
10/12/2021

1

THE CFPB KISS OF DEATH APPROVAL OF THE COMPANY’S “WIZARD OF OZ COMPLAINT ARBITRATION PROCESS” CARRIES THE ENFORCEMENT 

AUTHORITY OF THE ENTIRE FEDERAL GOVERNMENT.”

ALL CONSUMER COMPLAINTS FILED BY THE CFPB ARE CLOSED BY THE COMPANY, WITH THE “CFPB KISS OF DEATH APPROVAL” ENSURING THAT 

CONSUMERS CANNOT DISPUTE THE COMPLAINT, AND CAN NEVER RE-FILE THE SAME COMPLAINT WITH CFPB, OR WITH OTHER FEDERAL 

CONSUMER PROTECTION AGENCIES; AND, CONSUMERS CANNOT DISPUTE “THE COMPANY’S” ARBITRATION RESPONSE WITH THE CFPB OR 

REQUEST THAT IT BE REFERRED TO ANOTHER FEDERAL, STATE OR LOCAL AGENCY. 

WHEN “THE GREAT AND POWERFUL COMPANY”  ARBITRATES 
CFPB COMPLAINTS, IT WINS 85% TO 95% OF  ALL COMPLAINTS! 
THE “SUBSERVIENT CFPB ALWAYS” APPROVED THE COMPANY 

ADJUDICATIONS, OF WHICH THERE IS NO REVIEW OR DISPUTE; 
AND CANNOT BE REFILED WITH ANY FEDERAL AGENCY.

“FOLLOW THE YELLOW-BRICK COMPANY PORTAL”.
BETWEEN 2015 AND 2020, MORE THAN ONE MILLION 
CFPB CONSUMER COMPLAINTS WERE SENT TO THE 
COMPANY” VIA CFPB’S  INSIDIOUS, ALL-SEEING, ALL-
KNOWING  COMPANY PORTAL.

THE CURRENT CFPB CONSUMER COMPLAINT PROCESS IS THE PERSONIFICATION OF “THE  INFAMOUS  WIZARD OF OZ 
COMPLAINT ADJUDICATION PROCESS!” THE COMPANY ALWAYS WINS AND THE CFPB TAKES CREDIT FOR A SUCCESSFUL(?) 

CONSUMER COMPLAINT RESOLUTION BY APPLYING IT’S “KISS OF DEATH APPROVAL” RESPONSE TO ALL OF “THE 
COMPANY’S” 2.2 MILLION CFPB COMPLAINT RESPONSES.

COMPLAINT 
RESPONSE

March 2017

2017 and 2019 “STANDING UP FOR THE YOU” CLAIMS: CFPB.GOV WEBSITE. (Page 1/3)

June 2019

November 2020

CFPB neglects to mention that in most instances, no response was ever received to the 3% of the non-timely responses; and that the Offending Companies 

were never reprimanded, fined, or censured. Other federal agencies were never informed about these Offending Companies; and thus, continued to refer 

financially-related consumer complaints to CFPB; and CFPB continued to sends these Offending Companies these complaints. (Example Mobiloans, LLC.)

1 2

3 4

http://www.cfpbcomplaintmonitor.org/
http://www.cfpbcomplaintmonitor.org/CFPB_Final-Policy-Statement-Disclosure-of-Consumer-Complaint-Data_032513.pdf
http://www.cfpbcomplaintmonitor.org/
http://www.cfpbcomplaintmonitor.org/


10/12/2021

2

5

130, 671 FINANCIALLY-ORIENTED CONSUMER COMPLAINTS RECEIVED FROM OTHER GOVERNMENT AGENCIES WERE CLOSED WITH  
THE “CFPB KISS OF DEATH APPROVAL” AND/OR CONCURRANCE OF THE REFERRING GOVERNMENT AGENCY.

CFPB has received more than two-hundred-thousand financially-oriented complaints from other Federal Agencies. These Federal Agencies do not receive the 
Complaint Responses sent to CFPB by The Company; and are unaware that CFPB is not involved in the CFPB Complaint Process. (These Federal Agencies continue 

to “blindly throw consumer complaints over-the-wall without any concern or awareness of the final CFPB response sent to these consumers.”)*

Response

Complaint

“THE COMPANY”

* From 2013 to 2017, the Arbitration Responses from tens of 

thousands of consumer complaints referred to CFPB from other 

federal Agencies were “Disputed by Consumers,” and neither the 

consumers nor the referring federal agencies were ever notified 

by CFPB that there was “No CFPB Dispute Process” during this 

period; and thus, these complaints were simple closed without 

recourse.

CFPB 

Consumer 

Complaint 

Process and 

Database

OCC

Consumer

Assistance

Group

FTC

Complaint

Assistant

THE COMPANY-CENTRIC CFPB CONSUMER COMPLAINT PROCESS.

THE COMPANY-CENTRIC CFPB COMPLAINT PROCESS:  

“THE COMPANY ALWAYS WIN!”

THE COMPANY-CENTRIC CFPB CONSUMER COMPLAINT PROCESS.

THE COMPANY-CENTRIC CFPB COMPLAINT PROCESS:  

“THE COMPANY ALWAYS WIN!”

. 

THE COMPANY-CENTRIC CFPB CONSUMER COMPLAINT PROCESS.

THE COMPANY-CENTRIC CFPB COMPLAINT PROCESS:  

“THE COMPANY ALWAYS WIN!”

2013-2017 ANALYSIS OF CFPB 

MORTGAGE COMPLAINTS. 

(w/Highlighted Statistics of Mortgage 

Complaints Referred from other 

Federal and State Consumer 

Protection and/or Complaint 

Department. These referrals comply 

with the Dodd-Frank Wall Street 

Reform and Consumer Protection 

Act and it is assumed that the 

complaint screening processes within 

these agencies insured that only 

mortgage-related complaints were 

forwarded to CFPB. However, The 

Company’s 92.2% rejection rates to 

these referred complaints is an 

embarrassment to the consumers 

who felt that they had valid reasons 

to file mortgage-related complaints. 

2013 2014 2015 2016 2017

Email

Closed 4 4 5.48%

Closed with explanation 44 8 3 1 56 76.71%

Closed with monetary relief 4 1 5 6.85%

Closed with non-monetary relief 7 1 8 10.96%

Email Total 59 9 3 2 73 100.00%

Closed 31 24 28 20 1 104 2.61%

Closed with explanation 1112 933 722 758 106 3631 91.03%

Closed with monetary relief 17 13 16 9 5 60 1.50%

Closed with non-monetary relief 84 41 33 30 6 194 4.86%

Fax Total 1244 1011 799 817 118 3989 100.00%

Closed 123 61 54 52 290 2.62%

Closed with explanation 3104 2288 2092 2144 282 9910 89.44%

Closed with monetary relief 96 69 63 67 9 304 2.74%

Closed with non-monetary relief 260 105 115 85 11 576 5.20%

Phone Total 3583 2523 2324 2348 302 11080 100.00%

Closed 108 64 53 55 10 290 2.95%

Closed with explanation 2326 2126 2073 2059 331 8915 90.57%

Closed with monetary relief 79 56 46 39 5 225 2.29%

Closed with non-monetary relief 176 68 90 70 9 413 4.20%

Postal mail Total 2689 2314 2262 2223 355 9843 100.00%

Closed 610 234 325 180 18 1367 2.94%

Closed with explanation 14947 9669 8014 7840 991 41461 89.26%

Closed with monetary relief 403 226 242 206 42 1119 2.41%

Closed with non-monetary relief 1440 365 374 283 43 2505 5.39%

Referral Total 17400 10494 8955 8509 1094 46452 100.00%

Closed 693 569 717 575 77 2631 2.37%

Closed with explanation 21190 24262 24781 24820 4116 99169 89.41%

Closed with monetary relief 724 685 933 958 178 3478 3.14%

Closed with non-monetary relief 1793 1054 1510 1102 179 5638 5.08%

Web Total 24400 26570 27941 27455 4550 110916 100.00%

Grand Total 49375 42921 42284 41354 6419 182353

CFPB MORTGAGE COMPLAINTS

Source: 2013-2017 CFPB Complaint Database.

Fax

Phone

Postal mail

Referral

Web

Received From/Company Response
Year

Total Percent
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THE COMPANY-CENTRIC CFPB COMPLAINT PROCESS:  

“THE COMPANY ALWAYS WIN!”

THE COMPANY-CENTRIC CFPB CONSUMER COMPLAINT PROCESS.

2013 2014 2015 2016 2017

Email

Closed with explanation 3 4 2 9 90.00%

Closed with monetary relief 1 1 10.00%

Email Total 3 5 2 10 100.00%

Fax

Closed 6 4 3 2 15 1.91%

Closed with explanation 219 219 139 130 14 721 91.96%

Closed with monetary relief 3 2 2 7 0.89%

Closed with non-monetary relief 23 8 7 2 1 41 5.23%

Fax Total 251 233 151 134 15 784 100.00%

Phone

Closed 24 9 13 10 56 2.64%

Closed with explanation 696 489 410 315 28 1938 91.24%

Closed with monetary relief 6 7 9 8 1 31 1.46%

Closed with non-monetary relief 47 22 17 12 1 99 4.66%

Phone Total 773 527 449 345 30 2124 100.00%

Postal mail

Closed 21 16 9 12 58 2.90%

Closed with explanation 551 566 412 293 20 1842 92.19%

Closed with monetary relief 11 15 3 2 31 1.55%

Closed with non-monetary relief 37 6 13 10 1 67 3.35%

Postal mail Total 620 603 437 317 21 1998 100.00%

Referral

Closed 117 38 62 28 1 246 2.82%

Closed with explanation 2933 1967 1597 1327 128 7952 91.22%

Closed with monetary relief 43 33 39 29 3 147 1.69%

Closed with non-monetary relief 238 52 48 30 4 372 4.27%

Referral Total 3331 2090 1746 1414 136 8717 100.00%

Web

Closed 195 129 203 148 16 691 2.51%

Closed with explanation 5513 6221 6601 5977 864 25176 91.42%

Closed with monetary relief 131 133 165 151 26 606 2.20%

Closed with non-monetary relief 377 176 309 176 27 1065 3.87%

Web Total 6216 6659 7278 6452 933 27538 100.00%

Grand Total 11194 10117 10063 8662 1135 41171

DISPUTED CFPB MORTGAGE COMPLAINTS

Source: 2013-2017 CFPB Complaint Database.

Received From/Company Response
Year

Total Percent

ANALYSIS OF DISPUTED CFPB MORTGAGE 

COMPLAINTS REFERRED TO CFPB BY OTHER 

FEDERAL AND STATE AGENCIES.

The Highlighted Statistics of Mortgage-related 

complaints referred to CFPB; and, The Company’s 

Arbitration Responses were then disputed by 

Consumer is even more “disingenuous.” It is 

assumed that the complaint screening processes 

within these agencies ensured that only valid 

mortgage-related complaints were forwarded to 

CFPB. However, The Company’s 92.2% rejection 

rates to these referred complaints is an 

embarrassment to the American consumers who 

believe they had valid reasons to file these mortgage-

related complaints. It is important to note that many, 

if not most, of the discriminatory-related mortgage 

complaints received from African Americans, 

Hispanics, and Latino were not assigned the proper 

Issue and Sub-Issue by CFPB because CFPB 

Complaint Process has never filed a racial, ethnic, 

gender, religious or age discrimination in its nine-

plus year history. This added to the fact that CFPB 

“lied’ about the existence of an actionable dispute 

option within the CFPB complaint process borders 

on criminal negligence because the “CFPB Kiss Of 

Death of all Company Responses Carries the Weight 

of the Entire US Government.” 

CFPB’S “ALL-SEEING, ALL-KNOWING 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 CFPB 
CONSUMER COMPLAINTS IN FAVOR OF THE COMPANY AND NOT THE CONSUMER. THIS 
WEB-BASED APPLICATION ALSO INCLUDES A “ONE-BUTTON” COMPLAINT RESPONSE 
APPLET THAT SELECTS A.) THE APPROPRIATE COMPLAINT CLOSED RESPONSE, AND B.) 
THE OPTIONAL PUBLIC RESPONSE TO BE ADDED TO THE CFPB COMPLAINT DATABASE. 
THERE ARE NO PUBLIC SPECIFICATIONS DESCRIBING THE OPERATING 
CHARACTERISTICS OF THE COMPANY PORTAL, AND IT IS A CLOSELY GUARDED SECRET 
WHAT CONSUMER-RELATED INFORMATION IS PLACED ON THIS WEB-BASED  INTERFACE 
BETWEEN CFPB AND THE COMPANY ”TIGHTLY GUARDED SALESFORCE.COM SECRET” 
NOT SHARED WITH CONSUMERS OR OTHER FEDERAL AGENCIES. THE COMPANY PORTAL 
IS THE UNDERPINNING OF THE COMPLETE CFBP COMPLAINT PROCESS, AND ITS 
ARCHITECTURE AND CONCEPTUAL SHOULD BE SHARED WITH ALL CONSUMER THAT 
SUBMITS COMPLAINTS VIA THE CFPB COMPLAINT PROCESS

10
COMPLAINTS FILED WITH CFPB: 

THE COMPANY ALWAYS WIN!

THE MARCH 2017 REVISIONIST-HISTORY ACTON OF REDEFINING 145,150 CFPB DISPUTE 

PROCESSES AS CUSTOMER FEEDBACK RESPONSES.

THE CFPB COMPLAINT  PROCESS IS NOW IN ITS EIGHTH YEAR OF OPERATION  AND IS WITHOUT A 

DOUBT “THE GREATEST CONSUMER PROTECTION FACADE EVER PERPURTRATED UPON THE AMERICAN 

CONSUMER!” UNFORTUNATELY, THIS FAÇADE EXTENDS FAR BEYOND THE CFPB  ORGANIZATION 

BECAUSE IT EMPOWERED (AND ENCOURAGED)  OTHER FEDERAL CONSUMER COMPLAINT/CONSUMER 

PROTECTION AGENCIES TO “BLINDLY” REFER CONSUMER COMPLAINTS RECEIVED BY THEIR AGENCY  

INTO THE CFPB ABYSS,  FOR MORE THAN EIGHT YEARS. 

THE COMPANY-CENTRIC CFPB CONSUMER COMPLAINT  PROCESS.

THE COMPANY-CENTRIC CFPB COMPLAINT  PROCESS:  

“THE COMPANY ALWAYS WIN!”

12
COMPLAINTS FILED WITH CFPB: 

THE COMPANY ALWAYS WIN!

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

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

9 10

11 12

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


10/12/2021

4

13
COMPLAINTS FILED WITH CFPB: 

THE COMPANY ALWAYS WIN!

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

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

14

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

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

15

“COMPANY-CENTRIC” VERSUS “CONSUMER-CENTRIC” CONSUMER COMPLAINT ADJUDICATION MODELS.

CURRENT “COMPANY-CENTRIC” CFPB CONSUMER COMPLAINT PROCESS.*

Complaints
Received via:
❑ Fax
❑ Phone
❑ Postal Mail
❑ Email
❑ Referral
❑ Web

CFPB

Places 

Consumer 

Complaint on 

Company 

Portal.

Company 

Adjudicates 

Complaint and 

Sends Close

Responses to CFPB 

and Consumer.

CFPB

Edits and Formats 

Consumer 

Complaint; and 

Assigns it a CFPB 

Product and Issue 

Codes.
CFPB

Approves and 

“Rubber-Stamps” 

Company’s 

Response, Close 

Complaint, and 

Updates Database.

* COMPLAINTS FILED WITH CFPB: 

THE COMPANY ALWAYS WIN!

CFPB

Database

(Updated after The 

Company has 

responded and

Consumer Complaint 

is closed.) 

16

“COMPANY-CENTRIC” CONSUMER COMPLAINT ADJUDICATION MODELS.

CURRENT “COMPANY-CENTRIC” CFPB CONSUMER COMPLAINT PROCESS.*

Complaints
Received via:
❑ Fax
❑ Phone
❑ Postal Mail
❑ Email
❑ Referral
❑ Web

CFPB

Places 

Consumer 

Complaint on 

Company 

Portal.

Company 

Adjudicates 

Complaint and 

Sends Close

Responses to CFPB 

and Consumer.

CFPB

Edits and Formats 

Consumer 

Complaint; and 

Assigns it a CFPB 

Product and Issue 

Codes.
CFPB

Approves and 

“Rubber-Stamps” 

Company’s 

Response, Close 

Complaint, and 

Updates Database.

* COMPLAINTS FILED WITH CFPB: 

THE COMPANY ALWAYS WIN!

* Between 2011 and 2017, an astounding 562,634 of the 743,427 consumer complaints shown in 

the CFPB Complaint Database were “BLANK”.        

** The Company partially acknowledged that the consumer’s Complaint had merit in 1,471  

(0.02%)  of the 743,427 consumer complaints shown in the CFPB Complaint Database. 

CFPB

Database

(Updated after The 

Company has 

responded and

Consumer Complaint 

is closed.) 

13 14
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17COMPLAINTS FILED WITH CFPB: 

THE COMPANY ALWAYS WIN!

SAVING THE CFPB COMPLAINT
PROCESS.

19

20 21

17 19

20 21
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CURRENT “COMPANY-CENTRIC” CFPB COMPLAINT DATABASE

Name of Database Field Description of Database Field Example of  Database Field and/or Poor Design
Date Received Dates CFPB Complaint Received. Date (mm/dd/yyyy)
Product Complaint Product Name. Product such as Mortgage or Payday Loan.
Sub-Product Complaint Sub-Product Name Yes or No.
Issue Complaint Issue Name. Account Status, Account Terms, Can’t Contact Lender, ….
Sub-Issue Complaint Sub-Issue Name.. Link to List of Sub-Products.
Consumer Complaint Narrative Complaint Narrative (only for Web Complaints Link to List of Issues and Sub-Issues.
Company Public Response Company Public Response (Optional). Expanded Sub-Issues, e.g., Consumer Demographics.
Company Parent Company Name. Same as description in Consumer Portal.
State State in which Consumer Complaint Originated. Monetary value of Complaint expressed in dollars.
ZIP Code Zip Code in which Consumer Complaint Originated.. Replaces public response (no blanks allowed.)
Tags Demographic Tags. Service Member,  Older American or Older Service Member.
Consumer Consent Provided? Consent provided to Publish Complaint in Database. Company Business United Named in CFPB Complaint.
Submitted Via Originate of Consumer Complaint. Mail, Fax, Phone, Email, Referral from Other Agency or Web.
Date Sent To Company Date Consumer Complaint Placed on Company Portal. Date (mm/dd/yyyy)

Company Response To Consumer Company Closed Response Sent to Consumer.
Close, Close w/Explanation, Close with Monetary Relief or 
Closed with no Monetary Relief.  

Timely Response? Was Timely Response Received from Company. Yes or No Answer but no mm/dd/yyyy when response Received.
Consumer Disputed? Did Consumer Dispute Response. Dispute Option Discontinued April 2017.
Complaint ID Complaint Identification Number. Complaint ID Different from CFPB Complaint Number.

23

PROPOSED “CONSUMER-CENTRIC” CFPB COMPLAINT DATABASE

NAME OF DATABASE FIELD DESCRIPTION OF DATABASE FIELD INFORMATION CONTAINED IN DATABASE FIELD

Year Complaints: January 1 to December 31 Year (yyyy)

Date reviewed by CFPB Dates Complaint Received and/or Reviewed. Date (mm/dd/yyyy)

Date of Incident Date Incident Occurred. Date (mm/dd/yyyy)

Company Portal Available CFPB Company Portal. Yes or No.

PRODUCT Name of Product. Link to List of Products.

SUB-PRODUCT Name of Sub-Products. Link to List of Sub-Products.

ISSUES Name of Issue. Link to List of Issues and Sub-Issues.

SUB-ISSUES Name of Sub-Issues. Expanded Sub-Issues, e.g., Consumer Demographics.

Consumer Complaint Description Text from CFPB Complaint form. Same as description in Consumer Portal.

Consumer Complaint Valuation Estimated monetary value of complaint Monetary value of Complaint expressed in dollars.

Company adjudication explanation Company adjudication explanation to Complaint. Replaces public response (no blanks allowed.)

COMPANY Company Name. Company/Corporate Name.

Company Business Unit Company Business Unit Name. Company Business United Named in CFPB Complaint.

MSA/MD Company MSA/MD Number. MSA/MD.

STATE CODE Consumer State. State Code.

ZIP-CODE Consumer Zip Code. Zip Code.

MSA/MD Consumer MSA/MD Metropolitan Statistical Area/Metropolitan Division.

Racial Category HMDA-Racial Category/Not-Specified

Ethnicity HMDA-Ethnic Designation/Not Specified

Gender Male/Female/Not-Specified

Age Age/Not-Specified

CONSUMER CONSENT PROVIDED? Consumer Consented to Share Complaint? Yes or No.

SUBMITTED VIA How Complaint Submitted. Email, Fax, Phone, Postal Mail, Referral or Web.

Referred from Agency Name Referring Agency Name. Referring Agency Name (and optional address).

Date Placed  on Company Portal Date Complaint Placed Company Portal. Date (mm/dd/yyyy).

COMPANY RESPONSE TO CONSUMER

Date Company Response Received Response From Company. Date (mm/dd/yyyy).

Final Disposition of Complaint Final Disposition of CFPB Complaint. 1.)Closed, 2.) Disputed by Consumer, 3.) Referred by CFPB.

Name of Referred-To Agency Name of Agency to which Complaint is referred. Name of Referred Agency.

Date-Referred-To Agency Date Complaint referred to another agency. Date (mm/dd/yyyy)

Complaint ID Complaint Identification Number. Complaint number assigned when Complaint created. 

24Note: CFPB also checks Archives in Company Portal to ensure that similar (or 
identical)  CFPB consumer complaint(s) were  previously sent to “The Company .

SAVING THE CFPB COMPLAINT PROCESS: “CONSUMER-CENTRIC” CONSUMER 

COMPLAINT ADJUDICATION MODEL. (Step 1 of 5)

.
Complaints

Received via:
❑ Fax
❑ Phone
❑ Postal Mail
❑ Email
❑ Referral
❑ Web

CFPB 

Updates and 

Closes Complaint 

Record. Updates 

YTD Analytics 

and Archives 

Database.

CFPB

Edits and Formats 

Consumer Complaint. 

(Including Consumer 

Narrative, Product 

Code and Issue

Codes).

CFPB

Places Consumer 

Complaint and 

Attachments on 

both Company and 

Consumer 

Portals.

Company 

Adjudicates 

Complaint and 

Sends approved or 

denied Response 

with Explanations  

to CFPB.

CFPB

Sends Company’s 

Response to 

Consumer. (Who 

can then “Formally 

Dispute Company 

Response.)

CFPB “then” 

Reviews and Flag 

Complaints for 

ECOA, Criminal, 

and Discrimination 

Violations (Note).

Same Complaint 
information placed 
on “both” Portals 
and no archived  

compliant history 
stored in Company 

Portal. 

Refers Disputed 
and/or Flagged 
Complaints: 
❑ Civil Rights
❑ Housing & Civil

Enforcement
❑ OCC
❑ FTC
❑ HUD
❑ CFPB     

Enforcement

Expanded

CFPB Complaint 

Database Record. 

(Create, Continually 

Update, and 

Archive “after" 

Complaint 

Closed. )

25** “CONSUMER” RECEIVES A FAIR AND OBJECTIVE 

Complaint ADJUDICATION! 
.

SAVING THE CFPB COMPLAINT PROCESS: “CONSUMER-CENTRIC” CONSUMER COMPLAINT 

ADJUDICATION MODEL. (Step 2 of 5)

.
Complaints

Received via:
❑ Fax
❑ Phone
❑ Postal Mail
❑ Email
❑ Referral
❑ Web

CFPB 

Updates and 

Closes Complaint 

Record. Updates 

YTD Analytics 

and Archives 

Database.

CFPB

Places Consumer 

Complaint and 

Attachments on 

both Company and 

Consumer 

Portals.

Company 

Adjudicates 

Complaint and 

Sends approved or 

denied Response 

with Explanations  

to CFPB.

CFPB

Sends Company’s 

Response to 

Consumer. (Who 

can then “Formally 

Dispute Company 

Response.)

CFPB “then” 

Review and Flag 

Complaints for 

ECOA, Criminal, 

and Discrimination 

Violations.

Same information 
placed on “both” 
Portals, including

archived  compliant 
history. 

Refers Disputed 
and/or Flagged 
Complaints: 
❑ Civil Rights
❑ Housing & Civil

Enforcement
❑ OCC
❑ FTC
❑ HUD
❑ CFPB     

Enforcement

Expanded

CFPB Complaint 

Database Record. 

(Create, Continually 

Update, and 

Archive “after" 

Complaint 

Closed. )

22 23

24 25
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SAVING THE CFPB COMPLAINT PROCESS: “CONSUMER-CENTRIC” CONSUMER COMPLAINT 

ADJUDICATION MODEL. (Step 3 of 5)

** “CONSUMER” RECEIVES A FAIR AND OBJECTIVE 

Complaint ADJUDICATION! 

Complaints
Received via:
❑ Fax
❑ Phone
❑ Postal Mail
❑ Email
❑ Referral
❑ Web

CFPB 

Updates and 

Closes Complaint 

Record. Updates 

YTD Analytics 

and Archives 

Database.

CFPB

Places Consumer 

Complaint and 

Attachments on 

both Company and 

Consumer 

Portals.

Company 

Adjudicates 

Complaint and 

Sends approved or 

denied Response 

with Explanations  

to CFPB.

CFPB

Sends Company’s 

Response to 

Consumer. (Who 

can then “Formally” 

Dispute Company 

Response.)

CFPB “then” 

Review and Flag 

Complaints for 

ECOA, Criminal, 

and Discrimination 

Violations.

Same information 
placed on “both” 
Portals, including

archived  compliant 
history. 

Refers Disputed 
and/or Flagged 
Complaints: 
❑ Civil Rights
❑ Housing & Civil

Enforcement
❑ OCC
❑ FTC
❑ HUD
❑ CFPB     

Enforcement

Expanded

CFPB Complaint 

Database Record. 

(Create, Continually 

Update, and 

Archive “after" 

Complaint 

Closed. )

27

MIGRATING FROM CURRENT “COMPANY-CENTRIC” CONSUMER  COMPLAINT  MODEL TO THE 

“CONSUMER-CENTRIC” CONSUMER COMPLAINT ADJUDICATION MODEL. (Step 1 of 5)

COMPLAINTS FILED WITH CFPB RECEIVES A FAIR, 

OBJECTIVE, AND UNBIASISED  COMPLAINT ADJUDICATION! 

Complaints
Received via:
❑ Fax
❑ Phone
❑ Postal Mail
❑ Email
❑ Referral
❑ Web

CFPB

Places 

Consumer 

Complaint on 

Company 

Portal.

Company 

Adjudicates 

Complaint and 

Sends Close

Responses to CFPB 

and Consumer.

CFPB

Edits and Formats 

Consumer 

Complaint; and 

Assigns it a CFPB 

Product and Issue 

Codes.
CFPB

Approves and 

“Rubber-Stamps” 

Company’s 

Response, Close 

Complaint, and 

Updates Database.

COMPLAINTS FILED WITH CFPB: 

THE COMPANY ALWAYS WIN!

Complaints
Received via:
❑ Fax
❑ Phone
❑ Postal Mail
❑ Email
❑ Referral
❑ Web

CFPB 

Updates and 

Closes Complaint 

Record. Updates 

YTD Analytics 

and Archives 

Database.

CFPB

Places Consumer 

Complaint and 

Attachments on 

both Company and 

Consumer 

Portals.

Company 

Adjudicates 

Complaint and 

Sends approved or 

denied Response 

with Explanations  

to CFPB.

CFPB

Sends Company’s 

Response to 

Consumer. (Who 

can then “Formally” 

Dispute Company 

Response.)

CFPB “then” 

Review and Flag 

Complaints for 

ECOA, Criminal, 

and Discrimination 

Violations.

Same CFPB 
Complaint 

information placed 
on Consumer Portal 

and Company 
Portal. 

Refers Disputed 
and/or Flagged 
Complaints to: 
❑ Civil Rights Div.
❑ Housing & Civil

Enforcement
❑ OCC
❑ FTC
❑ HUD
❑ CFPB     

Enforcement

CFPB

Database

(Updated after The 

Company has 

responded and

Consumer Complaint 

is closed.) 

Expanded

CFPB Complaint 

Database Record. 

(Create, Continually 

Update, and 

Archive “after" 

Complaint 

Closed. )

28

INTER-AGENCY CONSUMER COMPLAINT DISPUTE PROCESS.

(Referral Process for Adjudicated Complaints that are Disputed by Consumers.)

DISPUTES FILED WITH CFPB: RECEIVES A FAIR, OBJECTIVE, AND UNBIASED  

COMPLAINT DISPUTE RESOLUTION BY FEDERAL  DESIGNATED AGENCY!

CF

CFPB 

Consumer 

Complaint 

Dispute 

Process

OCC

Consumer

Assistance

Group

FTC

Complaint

Assistant

“Inter-Agency Portals” 
Connection  to Subject 
Area  Experts within:
❑ Civil Rights Division
❑ Housing & Civil

Enforcement
❑ OCC Customer  

Assistant Group 
❑ FTC
❑ HUD
❑ CFPB Enforcement 

Group

CFPB 

Consumer 

Complaint 

Process and 

Database

SUMMARY OF STEP TO SAVE THE CFPB COMPLAINT PROCESS.

29COMPLAINTS FILED WITH CFPB: 

THE COMPANY ALWAYS WIN!

26 27

28 29

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

