

Grand Total Responses 100.00% 100.00% 100.00% 100.00% 100.00% 100.00% 100.00% 100.00% 100.00% 100.00% 100.00% 100.00% 100.00%

CFPB Comsumer Complaint Closed Responses

Closed without Relief (80.1%0 versus Closed with Relief (19.9%)

80.10%

19.90%

570501

141718

Source: CFPB Complaint Database (January 2011- April 2017)
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CFPB WEBSITE CLAIMS: “SUBMITTING A COMPLAINT HELP OTHERS”.

AS THE TABLE BELOW SHOWS, ONLY 5.9% OF RESPONSES FROM “THE COMPANY” ARE SHARED 

PUBLICLY; AND SOME LARGE NATIONAL BANKS, AND FINANCIAL SERVICES COMPANIES DO NOT 

SHARE ANY OF THEIR RESPONSES PUBLICLY.

59"THE COMPANY" ALWAYS WIN! 

60
"THE COMPANY" ALWAYS WIN! 

CFPB COMPLAINT PROCESS OR DATABASE DESIGN DEFECTS.

Closed Responses 2013 2014 2015 2016 2017 Total Percent Winning %

Closed 162 100 71 46 7 386 1.0%

Closed with explanation 6589 6819 7000 7400 6032 33840 83.6%

Closed with monetary relief 788 632 674 1024 1268 4386 10.8%

Closed with non-monetary relief 450 184 223 292 515 1664 4.1%

In progress 208 208 0.5%

Grand Total 7989 7735 7968 8762 8030 40484 100.0%

Annual Percentage 19.7% 19.1% 19.7% 21.6% 19.8% 100.0%

Closed Responses 2013 2014 2015 2016 2017 Total Percent Winning %

Closed 18 23 37 31 4 113 0.5%

Closed with explanation 2621 3690 4057 4802 4526 19696 78.9%

Closed with monetary relief 533 466 550 942 1210 3701 14.8%

Closed with non-monetary relief 256 84 180 280 503 1303 5.2%

In progress 153 153 0.6%

Grand Total 3428 4263 4824 6055 6396 24966 100.0%

Annual Percentage 13.7% 17.1% 19.3% 24.3% 25.6% 100.0%

Closed Responses 2013 2014 2015 2016 2017 Total Percent Winning %

Closed 10 3 9 6 28 0.6%

Closed with explanation 731 925 1145 1287 282 4370 90.0%

Closed with monetary relief 75 62 69 108 29 343 7.1%

Closed with non-monetary relief 49 11 26 23 4 113 2.3%

Grand Total 865 1001 1249 1424 315 4854 100.0%

Annual Percentage 17.8% 20.6% 25.7% 29.3% 6.5% 100.0%

84.5%

14.9%

JPMorgan Chase and Company - All CFPB Complaints

79.3%

20.0%

Source: CFPB Complaint Database  (January 1, 2013 - December 27, 2017)

Source: CFPB Complaint Database  (January 1, 2013 - December 27, 2017)

Source: CFPB Complaint Database  (January 1, 2013 - December 27, 2017)

90.6%

9.4%

JPMorgan Chase and Company - CFPB Non-Mortgage Complaints

JPMorgan Chase and Company - Disputed CFPB Non-Mortgage Complaints

Closed Responses 2013 2014 2015 2016 2017 Total Percent Winning %

Closed 144 77 34 15 3 273 1.8%

Closed with explanation 3968 3129 2943 2598 1506 14144 91.1%

Closed with monetary relief 255 166 124 82 58 685 4.4%

Closed with non-monetary relief 194 100 43 12 12 361 2.3%

In progress 55 55 0.4%

Grand Total 4561 3472 3144 2707 1634 15518 100.0%

Annual Percentage 29.4% 22.4% 20.3% 17.4% 10.5% 100.0%

Closed Responses 2013 2014 2015 2016 2017 Total Percent Winning %

Closed 44 23 10 77 2.5%

Closed with explanation 865 722 652 521 82 2842 92.7%

Closed with monetary relief 33 32 18 7 1 91 3.0%

Closed with non-monetary relief 25 20 11 56 1.8%

Grand Total 967 797 691 528 83 3066 100.0%

Annual Percentage 31.5% 26.0% 22.5% 17.2% 2.7% 100.0%

JPMorgan Chase and Company - CFPB Mortgage Complaints

JPMorgan Chase and Company - Disputed CFPB Mortgage Complaints

Source: CFPB Complaint Database  (January 1, 2013 - December 27, 2017)

Source: CFPB Complaint Database  (January 1, 2013 - December 27, 2017)

92.9%

6.7%

95.2%

4.8%
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61
"THE COMPANY" ALWAYS WIN! 

CFPB COMPLAINT PROCESS OR DATABASE DESIGN DEFECTS.

62
"THE COMPANY" ALWAYS WIN! 

CFPB COMPLAINT PROCESS OR DATABASE DESIGN DEFECTS.
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63
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CFPB COMPLAINT PROCESS OR DATABASE DESIGN DEFECTS.

Closed Responses 2013 2014 2015 2016 2017 Total Percent Winning %

Closed 6 8 14 0.2%

Closed with explanation 839 1426 1282 1480 1289 6316 98.2%

Closed with monetary relief 1 9 2 1 13 0.2%

Closed with non-monetary relief 2 2 72 7 4 87 1.4%

Grand Total 848 1436 1363 1489 1294 6430 100.0%

Annual Percentage 13.2% 22.3% 21.2% 23.2% 20.1% 100.0%

Closed Responses 2013 2014 2015 2016 2017 Total Percent Winning %

Closed with explanation 23 74 54 94 149 394 99.2% 99.2%

Closed with non-monetary relief 3 3 0.8% 0.8%

Grand Total 23 74 54 94 152 397 100.0%

Annual Percentage 5.8% 18.6% 13.6% 23.7% 38.3% 100.0%

Closed Responses 2013 2014 2015 2016 2017 Total Percent Winning %

Closed with explanation 6 23 21 36 7 93 100.0% 100.0%

Grand Total 6 23 21 36 7 93 100.0%

Annual Percentage 6.5% 24.7% 22.6% 38.7% 7.5% 100.0%

Select Portfolio Servicing, Inc. - All CFPB Complaints

1.6%

98.4%

Source: CFPB Complaint Database  (January 1, 2013 - December 27, 2017)

Source: CFPB Complaint Database  (January 1, 2013 - December 27, 2017)

Source: CFPB Complaint Database  (January 1, 2013 - December 27, 2017)

Select Portfolio Servicing, Inc. - Disputed CFPB Non-Mortgage Complaints

Select Portfolio Servicing, Inc.  - CFPB Non-Mortgage Complaints

Closed Responses 2013 2014 2015 2016 2017 Total Percent Winning %

Closed 6 8 14 2.5%

Closed with explanation 816 1352 1228 1386 1140 5922 92.7%

Closed with monetary relief 1 9 2 1 13 3.0%

Closed with non-monetary relief 2 2 72 7 1 84 1.8%

Grand Total 825 1362 1309 1395 1142 6033 100.0%

Annual Percentage 13.7% 22.6% 21.7% 23.1% 18.9% 100.0%

Closed Responses 2013 2014 2015 2016 2017 Total Percent Winning %

Closed 3 2 5 0.4%

Closed with explanation 181 339 347 354 62 1283 98.2%

Closed with monetary relief 4 4 0.3%

Closed with non-monetary relief 13 2 15 1.1%

Grand Total 184 341 364 356 62 1307 100.0%

Annual Percentage 14.1% 26.1% 27.9% 27.2% 4.7% 100.0%

Source: CFPB Complaint Database  (January 1, 2013 - December 27, 2017)

1.5%

98.5%

Source: CFPB Complaint Database  (January 1, 2013 - December 27, 2017)

Select Portfolio Servicing, Inc. - CFPB Mortgage Complaints

Select Portfolio Servicing, Inc.- Disputed CFPB Mortgage Complaints

95.2%

4.8%

CFPB COMPLAINT DATABASE CONTAINED 79,995 BANK ACCOUNT OR SERVICE CONSUMER 

COMPLAINTS, AND 71.6% OF THESE COMPLAINTS WERE EITHER CLOSED, OR CLOSED WITH 

EXPLANATION, BY “THE COMPANY”.

64"THE COMPANY" ALWAYS WIN! 

Click following Links to see Product Summaries of CFPB Complaints Closed by “The Company”:

Bank account or service Consumer Loan Credit card 

Credit reporting Debt collection Money transfers

Mortgage Other financial service Payday loan

Prepaid card Student loan Virtual Currency

Click Here to return to Complaint Summary Page.
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65"THE COMPANY" ALWAYS WIN! 

CFPB COMPLAINT DATABASE CONTAINED 24,448 CONSUMER LOAN COMPLAINTS, AND 84.6% OF 

THESE COMPLAINTS WERE EITHER CLOSED, OR CLOSED WITH EXPLANATION, BY “THE 

COMPANY”.

Click following Links to see Product Summaries of CFPB Complaints Closed by “The Company”:

Bank account or service Consumer Loan Credit card 

Credit reporting Debt collection Money transfers

Mortgage Other financial service Payday loan

Prepaid card Student loan Virtual Currency

Click Here to return to Complaint Summary Page.

66"THE COMPANY" ALWAYS WIN! 

CFPB COMPLAINT DATABASE CONTAINED 79382 CREDIT CARD COMPLAINTS, AND 65.9% OF 

THESE COMPLAINTS WERE EITHER CLOSED, OR CLOSED WITH EXPLANATION, BY “THE 

COMPANY”.

Click following Links to see Product Summaries of CFPB Complaints Closed by “The Company”:

Bank account or service Consumer Loan Credit card 

Credit reporting Debt collection Money transfers

Mortgage Other financial service Payday loan

Prepaid card Student loan Virtual Currency

Click Here to return to Complaint Summary Page.
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67"THE COMPANY" ALWAYS WIN! 

CFPB COMPLAINT DATABASE CONTAINED 133,042 CREDIT REPORTING COMPLAINTS, AND 71.5% 

OF THESE COMPLAINTS WERE EITHER CLOSED, OR CLOSED WITH EXPLANATION, BY “THE 

COMPANY”.

Click following Links to see Product Summaries of CFPB Complaints Closed by “The Company”:

Bank account or service Consumer Loan Credit card 

Credit reporting Debt collection Money transfers

Mortgage Other financial service Payday loan

Prepaid card Student loan Virtual Currency

Click Here to return to Complaint Summary Page.

68"THE COMPANY" ALWAYS WIN! 

CFPB COMPLAINT DATABASE CONTAINED 5,134 MONEY TRANSFER CONSUMER COMPLAINTS, 

AND 83.6% OF THESE COMPLAINTS WERE EITHER CLOSED, OR CLOSED WITH EXPLANATION, 

BY “THE COMPANY”.

Click following Links to see Product Summaries of CFPB Complaints Closed by “The Company”:

Bank account or service Consumer Loan Credit card 

Credit reporting Debt collection Money transfers

Mortgage Other financial service Payday loan

Prepaid card Student loan Virtual Currency

Click Here to return to Complaint Summary Page.
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69"THE COMPANY" ALWAYS WIN! 

CFPB COMPLAINT DATABASE CONTAINED 209,471 MORTGAGE COMPLAINTS, AND 90.6% OF 

THESE COMPLAINTS WERE EITHER CLOSED, OR CLOSED WITH EXPLANATION, BY “THE 

COMPANY”.

Click following Links to see Product Summaries of CFPB Complaints Closed by “The Company”:

Bank account or service Consumer Loan Credit card 

Credit reporting Debt collection Money transfers

Mortgage Other financial service Payday loan

Prepaid card Student loan Virtual Currency

Click Here to return to Complaint Summary Page.

70"THE COMPANY" ALWAYS WIN! 

CFPB COMPLAINT DATABASE CONTAINED 936 OTHER FINANCIAL SERVICE CONSUMER 

COMPLAINTS, AND 84.9% OF THESE COMPLAINTS WERE EITHER CLOSED, OR CLOSED WITH 

EXPLANATION, BY “THE COMPANY”.

Click following Links to see Product Summaries of CFPB Complaints Closed by “The Company”:

Bank account or service Consumer Loan Credit card 

Credit reporting Debt collection Money transfers

Mortgage Other financial service Payday loan

Prepaid card Student loan Virtual Currency

Click Here to return to Complaint Summary Page.
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71"THE COMPANY" ALWAYS WIN! 

CFPB COMPLAINT DATABASE CONTAINED 5,089 PAYDAYLOAN COMPLAINTS, AND 90.8% OF 

THESE COMPLAINTS WERE EITHER CLOSED, OR CLOSED WITH EXPLANATION, BY “THE 

COMPANY”.

Click following Links to see Product Summaries of CFPB Complaints Closed by “The Company”:

Bank account or service Consumer Loan Credit card 

Credit reporting Debt collection Money transfers

Mortgage Other financial service Payday loan

Prepaid card Student loan Virtual Currency

Click Here to return to Complaint Summary Page.

72"THE COMPANY" ALWAYS WIN! 

CFPB COMPLAINT DATABASE CONTAINED 3,630 PREPAID CARD CONSUMER COMPLAINTS, AND 

55.3% OF THESE COMPLAINTS WERE EITHER CLOSED, OR CLOSED WITH EXPLANATION, BY 

“THE COMPANY”.

Click following Links to see Product Summaries of CFPB Complaints Closed by “The Company”:

Bank account or service Consumer Loan Credit card 

Credit reporting Debt collection Money transfers

Mortgage Other financial service Payday loan

Prepaid card Student loan Virtual Currency

Click Here to return to Complaint Summary Page.
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73"THE COMPANY" ALWAYS WIN! 

CFPB COMPLAINT DATABASE CONTAINED 29,229 STUDENT LOAN COMPLAINTS, AND 88.3% OF 

THESE COMPLAINTS WERE EITHER CLOSED, OR CLOSED WITH EXPLANATION, BY “THE 

COMPANY”.

Company Response 2011 2012 2013 2014 2015 2016 2017 Total Percent

Closed 31 39 18 34 44 34 200 0.7%

Closed with explanation 1553 2345 3567 3916 7207 7031 25619 87.6%

Closed with monetary relief 154 267 289 239 264 79 1292 4.4%

Closed with non-monetary relief 373 354 408 309 538 136 2118 7.2%

Grand Total 2111 3005 4282 4498 8053 7280 29229 100.0%

Source: CFPB Complaint Database (January 2011- April 2017

CFPB Consumer Complaints/Year Company 

Winning %

88.3%

CFPB Complaints for Student Loan Products

Click following Links to see Product Summaries of CFPB Complaints Closed by “The Company”:

Bank account or service Consumer Loan Credit card 

Credit reporting Debt collection Money transfers

Mortgage Other financial service Payday loan

Prepaid card Student loan Virtual Currency

Click Here to return to Complaint Summary Page.

74"THE COMPANY" ALWAYS WIN! 

CFPB COMPLAINT DATABASE CONTAINED 16 VIRTUAL CURRENCY COMPLAINTS, AND 100% OF 

THESE COMPLAINTS WERE EITHER CLOSED, OR CLOSED WITH EXPLANATION, BY “THE 

COMPANY”.

Click following Links to see Product Summaries of CFPB Complaints Closed by “The Company”:

Bank account or service Consumer Loan Credit card 

Credit reporting Debt collection Money transfers

Mortgage Other financial service Payday loan

Prepaid card Student loan Virtual Currency

Click Here to return to Complaint Summary Page.
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