“THE COMPANY* 1S THE JUDGE, JURY, AND APPELLATE IN THE CFPB COMPLAINT PROCESS AND CAN ADJUDICATE COMPLAINTS
OR OTHER FEDERALAGENCIES. THE COMPANY S ARBITRATION RESPONSES
(CARRIES THE WEIGHT OF THE FEDERAL . FINALLY,
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CCOMPLAINTS FROM DECEMBER 2011 TO Arml..ms.
pmucu theolteding companies rahr tiza
THE POORLY-DESIGNED, COMPANY-CENTRIC CFPB COMPLAINT DATABASE, AND THE ALL SEEING, ALL-KNGWING
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THESE COMPLAINTS ARE “BANISHED TO THE “CFFB! "BLACKHOLE” FROM'

JUDGE, JURY, AND APPELLATEIN THE CFPBCOMPLAINT PROCESS AND CAN ADJUDICATE COMPLAINTS
THE COMPANY’S ARBITRATION RESPONSES

WHICH THEY CAN NEVER ESCAPE. (contimed) |

. FINALLY,

6. CFEB DATABASE DOES NOTINCLUDE GEOGRAPEICALLOCATION INFORMATION such as City or MSA/MD, that
‘would help CFPB detect,
7. COMPANYPORTAL| TO ALERT CFFBOF! A BY
CONSUMER but does nc tynge g
The CFPB C omplaints to kelp
the! iasues do xotinclnde
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8. THEDODD FRANK WALLSTREET REFORMAND CONSUMER PROTECTIONACT
FEDERALAGENCYWITH| Al

SERVICES
'WHICH THE CFPB WAS TARGETED, NOW WHOLE ALLTHE CARDS.

THE CURRENT CFP CONSUMER COMPLAINT PROCESS IS THE PERSONIFICATION OF -THE INFAMOUS WIZARD OF 0Z
CCOMPLAINT ADJUDICATION PROCESS!” THE COMPANY ALWAYS E CFPD TAKES CREDIT FOR A SUCCESSFUL()
CONSUMER COMPLAINT RESOLUTION BY APPLYING IT’S “KISS OF DEATH APPROVAL® RESPONSE TO ALL OF
COMPANY’S” 2.2 MILLION CFPB COMPLAINT RESPONSES.
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" ENSURING THAT

AUTHORITY OF THE ENTIRE FEDERAL GOVERNMENT.”
ALL CONSUMER COMPLAINTS FILED BY THE CFPB ARE CLOSED BY THE COMPANY, WITH THE “CEPR KISS OF DEATHAPPROVAL"
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.
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A
130,671 FINANCIALLY-ORIENTED CONSUMER COMPLAINTS RECEIVED FROM OTHER GOVERNMENT AGENCIES WERE CLOSEDWITH
ONCURRANCE OF THE REFERRING GOVERNM

reieh thousand, S iy L e S
Cnmplalmﬂspomsumm Crpa by The Cnmpnny'nndm Cnaar that CHPE s o Ivetven theCFBB Complaint Frocess Théas Foderal gences coninue
to “blindly throw consumer complaints over-the-wall without any concern or awareness of the final CFPB response sent to these consumers.")*
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NY-CEN 3 COMPLAINT PROCESS:
“THE COMPANY ALWAYS WIN:

CFPB MORTGAGE COMPLAINTS.

CFREWCRTOKSE COMPLARTS Sl EE 2013-2017 ANALYSIS OF CFPB
T Al - e c - MORTGAGE COMPLAINTS.
oo 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
e - = e mortgage-related complaints were
§:§iﬂ ::: glaion f LIS forwarded to CFPB. However, The
m—-&-“m Company’s 92.2% rejec{inn rates to
these referred complaints is an
.zmm-zm- embarrassment to the consumers
who felt that they had valid reasons
"m’m to file mortgage-related complaints.
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ANALYSIS OF DISPUTED CEPB MORTGAGE
COMPLAINTS REFERRED TO CEPBBY OTHER

FEDERALAND STATE AGENCIES.
The Highlighted Statistis of Mortgageqrelated

s referred to CFPB; and, The Company’s

Nomraton Responses were then disputed by
Consumer is even more “disingenuous.” It is

within these agencies ensured that only valid

rates to these referred complaints s an
o

assumed that the complaint screening processes

rwarded to
CFPB. However, The Company’s 92.2% rejection

believe they 1o file these mortgage-
related complaints. It is important to note that many,
if not most,of th disriminatory-related mortgage

d from African Americans,

Hlsnanlcs, and Latino were not assigned the proper
by Ci FPB

Complaint Process has never filed a racial, ethnic,
gender, religious or age discriminationin its nine-
plusyear histoy. s added (o thefact (hat CFPB
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e e 5 of the Entire US Government.”
THE COMPANY-CENTRIC CFPB COMPLAINT P!

“THE COMPANY ALWAYS WIN!™

CONSUMER COMPLAINT PROCESS.

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 FACADE 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 Ce
Approval” to The Company's C
d fhu

‘The Company by CFPB. Additionally,
y
government’s approval of The Coapany adjudication of the original consumer complant.

be re-flled against

THE COMPANY-CENTRIC CFP MPLAINT PROCE!
“THE COMPANY ALWAYS WIN!

option within he GFPB complaint process borters
on criminal negligence because the “CFPB Kiss Of
Death of all Company Responses Carries the Weight

fiom CFPB to y, and b,) recetving The
nnpummm of s b Web-nmd, Alne Addec® Ap

cmmlhmhmnﬂnndﬂhwnymmmmdmmyolm(}ompmyl” Beation
Tviewimvetigation fmetions;, bocass t inclades an wxchivo of how all provions complaints fom s eunammar, and
other consmmers who flled similar complaints, were adjudicated. I for pending “Closed
and/or Public Responses to CFPB.” However, the 2015-2017 version of The Company Pc inchude
provisions for resolving consumer disputes; fhms, between 2015 and 2017, CFFB chose not fo place any of the 145,150
compliant disputes filed by consumers on the “all-soeing, allknowing” Company Portal

nlllmﬂ nrm musuuln FINANCIAL PROTECTION BUREAU (CFPB) COMPLAINT
O "THE_CONSUMER™!

T GN
‘THAN THE CONSUMER.
DESCRIPTION OF CFFB COMPL
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COMPLAINTS FILED WITH CFPB
THE COMPANY ALWAYS WIN!

received,)
significant number of CFPB consumer complaints cannot be resolved within the CFPB Complaint
agencles. complsints

Currently, the agencles to whom these

Adding flelds in the CFPB Database to capture the name of these agency fo which a consumer
dne tpon which the complan wasrefered, wonk provide Sumetsuable benels

mcmcwmmm«-mcm t0 refect duplicate complaints submitted by the same

cnnc«nmnuqy«mmhmw-qummnn
complaint datsbase Eliminating the

current “TAG” fleld in the CFPB Database mdnphdu

eategories such 58 race, ethnicity, age, and gender would provide a wealth of vahusble
CFPB, other fodersl and state sgencies; and the American

Process,
are referred are not captured

complaint is referred, and the
0 consumers, the CFPB and other

directions regarding sdjucieating daplicate complaints:

consumer; bowever, the Company Portsl inclades the following
digleats’
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Complaint; and

Assigns itaCFPB [ Company

Product and Issue Portal.
Codes,

ipdated after The
ompany ha
nded and
mer Complaint
is closed.)

* COMPLAINTS FILED WITH CFPB:

THE COMPANY ALWAYS WIN!

Complaint; and
Assigns ita CFPB
Product and Issue
Codes

consumer-
2) prior to March 23, 2017,

by after Maren 24, 2017,

1o consumer complaint.
A

federal laws, oets and reguiations such as ECOA, HMDA, CRA, ...
Note:

Pablic
Response is tncluded1n the CFPB Database.

000000 COOOD

O “BLANK"-
* Between 2011 and 2017, an asmundmg saz 634 of the 743,427 consumer complaints shown in
the (‘FPH‘ Complaint Databas:

consumer’s € had meritin 1,471
©. oz%) of the 743,427 consumer complaints shown in the CFPB Complaint Database.
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“THE CURRENT CFPB COMPLAINT PROCESS HAS FAILEDI™

SINCE ITS CRI N 2011, FEDERAL, STATE, AND LOCAL

“FORCED"TO
PROTECTION BUREAU (CFPB). DURING THIS PERIOD, CFFBHAS ALL TIS CORE 0GY
ANDB. “DIC] (COMPLAINTS

0 MANY
TOANY A EVEN BETWEEN

OPTION BY WHICH THEY DID NOT AGREE, AND
‘CONSUMERSDID S0 145,150 TIMES. FINALLY, IN APRIL 2817, WITHOUT OF
AINTWAS

SAVING THE CFPB COMPLAINT
PROCESS.

AN AND STATE

BY’ ACTIVE ROLEIN' OFANY OF’

TWO
AGENCIES. THE FAILURE OF

TRIBUTED TO ORTHE'

THE CFPB
THE ONLY THING THAT CONSUMERS NEEDED, WHICH WAS AN
'LAWS, ACTS, AND FEDERAL REGULATIONS THAT

THE

Y OF

N THIS IMPLIES, THE
AN THE
(CONSUMER WILLALWAYS LOSE. THE ONLY WAY TO LEVEL THE COMPETITIVE PLAYING FIELDIS TO ACTIVELY ENVOLVE OTHER
SUBJECT-AREAEXPERTS IN THE COMPLAINT ADJUDICATION/ARBITRATION PROCESS.

COMPLAINTS FILED WITH CFPB:
THE COMPANY ALWAYS WIN!
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How the Exis Co ~Centric CFPB Cos it Process “Re: Worl SUMMARY OF RECOMMENDED CHANGES TO CFPB COMPLAINT PROCESS

1 Comsumer| CFPR but CFPR

THE PROC
DOES TODAY, WITH THE EXCEPTION THAT AN, AINT

THEN THE IS CLOSED, CFFB.

HOWEVER, IF THE

¥ TS’
RECORD, AND NO FURTHER ACTION
ACCEPT'

THEN:

15 BE GIVE

Y'TO CREATE A THAT WOULD BE IMMEDIATELY BE
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UTES OF THE COMPLAINT, CFPB WOULD

incinded in the CFPB Complaint Database.

TTS INTERNAL UNIT, OR;

- PONSE VIA “ANINTER-

CFPBand

from whick
O Select a conned response that is publicly shaed,
a
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Name of Database Field

CURRENT “COMPANY-CENTRIC” CFPB COMPLAINT DATABASE

D

Example of_Database Field and/or Poor Design
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PROPOSED “CONSUMER-CENTRIC” CFPB COMPLAINT DATABASE

NAME OF DATABASE FIELD

DESCRIPTION OF DATABASE FIELD
laints:

[ -INEORMATION.CONTAINED.IN DATABASERIELD.

vear (yyyy)
A Date (mm/ddiyyyy)

Date e

Product
Sub-product
Issue

ates.
iComplaint Product Name.

AProduct such as Mortgage or Payday Loan.
or No.

iComplaint Issue Name.

‘Account Terms,

Linkto List of Sub-Producs,

Link1o List of Issues and Sub-lssues.

in Consumer Portal

indolls.

Older American or Older suwce Manpes

riginate of Consumer Complaint.

ompany Business Unite
\ail, Fax, Phone, Email, Referral from Other Agency or Wet

aced p:

p: to Consumer.

(Close, Close w/Explanation, Close with Monetary Relief or
Closed

id Consumer

/as Timely Response Received from Company.

Yes or No Answer but no mmiddiyyyy when response Received.

{Complaint dentification Number.

Discontinued April 2017,
|Complaint ID Different from CFPB Complaint Number.

D: q{
Yes or No.

st
feuimeorie
[
—— s
oot e
fant s
z e s,
| HV [}
nicity f)
[}
S § — —
1cy Narme. ing Ager
int Pl (1 ).
e —— s
42 b
st
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PROPOSED CFPBECOA, CRIMINAL

¥ CFPB.
the Company’s,

Enforcement Department d
P jndication recsives were addressed in
dication Response,

DISCHIMINATION SEVIEW PROCESS:

letermines that the
e, e Complaint

Department itch then sends the Company

es that the
n.-d Mnjwuﬂnm ot adireased e
Adfodication they have the
Em- iatsbog o romsam ito the
for further adjudicatisn:
A4 Exforcement Department.
Public Res "Procesees are completed, approves Complaint
6. CFPB “do Aﬂllﬂlﬂﬂﬂlpml and sends the Adjudication
Adjadieat ‘Response and Explanation to censumer aud Cleses
Complaint.
* The, consumer does not
o ClTPB o  proposed & ;-,u-pcr_

muummellm'dﬁ 2 nlmz:mpldnmm
s seato the Coo sl

) b)) el
review shat s
e s oo’y e
wynan.uqlmm
mqauﬂm
Portal Snapshots

*“CONSUMER” RECEIVES A FAIR AND OBJEC]
Complaint ADJUDICATION!

hecks Archives ir va al to ensure that similar (or
nsumer complaint(s) were previously The Company

,é;;u'd- Muﬂk

Note: CF!
identical) CFP
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: llyby
m-dmammmmmml or directizn of
1. The Coupany belfeves Conplaint1s the resalt of an

1solated seror.

Company belleves Camplatut relstes to a discoatinned
policyor pracedure,

‘The Commpany believes Couplaint repeesentsan.
oppertunity far immprovement to better serve consumers.
The belleves! sppropristely as

Product and Issue
Codes,

Htacted
anthorizadby contract or law
‘The Company believesthe Complaixt1s the result of a
‘misundersiending
‘The Comupany can't verlty o dispute the facts n the
complatat

. The Company cheosss not to provide s publlc respouse
The Company disputes th facts presented n the

gfnnnwu- p'vi.d:n‘ uu“m
8 chposcsnetta 2 pal
“No blaxk publiesponses shouldbe llomed ecouse
e vt Comp st e Cloed T
Explanaton, he Explinaton showld b th same o the
Response. Between 2011 and 2017, 9406% of all
respomse were eitker blank or The Co
requested that they NOT be shaved. JPMorgen
Ban, N. A, the Natlon’s largest baxk, chose wof 1o
seven-pear OCx: ((l\\l\lll( RECEIVES A FAIR AND OBJECTIVE
nplaint ADJUDICATION!

isclosed)

. COMPLAINTS FILED WITH CFPB RECEIVES A FAI
PLAINTS FILED WITH CFPB; OBJECTIVE, AND UNBI ED COMPLAINT ADJUDICATION!
THE COMPANY A VIN!
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FTC EIGHT CHANGES REQUIRED TO SAVE CFPB COMPLAINT PROCESS
Complaint 1 THE CFPBCOMPLAINT DATABASE MUST BE REDESIGN AND DEMOGRAPHIC-RELATED FIELDS SUCH AS RACE,
A ) AND ACE SHOULDEE ADDED TO DATABARE. (CONSUMER WOULD HAVE TELE OFTION OF
oce Assistant CHOOSING WHETHER OR NOT TO PROVIDEANY. SAPAICHELD)
'AMETICULOUS EVALUATION OF THE memnmcnommnuw INCLUDED IN THE COMPANY PORTAL
‘Consumer . nmx%rélg mglm)mm mﬂmﬁﬂﬂ Mﬁ COmA“ﬁWME:A'LEADVAN‘}‘FAGE OVER
HEY | JULD BE ELIMINATED. [DONAI INSUMERS | YULD! INFORMED
Assistance Group COMPLAINT] INFORMATION BENING PLACED ON THE COMPANY PORTAL.)

THE SHARING OF PUBLIC RESPONSES WOULDBE REQUIRED AND “BLANK> RESPONSE.WOULDBE DISALLOWED.
| ACKNG THAT “MISTAKES OR ERRORS,” WHICH RESULTED IN
CFPB ¥ IMPLAINT WERE MADE CCOMPANY OR ITS EMPLOYEES.

ASRED-

Consumer
Complaint
Dispute

THAT

CIES WOULD REMAIN OPEN UNTIL AFINAL
RECEIVED: AG] "TO WHICH IT WAS REFERBED, INTER-AGENCY REFERRALS
ANDRESPONSES WOULDREQUIRE THAT A “PORTAL® SUCH AS THE COMPANY PORTAL BE PROVIDED BY CFFETOALL

cmsumssnomnnmmmcmmmmT
PURPOSELY VIOLATE C
TRACKED|
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THE CREATION OF THE DODD-FRANK WALL STREET REFORM AND
CONSUMER PROTECTION ACT.
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