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"THE COMPANY" ALWAYS WIN!

* 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.

"THE COMPANY" ALWAYS WIN!



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

1/14/2020

* 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 WIN!

* CFPB deceived (lied too) 140,150 consumers, promising that it would “investigate their disputed complaints™;
however the CFPB Complaint database shows that ne formal investigations were ever conducted.

"THE COMPANY" ALWAYS WIN!
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"THE COMPANY" ALWAYS WIN!

CFPB WORK INCLUDE:

O ROOTING OUT UNFAIR, DECEPTIVE, OR ABUSIVE ACTS OR PRACTICES BY WRITING RULES,
SUPERVISING COMPANIES, AND ENFORCING THE LAW.

O ENFORCING LAWS THAT OUTLAW DISCRIMINATION IN CONSUMER FINANCE.*

O TAKING CONSUMER COMPLAINTS*.

0 ENHANCING FINANCIAL EDUCATION.

0 RESEARCHING THE CONSUMER EXPERIENCE OF USING FINANCIAL PRODUCTS.
O MONITORING FINANCIAL MARKETS FOR NEW RISKS TO CONSUMERS.

"THE COMPANY" ALWAYS WIN!
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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!

—._March 2017

Standing up for yoo

We fubl compenes o

Sraraling wp boe yo

"THE COMPANY" ALWAYS WIN!

# of % Wins # Disputed # of % Wins # Disputed
Complaints § Company Consumer Complaints Date Complaints § Company Consumer § Complaints

No|
December 12, 2011 § - 765 14y N 7690% | 19.0% vagaof] | February1,2018 | o, oo 80% | 178% | HEENEE
JAllowed|

to April 23, 2017 ! ’ (19.5%) January 31, 2019

April 24, 2017 A 3 February 1, 2019 3 3
January 31, 2018 194,274 84.1% 15.3% May 31, 2019 82,385 72.0% 16.7% [Disputes]

"THE COMPANY" ALWAYS WIN!
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TE HOME PAGE: “STANDING UP FOR YOU CLAIMS!”

S FOR MORTGAGE COMPLAINTS DURING THE FOUR PERIODS SHOWN IN THE PREVIOUS
) ANDING UP FOR YOU” CAPTION SHOWN ON THE CFPB CONSUMER
RCENTA OF MORTGAGE COMPLAINTS WERE MORE
2011 AND APRIL 23, 2017, AND HAS
APRIL 2017:

#of % Wins # Disputed #of % Wins # Disputed
Date Complaints | Company Consumer Complaints Date Complaints § Company Consumer § Complaints

December 12, 2011 February 1, 2018 24.219 91.9%

51,384
0,
to April 23, 2017 S Eo2Re 22.7%)] January 31, 2019

April 24, 2017 o ] February 1, 2019 ®
January 31, 2018 21,365 93.3% [Disputes| May 31, 2019 6,853 86.4%

"THE COMPANY" ALWAYS WIN!

PROCESS OR DATABASE DESIGN DEFECTS.

“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;

DESIGN DEFECT: “THE COMPANY”, AT ITS DISCRESSION, CAN SENT ONE OF THE PUBLIC RESPONSES
OR CAN CHOSE TO LEAVE THE PUBLIC RESPONSE FIELD “BLANK”. THIS DEPRIVE BOTH CONSUMERS
AND REGULATORY AGENCIES OF THIS VITALLY-IMPORTANT COMPLAINT-RESOLUTION INFORMATION.

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)

“"THE COMPANY" ALWAYS WIN!

1/14/2020
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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" ALWAYS WIN!
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"THE COMPANY" ALWAYS WIN!

QUANTIFIBLE CFPB COMPLAINT PROCESS BENEFITS TO AMERICAN CONSUMERS:

0 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 ASINGLE COMPLAINT DATABASE OR
FINANCIALLY-ORIENTED CONSUMER COMPLAINTS.

1/14/2020
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B COMPLAINT PROCESS OR DATABASE DESIGN DEFECTS.

CEPB COMPLAINT PROCESSES WHICH WERE DETRIMENTAL TO AMERICAN CONSUMERS:
THE CURRENT CFPB COMPLAINT PROCESS ENABLES CFPB TO CONTINUE THE FACADE OF “STANDING UP
FOR THE CONSUMER*, WHILE:

O 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.

"THE COMPANY" ALWAYS WIN!

CFPB COMPLAINT PROCESS OR DATABASE DESIGN DEFECTS.

CFPB COMPLAINT PROCESSES WHICH WERE DETRIMENTAL TO AMERICAN CONSUMERS:
(Continued):

O FAILING TO IDENTIFY COMPANIES WHO DID NOT RESPOND TO CFPB CONSUMER COMPLAINTS.

O 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.

QO 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.

O FAILING TO INCLUDE DISCRIMINATION DATA IN THE CFPB COMPLAINT DATABASE (THE 2013
NOTICE OF FINAL POLICY STATEMENT DESCRIBES HOW CFPB BOWED TO PRESSURE ANTH-
CONSUMER GROUPS AND MADE THE LUDICRIOUS DECISION TO NOT INCLUDE DISCRIMINATION
DATA IN THE CFPB COMPLAINT DATABASE*.)

QO THE CFPB COMPLAINT PROCESS DOES NOT FORCE COMPANIES TO PUBLICLY DISCLOSURE ITS
DECISIONS TO CONSUMER COMPLAINTS

Q CFPBHAS NEVER IDENTIFIED A SINGLE OFFENDING COMPANY, AND SOME COMPANIES HAVE NEVER

RESPONDEND TO A SINGLE COMPLAINT.

“"THE COMPANY" ALWAYS WIN!

18


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

1/14/2020

How the CFPB Complalat Process “Should™ Work:

1. Complaint submitted
You submit a complaint about an issue you have with a company about a consumer finuncial product or
service, You will recelve email updates and can log in to track the status of your complaint.

2.

We'll forward your complaint and any documents you provide to the company® and work to get a
response from them. If we find that another government agency would be better able to assist, we will
forward your complaint to them and let you know

3. Company response
The company reviews your complaint, communicates with you as needed, and reports back about the
steps taken or that will be taken on the issue you identify in your complaint.

4. Complaint published

We publish information abeut your complaint-—such as the subject and date of the complaint—an our
public Consumer Complaint Database. With your consent we alvo publish your description of what
happened, afler taking steps to remove personal information.

5. Consumer review

We will let you know when the company responds. You'll be able to review the company’s response and
will have 60 days to provide feedback about the company's response.

"THE COMPANY" ALWAYS WIN!

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

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.

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.)

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

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.

“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.

"THE COMPANY" ALWAYS WIN!
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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 THECONSUMER.

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.

THE CFPB COMPLAINT DATABASE SHOWS, THAT CONSUMERS FILING CFPB MORTGAGE
COMPLAINTS ARE ONLY AWARDED MONETARY RELIEFBY "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.

THERE IS NO SPECIAL TRACKING FOR CONSUMER COMPLAINTS FILED WITHOTHER
FEDERAL, STATE OR LOCAL CONSUMER COMPLAINT AGENCIES, AND “THE COMPANY”
ARBITRATION RESPONSE IS NEVER FORWARDED TO THESE REFERRING AGENCIES.

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).

"THE COMPANY" ALWAYS WIN!

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.

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”.

“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.

. “THE COMPANY” IS NOT REQUIRED TO SEND A WRITTEN RESPONSE TO CFPB
REGARDING ITS ARBITRATION DECISION; AND IS ONLY REQUIRED TO SEND CFPB ONE
OF THE FOLLOWING CLOSING RESPONSES: 1.) CLOSE, 2.) CLOSE WITH EXPLANATION, 3.)
CLOSE WITH MONETARY RELIEF, OR; 4) CLOSED WITHOUT NON-MONETARY RELIEF.

“THE COMPANY” RESPONSES TO CONSUMER COMPLAINTS REFERRED TO CFPBBY
OTHER COMPLAINT AGENCIES, ARE NOT SHARED WITH THE REFERRING AGENCIES, OR
ANY OTHER FEDERAL OR STATE COMPLAINT AGENCIES.

"THE COMPANY" ALWAYS WIN!
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XVI.

XVII.

XVIII.

XIX.

XX.

XXI.

SE DESIGN DEFECTS.

“ENFORCING LAWS THAT OUTLAW DISCRIMINATION IN CONSUMER FINANCE” IS ONE OF
THE PRIMARY ACCOUNTABILITIESASSIGNED TO CFPB BY THE DODD-FRANK WALL STREET
REFORM AND CONSUMER PROTECTIONACT; 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 ISNOT INCLUDED IN THE CONSUMER
PORTAL, COMPANY PORTAL, OR THE CFPB DATABASE, AND IS NOT USED BY “THE
COMPANY” DURING THE COMPLAINT ADJUDICATION PROCESS.)

CONSUMER COMPLAINTS FLAGGED AS DUPLICATES BY “THE COMPANY” ARE DISCARDED
BY THE CFPB COMPLAINT DEPARTMENT WITHOUT FURTHER INVESTIGATION.

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”.

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”.

CFPB DOES NOT PUBLISHANNUAL 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.

"THE COMPANY" ALWAYS WIN!

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.

CFPB DOES NOT PUBLISH REPORTS THAT IDENTIFY COMPANIES, WHO IGNORE,
AND/OR REFUSE TO RESPOND TO CFPB CONSUMER COMPLAINTS.

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 INTERNALAGENCY BY CFPB.

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.

. CFPB DOES NOT PUBLISH SUMMARY REPORTS SHOWING THE FINAL RESOLUTION OF
CONSUMER COMPLAINTS ALLEGING CRIMINAL ACTIVITIES, SUCHAS IDENTITY
THEFT, FRAUD, AND EMBEZZLEMENT.

LSS ae— — i

"THE COMPANY" ALWAYS WIN!

1/14/2020
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DR DATABASE DESIGN DEFECTS.

xxVl. 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.

xxvil. CFBP DOES NOT PUBLISH ANNUAL TREND ANALYSIS REPORTS DELINEATING CFPB
COMPLAINTS PRODUCTS SUCH AS DEBT COLLECTION, MONEY TRANSFER, PAYDAY
LOAN, AND PREPAID CARD.

xxVill. THE “COMPANY PORTAL” WHICH IS USED TO INTERCONNECT CFPB WITH THE
COMPANY PROVIDES THE COMPANY WITH REAL-TIME, INTERACTIVEACCESS 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 I l
VIATHE WEB, AND ALL BUT 22 OF THESE NARRATIVES WERE IN RESPONSES TO
COMPLAINTS CLOSED BY “THE COMPANY” WITH A “CLOSE WITH EXPLANATION

RESPONSE.

THE CFPB WEBSITE TOUTED THE SPECTACULAR SUCCESSES OF THE CFPB
COMPLAINT PROCESS BUT PROVIDED NO MECHANISM FOR MEASURING THE
ONSUMER’S SATISFACTION (OR LACK THEREOF) OF THE COMPLAINT PROCE

"THE COMPANY" ALWAYS WIN!

25

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.

xxX11. CFBP DOES NOT PUBLISH ANNUAL TREND ANALYSIS REPORTS DELINEATING CFPB
COMPLAINTS PRODUCTS SUCH AS DEBT COLLECTION, MONEY TRANSFER, PAYDAY
LOAN, AND PREPAID CARD.

XXX111.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
VIATHE 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.

"THE COMPANY" ALWAYS WIN!
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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 ATHE CURRENT
YEAR OR DOZENS OF TIME DURING ATEN-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.

inote 8} Link to Company Public Resp fo G

"THE COMPANY""

CFPB COMPLAINT DATABASE MODEL

cmw:mmdcmm

v

Corporate Narie
&DM
D9 Cede

1) Ctder A 2} Sar %, 3) Older So
[Yas or No (scte 11)

Link to List How Complaint Sutmitted

Date {mmicatyyyy)

Link to Conpany Responses to C

YuorNo

: mn Lk, 3] Not Appicasie (N [note 12

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.

r

1o «

Y

ELE

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

Ilustration 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.

2013-2016 Consumer Complaints Alleging, Identity theft, Fraud, or Embezziement
Closed Responses
Disputed by
Consumers
Total Percent
16 25.0%
1008 23.1%
2 104%
88 10.1%
1243 18.9%

Complaints Filed
viaCFPB

Closed Responses to Consumer |
Total | Percent

from " The Company™

Year Complaint Filed

2013 2016

Source. December 2011-Apri] 2017 CFPE Complaint D

"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.

CFPB COMPLAINT DATABASE MODEL
! Information Contained in Database Fiekd
Dane (mmiddlyyyy)
‘List of Sub-Products

Alok o List of Progects,
Mnk e List of Sub-Products,
Last of Issues Ingte 20

List of Sub-issues [note 3) Link to List of Sub-issues
Lo incte 4} < s Descrip ot
[oate 21 Link ¥ Conpany Publc Resp o Comp

Corpeess Name

State Coce

Zip Code

Lsst of Products

‘ow Complaint Submitted [notp &)
Date Comgiamt Sant 10 Company (noeg 5]
2 P

pany Response %
Tenely Rexponse from Company
Was Complant Disputed by ¢ mar?

1.} OMer Amencan, 2 ) Ser
Yes or No fnote 1]
Link 10 List How Complaint Submitiod

, ) Order Sar

A1¥es, 2.) No, 3) Kot Applizatule [NIA) (noee 12)
Comgliant D

"THE COMPANY" ALWAYS WIN!
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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.)

How the CFPB Complalat Process “Should” Work:

1. Complaint submitted
You submit a complaint about an issue you have with a company about a consumer finuncial product or
service, You will recelve email updates and can log in to track the status of your complaint.

2.

We'll forward your complaint and any documents you provide to the company® and work to get a
response from them. If we find that another government agency would be better able to assist, we will
forward your complaint to them and let you know

3. Company response
The company reviews your complaint, communicates with you as needed, and reports back about the
steps taken or that will be taken on the issue you identify in your complaint.

4. Complaint_ published

We publish information abeut your complaint-—such as the subject and date of the complaint—an our
public Consumer Complaint Database. With your consent we alve publish your description of what
happened, afler taking steps to remove personal information.

S. Consumer review

We will let you know when the company responds. You'll be able to review the company’s response and
will have 60 days to provide feedback about the company’s response

"THE COMPANY" ALWAYS WIN!

TOP 20 COMPANES - CLOSED

Company 12 2 [ 2095 | 2096 | Tetal

|

PIEIC R pri L P

"THE COMPANY" ALWAYS WIN!
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TOP-20 COMPANIES - CLOSED WITH EXPLANATION

Nexs | | | |
Comg any 2013 | 0 2016 | 20% | Tewl

"THE COMPANY" ALWAYS WIN!

TOP-20 COMPANIES - CLOSED WITH MONETARY RELIEF
e
Compaty [20%m | 200 ";)IS 2008 | Tetal

"THE COMPANY" ALWAYS WIN!
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Company

TOP-20 COMPANIES - CLOSED WITH NON-MONE TARY RELIEF

[ 20% |

"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

DESIGN DEFECT : AS OF APRIL 21,2017, 21,198 COMPLAINTS HAD BEEN REFERRED TO OTHER AGENCIES BY CFPB
BUT THERE IS NO RECORD OF THE FINAL DISPOSITION OF ANY OF THESE COMPLAINTS IN THE CFPB DATABASE.

CFPB Complaint Resolution Process

Referred To: -

Complaints Referred|

BBB

CFPB Enforcement

Dept. of Education

Farm Credit Administration

FDIC

Federal Reserve

State Agencies

State Attorneys General

VA

Grand Total

"THE COMPANY" ALWAYS WIN!

1/14/2020
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THE CFPB COMPLAINT DATABASE SHOWS THAT CONSUMERS FILING MORTGAGE
COMPLAINTS ARE ONLY AWARDED MONETARY RELIEFBY "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.

DESIGN DEFECT: MORTGAGES ARE THE LARGEST PRODUCT IN THE CFPB COMPLAINT PROCESS AND REPRESENTS
29% OF ALL COMPLAINTS FILED BY CONSUMERS. CONSUMERS DISPUTED 22.7% OF MORTGAGE COMPLAINTS

RESPONSES RECEIVED FROM "THE COMPANY";” WERE DISPUTED BY CONSUMERS.
CFPB Complaints for Mortgage Products
CFPB Consumer Complaints/Year ! Company
Company Response 2013 i 2014 | 2017 | Total !Perr:em Wnning %
106 5501 2.7% o

Clo

826 184211 W7

Clo with e xplanation
Closed with monetary reliel 1042 1323

Y 2013. Aprd 2017

"THE COMPANY" ALWAYS WIN!

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.

DESIGN DEFECT: OTHER FEDERAL AGENCIES SUCH AS OCC, FDIC, FRB, AND DOJ HAVE CONSUMER COMPLAINT
AGENCIES BUT THESE AGENCIES REFUSE TO ACCEPT JURISDICTION IN ALL FINANCE-RELATED CONSUMER
COMPLAINTS. THESE AGENCIES INFORM THE CONSUMERS SUBMITTING THESE CLAIMS THAT THEIR CLAIMS ARE NOT
WITHIN THEIR JURISDICTION, BUT THAT THEY CAN BE ASSURED THAT ANOTHER, HIGHLY-COMPETENT FEDERAL
AGENCIES WILL ENSURE THAT THEIR CLAIMS WILL BE REVIEWED, ADJUDICATED, AND IF NECESSARY REFERRED TO A
THIRD FEDERAL (OR STATE) AGENCY.

CONSUME R COMPLANTS REFERRED TO CFPE FROM OTHER AGENCES.

» » |
Gl ‘ | L & ¥

T - 1 P pERTE] (N I w ¥ i ot ¥ p 1 L.
B ol ol LN O N G T 1 n i L 3 1 1

38
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DEFECTS.

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).

DESIGN DEFECT: OTHER FEDERAL CONSUMER COMPLAINT AGENCIES SUCH AS THE OCC’S
CONSUMER ASSISTANCE GROUP (CAG), HAVE DISPUTE AND/OR ESCALATION PROCEDURES THAT CAN
BE USED IF THE CONSUMER DOES NOT AGREE WITH THE COMPANY’S ADJUDICATION RESPONSE.
HOWEVER, THE COMPLAINTS SHOWN BELOW WERE REFERRED TO BUT BECAUSE CFPB HAD NO
DISPUTE PROCESS, THESE COMPLAINT WERE NEVER DISPUTED OR APPEALED.

DISPUTED CONSUMER COMPLAINTS REFERRED TO CFPB FROM OTHER AGENCIES.

Bank Other
accountor | Consumer Credit Debt Money financial Student
servlce Loan Creditcard [ repol collection | transfers | Mortgage service |Payday loan |Prepaid card loan and Tota
[ s [ 2 [ s [ [ s [ [ [ | 3 |

142

m“-_“-ﬁ- 02
[ 2 [ m [ 1 [ 2a [ 2 [ 1 | m ]

018
Closed with relief 62 S 54 61 3 185

Closed without relief 217 20 243 970 1455
Grand Total 4477 630 2409 678 725 32 12198 27 15 63 315 21569

DEFECTS.

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”.

DESIGN FLAW: NO APPRECIABLE DIFFERENCES IN “THE COMPANY” RESPONSES TO CFPB
COMPLAINTS RECEIVED FROM TAGGED-CATEGORIES, AND A LARGER PERCENT OF TAGGED-
CONSUMERS DISPUTED “THE COMPANY” CLOSED WITH EXPLANATION RESPONSES.

Company Response by Demographic Categories

Older America ompa omp ompa ompa
Older America ervicemembe Blank (No Tag Resnonses |Resnonses | Dispute D

Count of Percent of Countof | Percentof | Countof | Percentof | Countof | Percentof
Company Company | Company | Company | Company | Company | Company | Company
Tesponse to responseto | response to |response to |response to [response to [response to |response to
Response to Consumers 4 | consumer consumer | consumer | consumer | consumer | consumer | consumer | consumer
d 6 66
06! (0
osed onetary relie 04 90% 9 6.18% 014 % 6 6.4%% 499 8 08%
osed on-monetary relie 8% 049 0% 630 %% 880: % 0224 % 604 40%
Closed with relief 505 0.7% 4 0.44% 144 0.33% 4614 0.64% 5304 0.63% 115 053%
Closed without relief 1247 195% 161 172% 539 1.22% 15921 221% 17868 213% 599 2.76%
In progress 164 0.26% m 0.82% 491 112% 429 0.60% 5024 0.60% 0 0
Untimely response 22 0.33% 45 048% 315 0.72% 3483 0.48% 4055 0.48% 1 0.00%
(Grand Total 63904 100.00% 9368 100.00% 44021 100.00% 720045 100.00% 837344 100.00% 21667 100.00%
. YA A A
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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”.

Consumer C aints Referred from Other Government Agencies.

O O Fe »

Respo o Co 2 2 ! Disp Disp

0 0% 5 D
Closed with relief | 1843 | 141% 185 0.86%
Closed without relief | 7142 5.168% 1455 6.75%
n ony | a3 0.32% 0 0

ntimely resy ‘ W8 0.22% 0 0

rand Total 138008 100.00% 21%9

. BYA A\ A\

41

FIVE OF THE NATIONS LEADING NATIONAL BANKS WERE INCLUDED IN THE TOP-10 CFPB
CONSUMER COMPLAINTS AND TOP-10 DISPUTED CFPB CONSUMER COMPLAINTS.

TOP-10 CONSUMER COMPLAINTS

2011 © 2012 | 2013 | 2014 | 2018
AL ASSOCIATION 683 16048 18459 10287
58 452 "M -al i ]

Company
BANK OF AMERICA NATION

JPMORGA

CITIBANM. N 06 5
OCWEN LOAN SERVICING LLC | 3¢ 762 4613

2041 | 2012 | 2013 | 2014
j62 1872
2813
QUIFAX, INC.

JPMO CHASER CO

| 1091

- [ 1. NA
OCWEN LOAN SERVICING LLC
TRANSUNION INTERMEDIATE HOLDINGS. INC._

rian Information Sclutions Ine.
IONSTAR MORTGAGE

AL O {ANCIAL CORPORATION 883 £18 2
Sowrca CFPE Comprams Datadase - Ducestbir 2011 Mrough M arch 201/

"THE COMPANY" ALWAYS WIN!



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

1/14/2020

el o8 o nur el s e o~ us m e - o us i o . e | s
v ) [] (1] £ n e | un
v ) - d o = T TN

o 7 - a ) - w0 - " i ™ [ [ " [0 - w2 | o
] ] »m n ] - B o k) 1] a ] o 2 n a
OMPA A A

CF P COMPLAINT ES5URS

file:///D:/MyDocuments- " »
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LHPE COMPLAIN L SUBLISSUES

"THE COMPANY" ALWAYS WIN!

"THE COMPANY" ALWAYS WIN!
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"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.

Cloeed Responses
Complaints Filed Disputed by
Closod Responses to Consumer Yoar Complaint Flled via CFPB Censumers
from “"The Company™ 2013 2014 | 2014 2016 | Total Percent Totad Percent
15 25 0%
1008 23.1%
122 104%
mmmlm 00 10.1
Yotsl | 962 | 1407 | 1788 | 2431 | cees [ 100.0% NEENEITNNRIIA
"THE COMPANY" ALWAYS WIN!

1/14/2020
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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.

Standing up for you

Wao held compamies accountable for lllegs practicas Wae listen to consumars and make their voices haard

$12.4 billion

in relief

97% of

consumers

31 million+ 1.5 million+

consumers complaints

ormuthers brom o wil recewe whel Secauss oy 1 henSed o

i ] f o wetion e

s 40 wpdated quarterly Lest wodas

"THE COMPANY" ALWAYS WIN!

% Wins

# Disputed # of % Wins # Disputed
Complaints Date Complaints § Company Consumer § Complaints

December 12, 2011 148402 February 1, 2018 No

252,753 17.8%

to April 23, 2017

(19.5%) January 31, 2019

Disputes

April 24, 2017
January 31, 2018

194,274

No
Disputes

"THE COMPANY" ALWAYS WIN!
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# of % Wins # Disputed # of % Wins # Disputed
Complaints | Company Consumer Complaints Date Complaints | Company Consumer § Complaints

No
24,219 91.9% 6.4% Disputes
Allowed

December 12, 2011 o o 51,384* February 1, 2018
toApril 23,2007 || 225899 | 852% | 88% 227%) | January 31, 2019

No
21,365 § ! Disputes
Allowed

April 24, 2017
January 31, 2018

"THE COMPANY" ALWAYS WIN!

TOP-20 COMPANIES - CFPB COMPLAINTS

| Years
Company 2013 2014 | 2015 |
16450 | 10287
9643
9168
10246
8040
iTas
_hiea
6272
ita 3243
Nat: Mortgage 3 A116
Synchrony Financial o902 274l
Ditech Financial LLC 2428
_U.S. Bancorp i 3 | 2533
Navient Soluﬂomu.c 2434
2000
1431
1385
w2
1438
015

"THE COMPANY" ALWAYS WIN!
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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:

0O 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;

0O 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.

"THE COMPANY" ALWAYS WIN!

O AS OPPOSED TO OTHER GOVERNMENT CONSUMER COMPLAINT PROCESSES, THE CFPB
COMPLAINT PROCESS DOES NOT HAVE ADISPUTE 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

"THE COMPANY" ALWAYS WIN!
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SUMMARY

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.

Can the current CFPB Complaint Process be saved?

"THE COMPANY" ALWAYS WIN!

THE BEST-CASE SCENARIO FOR CFPB COMPLAINT PROCESS:

DURING THE PAST SEVEN YEARS, THE CFPB COMPLAINT PROCESS PROVIDED CONSUMERS WITHA
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 VIATHE 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”.

"THE COMPANY" ALWAYS WIN!

1/14/2020
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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 RELIEFTO 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!

Standing up for you

Wao hold camganies sccour

"THE COMPANY" ALWAYS WIN!

THE FOLLOWING TABLES SHOWS THEACTUAL COMPANY RESPRONSES (TOMALLS AND
PERCENTAGES) T0:743,427/CEPBICOMRLAINTS EILED BETWEEN DECEMBER 2011 AND ARRILL 24 2017
THESE TABLES SHOW THAT “THE COMPANY” WINS EIGHTY PERCENT OF ALL CEFPB COMPLAINTS,
AND LOSE TWENTY PERCENT OF COMPLAINTS FILED VIA CEPB. IT IS IMPORTANT THAT “THE
COMPANY” RESPONSES THAT INCLUDED MONETARY RELIEF WAS LESS THAN 7%!

CFPB Comsumer Complaint Closed Respon
ithout Rel 80.1%0 versus Closed with R

Closed Responses i | Products [h[®

Cle h nol ary relief 11. 15.7: 4. 7. 0.0
Grand Total Responses 100.00% | 100.00% 100.00% 100.00% 10000% | 10000% | |

Source: CFPB Complaint Database (January 2011- April 2017)

"THE COMPANY" ALWAYS WIN!
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AS THE TABLE BELOW SHOWS, ONLY 5.9% OF RESPONSES/FROM “THE COMPANY** ARE SHARED
PUBLICLY; AND'SOME LLARGE NATIONAL BANKS; AND EINANCIAL SERVICESICOMPANIES DO NOIF
SHARE ANY OF THEIR RESPONSES PUBLICLLY:

ety At | T
-t o4 o e

vt WS TR VS e - - R e - v - we W A T4 s wme e : cw wm e

"THE COMPANY" ALWAYS WIN!

JPMorgan Chase and Company - All CFPB Complaints

Closed with explanation
- - 14.9% JPM
Closed with non-monetary relief Closed Responses 2013 [2014 [2015 [2016 [2017 [Total [Percent|Winning %
In progress
Grand Total 92.9%
Closed with monetary relief 3
Source: CFPB Complaint Database (January 1, 2013 - December 27, 2017) 6.7%
[nprogress [ |
JPMorgan Chase and Company - CFPB Non-Mortgage Complaints Grand Total
\ULLGERZI annual Percenta

79.3%

84.5%

age Complain

20.0% ompany Ispute ortgag S
2013 [2014 (2015 |2016 (2017 |[Total Percent [Winning %

95.2%

4.8%

Closed with non-monetary relief
Grand Total

Closed Responses 2013 |2014 [2015 [2016 [2017 |Total Percent |Winning %
Closed |

Closed | 1o 3 of o | 2 6%
Closed with explanation
GrandTotal | 86

=

[Annual Percentage

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

90.6%

"THE COMPANY" ALWAYS WIN!
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"THE COMPANY" ALWAYS WIN!
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All CFPB Complaints
Closed Responses 015 [2016 [2017 |Total Percent Winning %
839

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

Select Portfolio Servicing, Inc. - CFPB Non-Mortgage Complaints
Closed Responses 2013 2014 |2015 [2016 [2017 [Total [Percent[Winning %
Closed with explanation

al
Winning %
100.0%

Source: CFPB Complaint Database (January 1, 201

1/14/2020

Select Portfolio Servicin tgage Complaints
Closed Responses 2013 [2014 |2015 (2016 |2017 [Total Percent |Winning %

%52%
Closed with non-monetary relief

Source: CFPB Complaint Database

Select Portiolio Servicin isputed CFPB Mortgage Complaints
Closed Responses 2013 [2014 |2015 (2016 |2017 [Total Percent (Winning %

5 | .
%85%
2 |

Closed with non-monetary relief

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

"THE COMPANY" ALWAYS WIN!

CFPB Complaints for Bank Account or Service Products

CFPB Consumer Complainis/Near
2044 | 2015 | 206 | 2017

Coampany Respe 012 . 2083
v d with e xplanat

Clossd with monetary relief 3 313

IS 3068 418 081 17529

Company

Totsl |Percent Woning %
4 ] 25%

- 5 558 2858 540 %

88.7%
0%

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

Credit reporting Debt collection

Prepaid card Student loal

"THE COMPANY" ALWAYS WIN!
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CFPB Complaints for Consumer Loan Products

CFFB Consumer Camplainis/Year !
201412042 | 2013 | 2014 | 2015 | 2016 | 2017 | Total [Percent Winning %

Coenpany

Company Response
] 119 8 109 ) 6 i 2. 2% 4%
T o

6.7%

148 241 and 5596 D01 v

0%e & with o xplanatior 5 254
150 258 Q7 488 564 %00 1988

Closed Wih monelary relef

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

Credit reporting Debt collection I Money transfers

Prepaid card Student loan

"THE COMPANY" ALWAYS WIN!

CFPB Complaints for Credit Card Products
_CFPB Consl_muo Cpnpuﬁﬁ;’?nm' . | : Company
2011, 20121 20 | 2014 2015 = 2096 | 2017 | Total [Percent Maning %

Company Response
osed 3% 34 £
) X | v 1567 1% 2

os20 wth o xplanation : ! 4] L '
Closed with manetary relief 1 W23 33 3T 3457 428 B30 17T 2.5%

GnndTotsl | vz e ow0r v om0 o ree |

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

Debt collection

Credit reporting

Student loan

"THE COMPANY" ALWAYS WIN!
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CFF8 Consumer Camplainis/Year Company
201412042 | 2043 | 2014 | 2015 | 206 Total |Percent Winning %
63 109 108 80 °

M2 33260 1007

Company Response
" WS RGN 19044
20 07 211 160 =5 «

O8O with o xplanats
Closed Wih monelary relef

[Ssans; CF0 ConpbiDotoives themvy 2031 Apmzon ]

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

Money transfers

Debt collection

Credit reporting

Prepaid card Student loan

"THE COMPANY" ALWAYS WIN!

CFPB Complaints for Money Transfer Products
! CFFPE Consumer Complainis/Year | Company
C(:"".‘Jﬂy’?’!{‘r"l"! 20141 012 | 2005 | 2014 2015 2016 | 2017 | Total [Percert Wnning %
" T 1% T - ' T o
1388 1295 W7 4230 4%

233 uN%

- e B3 0%

419 974

d vath explanatior
15 144 203 =5 16

Wih monetary relef

d Total
FPE Compd nt Daresass (anwary 1011 Agrd 2017

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

Debt collection

Credit reporting

Student loan

"THE COMPANY" ALWAYS WIN!
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CFPB Complaints for Mortgage Products
CFPE Cansumer ComplainisNear Coapany
2014 2042 | 2013 | 2014 | 2015 | 2015 | 2017 | Total [Percent Wnning %
203 & %2 1177 82 W6 S5M 2. 7% 2
14 21055 2723 30286 IT6E0 IMER  SENS 1041 0% —

042 1323 WSO 1300 1 238 62 305‘

Caompary Respanse

1 with e xplanatso

Closed with monetary relinf 1

OnndTotel 116 12700/ &35 | 42921 | 4208441354 6419 (200471 100.0%|

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

Credit reporting Debt collection Money transfers

"THE COMPANY" ALWAYS WIN!

CFPB Complaints for Other Financial Service Products
] CFPE Consumer Complainis/Year | Coempany
20141 2012 | 2013 | 2014 | 2015 | 2016 | 2017 | Total [Percent Wning S

Companty Response

4 10 i 1 1] 41% 4.5
osed wath explanation @ 145 51 §7 9%

Clossd with monetary relief " M 5 1] 104 nes

"

Student loan

"THE COMPANY" ALWAYS WIN!
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CFPB Complaints for Pay Day Loan Products
CFEE Cansumer Complainis/Year
120141 2012 | 2013 | 2014 | 2015 2017 | Total [Percent Wening %
] & ] i ) 193 3%, s
Closed wath e xplanaton 1% 1477 1283 1380 247 s4am WM -
20 n w0 95 L] 1 51%

Closed with mone tary relief
[ | (w2 | %642 | 1503 | 1499 | 273 | 5089 |100.0%

Company

Campary Re spanse

Grand Tot
Saune CFPE Compd nt Daredase (Janwary 1011 Aged 2017

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

Credit reporting Debt collection I Money transfers

Prepaid card Student loan

"THE COMPANY" ALWAYS WIN!

CFPB Complaints for Prepaid Card Products
CFF8 Consumer Camplainis/Year !
201112042 | 2043 | 2014 | 2015 | 2016 | 2017 | Total [Percent Winning %

19E 4

"nn N2%

Coempany

Company Response

Clos -
Close d with o xplanatior
Closed Wih monelary relef

Student loan

"THE COMPANY" ALWAYS WIN!
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CFPB Complaints for Student Loan Products

‘ CFPB Consumer Complaints/Year | Company

Company Response [2011] 2012 ] 2013 | 2014 | 2015 | 2016 | 2017 [ Total [Percent Winning %
Closed 31 39 18 34 44 34 200 07%
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%

GrandTotal [ [2111] 3005 [ 4282 [ 4498 | 8053 [ 7280 | 20229 [ 100.0%|

Source: CFPB Complaint Database (January 2011- April 2017

88.3%

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

Credit reporting I Debt collection I Money transfers

Prepaid card Student loan

"THE COMPANY" ALWAYS WIN!

CFPB Complaints for Virtual Curre Products

| CFPE Consumer Complaints/Yeor . (. ompany
Compeny Responss 20112012 | 2013 1 2004 | 2015 © N16 1017 | Tetal [Parcant Winning %
i 10007
o4t with e xplanatior

) 4 y ' " 3 1% .
GroodTotol 1 1 1 1 v+ 17 V7 127w (000 |
CFPR Comgds vt Databren {Sowaavy 2011 Aged 2017

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

Credit reporting I Debt collection

Prepaid card Student loan

"THE COMPANY" ALWAYS WIN!
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