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Executive Summary

A Pursuantto the Dodd-Frank Wall Street Reform and Consumer Protection Act of 2010, this
annual report analyzes complaints submitted by consumers betweenJanuary and December
2021. During this period, the Consumer Financial Protection Bureau (CFPB)sent more than
750,000 complaints to approximately 3,400 companiesfor review and response.Complaints
about credit or consumer reporting continued to increase in 2021 and accounted for more
than 70% of all consumer complaints. Debt collection also increased in 2021 and accounted
for more than 10% of all consumer complaints.

A Complaints afford consumers the ability to rais e their issues to the attention of companies.
The CFPBO6s compl aint process i s designed to giyvVv
complete, accurate, and timely responses to their customers. Responsible companies use
complaints not only as an opportunity to engage with consumers, but also asan indicator of
potential weaknesgsesin a particular product, service, function, department, or vendor.

A The CFPB is concernedyy market participants that give consumers the runaround or that do
not meaningfully respon d to consumers when problemsarise. When new products and
servicesemerge,there can be great benefits to consumers. But often theseadvances come
with new problems. In their complaints to the CFPB, consumers have described how difficult
it can benot having their problem addressed. For example:

Z Consumersdescribed  problems with digital assets, such as mobile
wallets . In these complaints, consumers often reported fraudulent activity on their
accounts. When they raised this issue with companies, @nsumers described no
response to support ticketsd and no way of contacting the company by phone When
they received a responsedo their complaints, co nsumers were told fraudulent
transfer swere not reversible by the company, and they could contact law
enforcement to seek recourse

Z Consumer s described issues with companies offering Buy -Now -Pay -
Later (BNPL) credit. Inthese complaints, consumers describe issues with
merchandise, merchandise refunds, modifying payments, and difficulty reaching
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customer service.Some consumers reported concerns about the furnishing of these
loans to consumer reporting companies.

A Complaints can help policymakers, businesses, community groups,and othersidentify
opportunitiesto enhance consumers 6 experi ence and understanding
products and services.

A During the second year of the COVID-19 pandemic, CFPB complaintdata continued to
revealproduct areas where consumers may beexperiencing greaterd or lesserd difficultie s.
For example:

Z Mortgage ¢ omplaint volume about struggling to pay is increasing.
Complaints about struggling to pay a mortgage peaked near the beginning of the
pandemicd in early 2020 & but then quickly decreased and remained at relatively
lower levels for several months. With many borrower protections having expired,
complaint volume for this mortgage issue is again increasing.

Z Vehicleloanc omplaint volume is also increasing . Borrowers expressed
concern about their ability to repay their loans or having their vehicle repossessed.
Consumers often cited job loss or lack of income due to COVID19 as a cause of their
difficulty in staying current on their vehicle | oan. Some borrowers expressed
difficulty in obtaining information about payment assistance and extension requests
prior to repossession.

Z Student loan complaint volume remain s lower than pre -pandemic levels.
Congress and theU.S. Department of Education imp lemented temporary relief on
government-held federal student loans, including pauses on federal studentloan
repayment, interest accrual, and collections. Complaint data provides some support
that these measures have been effectiveascomplaint volumesin 2020 and 2021
remain lower than in years prior to the COVID -19 pandemic.

A The CFPB has and will continue to monitor complaints to support its decision -making
processes, includingassessingrisk in the market. Companies are encouraged to consider
how best to incorporate complaint information into their institutional ~ processes tohelp
ensure that problems are detectedearly and addressed quickly.
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1. Introduction

One of the primary functions of the Consumer Financial Protection Bureau (CFPB or Bureau) is
collecting, investigating, and responding to consumer complaints. 1 The Office of Consumer
Response (Consumer Responsg created by the Bureauunder the Dodd-Frank Wall Street
Reform and Consumer Protection Act, maintains procedures to provide a timely response to
consumers,?in writing, to complaints 2concerning a covered person.#In 202 1, the CFPBreceived
approximately 994,000 consumer complaints.®

Consumer complaint process

The CFPBacceptscomplaints from consumers through its website, by telephone and mail. ¢ The
CFPB also accepts referralsrom the White House, congressional offices, and other federal and
state agencies Consumers submitted95% of compl ai nts by visi2tt%ang t he

1 SeeDodd-Frank Wall StreetReform and Consumer Protection Act of 2010, Pub. L. No. 111203 (Dodd -Frank Act),
Section 1021(c)(2).

21dA 1002(4) (AThe term 6consumerd means an individual or an :
anindividual . 0) .

Consumer complaints are submissions that express dissatisfaction with, or communicate suspicion of wrongful
conduct by, an identifiable entity related to a consumerds p

4 Dodd-Frank Act § 1034(a).

Complaint data in this report arecurrent as of February 1, 2022.This report excludes some complaints that the
Bureau received, including multiple complaints submitted by a given consumeron the same issue (i.e., duplicates),
whistleblowertips, and complaintsthatth e Bur eau f ound were submitted without t he

Complaint numbers are rounded throughout the report; therefore, numbers and percentages may not sum to sub -
totals or 100%.

SeeDodd-Frank Act § 1013(b)(3). In addition to acceptingcomplaints and providing complaint status updates, the

CFPBalso provides consumers with answers to frequently asked questions about consumer financial products and

services over the telephoneviaa toll-free number. Representatives at the CFPBS s -bas&d.contact centels answer
consumersdé inquiries, providing cl ear ,-creantedtools Bke Ak @-°*F5 wer s and
The CFPBprovides services to consumers inmore than 180 languages and to consumers who are deaf, have hearing

loss, or have speech disabilities. In2021, the CFPBreceived an average of more thanl6,100telephone calls per

month.
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by call i ng tirbedeleghBrié Buiniger.’tTlee kemaining 2.5% were submitted via
postal mail, fax, or referral. 8

When consumerssubmit complaints online or over the phone, the CFPBasks them to identify
the consumer financial product or service with which they have a problem, the issue that best
describes the problem, and the company to which they want to direct their complaint .°
Consumers describe what happened and their desired resolution using freeform text fields. The
complaint form requires users to identify whether they are submitting the complaint fo r
themselves or on behalf of someone else, provide relevant contact information, andaffirm the
information provided in their complaintis true to the best of their knowledge and belief .10
Consumersalso have the optiontoprovide limited demographicinformation, such as their age,
servicemember status, household size, andcombined annual household income. 1!

The CFPBencourages consumers to submit complaints through its website whenever possible.
The online complaint form helps to ensure co mpleteness of information and enables the CFPB
to send the complaint to the named company quickly d typically , in one day or less. The online

complaint form allows consumers to attach supporting documentation to their complaint, which

often helps companies assess issues raised by consumers.

Complaint s submitted to the CFPBgo through several stepsto help ensureconsumersget timely

responsesto theirissues (Figure 1). TheCFPBr o ut es consumer s Gonsumemp | ai nt s
financial products and services directly to financial companies, and works to get consumers

timely responses, generally within 15 days.*?Secure, webbased Company and Consumer Portals

A

protect consumer privacy and the confidentiality of compani es® r espharesses t o

8 The CFPB discontinued accepting complaints by fax in May 2021 due, in part, to declining use of this submission
channel by consumers.

9 See generally, Consumer Fin. Prot. Bureau, Learn how the complaint process works ,
https:/iwww.consumerfinance.gov/complaint/process/. ... Throughout thisreport, the CFPB notes the product, sub-

product, and issue selections available to consumers; however, the complaint form sometimes has small minor
word changes based on these selections. These minor differences are not included inthisreport.

10 The complaint form requires thatusers att est to their submission (fiThe informat
knowl edge and belief. | understand that the CFPB cannot act
In May 2021, the CFPB made enhancements to the complaint form. These changes emphasized that a person
submitting on behalf of someone else must identify themselves in the complaint submission andrequired users
submitting on behalf of themselves to provide an email address.

11The option for consumersto provide hou sehold size andcombined annual household income became available in
May 2021.

12 seediscussioninfra Section 3.
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appropriate, th e CFPBroutes complaint referrals to other federal agencies through a secure,
web-based Government Portal .3

FIGURE1l: CONSUMER COMPLAINT PROCESS

S
$
Complaint Route Company Complaint Consumer
submitted response published review

After a consumer receives the company @amproveles ponse
feedback on the companyds r espo.HBwsinforpaticnasmp!| et i ng
made available to companies via the Company Portal.The CFPB makes a subet of complaint

data publicly available in the Consumer Complaint Database.>

How the CFPB uses complaint information

The CFPB has a statutory obligation to monitor consumer complaints.'*Consumer so compl a
and compani esd r eGHPBwitlsimportamtrinbovmatibreabdutthe types of
challenges consumers are experiencing with financial products and services and how companies

are respondingtoconsumers 6 ¢ 0 .NThe€CFPB sises this information to monitor risk in
financial markets, assesgisk at companies, andprioritize agencyaction.

The CFPBuses a variety of tools and approacheshat assist staffin identify ing trends and
possible consumer harm. Examples include:

13podd-Fr ank Act A 1013(b)(3)(A) (fiThe Director shall coordinate
Federal agenciestoroutec omp | ai nts to such agencies, where appropriate. 0o

14 This optional survey invites consumers to provide feedback to three prompts: (1) The company's response

addressed all of myissues; (2) understand the company's response to my complaint; and (3) The company did
what they said they would do with my complaint.

16 Dodd-Frank Act § 1021 (b)(3)(A).
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A Monitor ing complaint volume across categorical variables, such asproduct, issue, sub-
product, sub-issue, company, and company response, among others

A Analyzing complaint volume across time and by geographic area, as well as by seilf
identified characteristics, such as servicemember status and age

A Reviewing cohorts of complaints and company responses to assess the accuracy,
ti meliness, and completeness of an individual
them for response.

A Conducting text analytics to identify emerging trends and statistical anomalies in large
volumes of complaints.

A Visualizing datato highlight geographic and temporal patterns and using tools to filter,
sort, and search complaints.

A Augmenting manual review with statistical approaches to understanding large volumes
of complaints (e.g., topic modeling) and tools to make complaint data easier to filter,
sort, and search (e.g., elastic searckbased search applicatiors).

These analyses support the Bureaub6s work to super
financial laws, propose rules,spot and assess emerging issuesnd develop tools that help

empower consumers to make informed financial decisions. The Bureau also shares consumer

complaint information with prudential regulators, the Federal Trade Commission (FTC), and

other federal agencies and state agencied’

This report provides information and analysis about complaints received by the Bureau from
January 1 through December 31, 202, including information and analysis about complaint
numbers, complaint types, and, where applicable, information about the resolution of
complaints. 18

17 Dodd-Frank Act § 1013(b)(3)(D).

18 This report fulfillsthe reporting requirements of Dodd -Frank Act Section 1013(b)(3)(C), which instructs the CFPB
to report on the complaintsreceived by the CFPBIn the prior year regarding consumer financial products and
services.
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2. Complaint numbers

Of the approximately 994,000 complaints the CFPBreceived in 2021, it sent 752,800 (or 76%)
to companies for review and response referred 6% to other regulatory agencies,and found 17%
to be not actionable (Figure 2A, Routing Outcomes).*?As of February 1, 2022 0.1% of
complaints were pending with the consumer and 0.3% were pending with the CFPB.

FIGURE 2: COMPLAINT OUTCOMES IN 2021

A. Routing Outcomes B. Company Respenses
Closed with explanation
Closed with non-monetary relief
Closed with monetary relief
Administrative response
Company did notprovide a timely response
Company reviewing

Referred to Other Agencies

Pending with CFPB
Pending with Consumer —

19 Complaints that are Referred to other agencies include complaints about depository institution swith $10 billion or
less in assets or nondepositoriesthatdo not offer a consumerfinancial product or service. Complaints that are Not
actionable are not senttothe company for a response or referred to other agencies; these complaints include
incompl ete submissions, withdrawn complaints, and complaints in which the CFPB discontinue d processing
because it hadreason to believe thata submitter did not discloseits involvement inthe complaint process.
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In 20 21,approximately 3,400 companies responded to complaints sent to them for review and
response.Companies confirmed a commercial relationship with the named consumer and
closed the complaint with explanation or relief to approximately 483,000 complaints (Figure
2B, Company Responses)When a company cannot take action on a complaint because it was a
duplicate, was submitted by unauthorized third parties, was in active litigation, was the result of
fraud, scams or business identity theft, or the company cannot confirma commercial
relationship with the consumer, the company can provide an administrative response that
includes a statement or other evidence supporting this response. Companies provided an
administrative response to approximately 254,300 complaints. 2°

The remainder of this section analyzescomplaints received in 2021 by:
A Product and service.
A Geographicregion.

A Special population (servicemembers and older consumers)2?

20 seediscussioninfra Section 3 (Complaint Resolution) for more information on how companies respond to
complaints.

2liSe r vi c e membda rdsedr acroch sfu me r sidentiied. Servicentembe s eefers to servicemembers,
veterans, and military families. #fOI derlyrepootedtheirrageas6dorr ef er s t o
older.
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Products and Services

The most-complained-about consumer financial product and service categoriesin 2021were
credit or consumer reporting, debt collection, credit card, checking or savings account, and
mortgage (Figure 3).22Collectively, these products comprised approximately 94% of all

complaints the Bureau received in 2021.

FIGURE 3: COMPLAINT VOLUME BY FINANCIAL PRODUCT OR SERVICE

2021

credit or consumer reporting || NG 710,300 (71%)

Debt collection [JJl] 121,700 (12%)
Credit card [ 37,800 (4%)
Checking or savings [ 37,400 (4%)
Mortgage ] 32,000 (3%)
Money transfer or service, virtual currency I 20,900 (2%)
Vehicle loan or lease | 11,400 (1%)
Prepaid card | 7,100 (0.7%)
Student loan | 6,300 (0.6%)
Personal loan | 5,500 (0.6%)
Payday loan | 1,500 (0.1%)
Credit repair | 1,300 (0.1%)

Title loan ‘ 600 (0.1%)

2021 vs. 2020
122% (+391,000)
47% (+39,000)
5% (+1,900)
25% (+7,400)
9% (+2,600)
63% (+8,100)
21% (+1,900)
-17% (-1,400)
9% (+500)
16% (+800)
-11% (-200)
38% (+400)

5% (+30)

22 The number of complaints is not equal to the number of consumerswho submitted complaints to the Bureau. This
figure excludes approximately 100 complaints where the consumer did not indicate a specific consumer financial

product or service.
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Geographic Region

Consumers from all 50 states and the District of Columbia submitted complaints to the CFPB.

To understand state and regional trends, the CFPBanalyzes the geographic dstribution of
complaints after accounting for population differences. 22 On a per capita basis, theCFPB
received more complaints from consumers from Louisiana than anywhere else in the United
States, followed by consumers in Georgia, Alabama, D.C., Florid, and Tennessee. Consumersin
South Dakota submitted the fewest complaints of any state per capita(Figure 4).

FIGURE 4: U.S. COMPLAINT SUBMISSIONS PER 100K POPULATION24

AK ME
96 63
VT NH
60 79

WA ID MT ND MN IL WiI Ml NY RI MA

120 70 69 61 108 267 101 176 300 161 207
OR NV WYy SD IA IN OH PA NJ CT
97 41 69 53 80 119 220 461 368 173

CA uTt CO NE MO KY WV VA MD DE
269 131 136 65 159 84 81 241 454 472

AZ NM KS AR TN NC SC
192 92 92 152 483 276 430

OK MS
109 376

HI X FL
97 382 498

53 W 677

23 See e.g., Consumer Fin. Prot. Bureau, Complaint Bulletin: County -level demographic overview of consumer
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Servicemembers

The CFPBmonitor sand analyzes complaints from servicemembers, veterans, and military
families (collectively ,fi s e r v i ¢ e mEomduraersprovided their servicemember affiliation

in approximately 42,800 complaints, or 4% of all complaints submitted in 2021. Self-identified
servicemembers submitted complaints about debt collection, mortgages, credit cards, checking
or savings, money transfer or service, and virtual currency, and vehicle loans or leases agreater
rates than non-servicemembers(Figure 5).

FIGURE 5: COMPLAINTS SUBMITTED BY SERVICEMEMBERS AND NON-SERVICEMEMBERSZ2®

M Servicemember Non-Servicemember
Credit or consumer reporting I 41%
73%
Debt collection NI 2 1%
12%
Mortgage NN 10%
3%
Credit card G 8%
4%
Checking or savings I 8%
4%
Money transfer or service, virtual currency [l 4%
2%
Vehicle loan or lease Il 3%
1%
Personal loan [l 2%
0.5%
Prepaid card Bl 1%
0.7%
Student loan B 1%
0.6%
Payday loan | 0.4%
0.1%
Credit repair | 0.3%
0.1%
Title loan | 0.2%
0.1%

25 Non-servicemember complaints are defined as complaints where the consumer did not indicate they are a
servicemember.
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Older Consumers

The CFPB alsomonitor sand analyzescomplaints from older consumers. Consumers provided
their age in approximately 158,200 complaints, or 16% of all complaints submitted in 2021. Self-
identified older con sumers(age 62 or older) submitted complaints about mortgages, credit
cards, and checking or savings accountsat greater ratesthan complaints submitted by
consumersdisclosing an ageunder 62 years old (Figure 6).

FIGURE 6: PERCENTAGE OF COMPLAINTS BY PRODUCT AND AGE GROUP26

M 62 or Older Under 62
Credit or consumer reporting . 20%
38%

Mortgage [ 8%

8%
Debt collection I 17 %

20%

Credit card I 16 %

8%
Checking or savings I 13%

9%
Money transfer or service, virtual currency [N 6%
7%

Prepaid card I 3%
2%
Vehicle loan or lease I 3%
3%
Personal loan I 2%
2%
Student loan H0.8%
2%
Credit repair §0.5%
0.4%
Payday loan §0.5%
0.5%
Title loan 10.3%
0.2%

26 When comparing older consumers to their younger counterparts, the Bureau limits i ts analysis to consumers who
provided their age when submitting a complaint .
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3. Complaint responses

The CFPBsent complaints to more than 3,400 companies for review and response in 2021.
Companies are expected to review the informationprovided in the complaint, communicate

with the consumer as needed, determine what action to take in response, and provide a written
response to the CFPB and the consumerWhen a company cannot take action on a complaint,
the company can provide an administrative response that includes a statement or other evidence
supporting this response.?’

Complaint response elements

The CFPBexpects companies to providecomplaint responses tailored to the issues described in
each cons ume rThreeelemempniakeiumacomplaint response:

A Complete ness:the company addressedall the issues raised by the consumer, including
providing any relevant documentation. Where appropriate, the company described
communications with the consumer , attached copies of all relevantdocuments, and
described any follow-up actions the company has taken or plans to take in response to
thei ssues descr i beaonplaintt he consumer 6s

A Accura cy: the company selectedthe most appropriate response category for the written
response provided and, when appropriate, described the non-monetary or monetary
relief provided to the consumer. Response categoiesinclude Closed with monetary
relief 28 Closed with non-monetary rel ief,?° Closed with explanation , and administrative
responseoptions.

27 Seediscussion supra Section 2.

28 Monetary relief is objective, measurable, and verifiable monetary relief to the consumer as a direct result of the
steps that have or will be taken in response to the complaint.

29 Non-monetary relief is other objective and verifiable relief to the consumer as a direct resultof the steps that have
or will be takenin response to the complaint (e.g., stopping unwanted calls from debt collectors; correcting account
information; correcting inaccurate data provided or reported
documents; restoring account access; and, addressing formerly unmet customer service issues).
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A Timeliness: the company provided a response within 15 calendar days of the complaint
being sent to the company. If a complaint cannot be closed within 15 calendar days, the
company provid ed an interim explanationto the consumer and the CFPB and then a
final response within 60 calendar days of the complaint being sent to the company.

Monitoring complaint responses

As part of its ongoing monitoring efforts, Consumer Response systematically reviewsand

assesgshow companies respondto complaintsr el at i ve t o the Bureaubs res
These analysesasseshow well companies areadhering to providing complete,accurate, and

timely responses Initial observations fromt hese analysesre included below. Consumer

Responsewill publish a separate report to shareadditional findings.

Consumer Re s pessuggesthat canpamiésygenerally addressed the issues
consumersraised in their complaints. Companiessometimes refer to documentsin their
responses, but do not attach the corresponding documentsas expected The CFPB has
developedfunctionality that allows companies to securely share their responses, including
documents, with consumers directly via the Company and Consumer Portals. When companies
prefer to mail or deliver responses anddocumentsdirectly to their customers, the Company
Portal enables companiesto provide the CFPB with copies

Consumer Re s peassuggesbtisatcampaniesygenerally selecteda closure category that
is supported by their written complaint response.When this was not the case, companies most
commonly selected the Closed with explanation category, despite their written complaint
response indicating that the consumer received monetary or non-monetary relief. Table 1
summarizes how companies responded in 2021.
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TABLE1: HOW COMPANIES HAVE RESPONDED TO CONSUMER COMPLAINTS

Company

Financial Product Closed Closed did not
or Service with with non- provide a

monetary monetary Closed with  Admin Company timely

relief relief explanation response reviewing response
All 2% 5% 57% 34% 1% 1%
Credit orconsumer <1% 4% 49% 450430 1% <1%
reporting
Debt collection <1% 10% 82% 4% 1% 3%
Checking or 15% 5% 75% 2% 2% 1%
savings
Credit card 16% 10% 70% 1% 1% 1%
Mortgage 4% 3% 88% 1% 1% 2%
Money transferor  11% 6% 79% 1% 1% 2%
service, virtual
currency
Vehicle loan or 3% 5% 88% 1% 1% 2%
lease
Prepaid card 18% 10% 64% 2% 1% 4%
Student loan 2% 13% 81% 1% 1% 2%
Personal loan 5% 5% 82% 3% 2% 3%
Payday loan 1% 2% 83% 6% 1% 6%
Credit repair 7% 5% 76% 7% 1% 4%
Title loan 2% 10% 79% 2% 2% 4%

Companiesoverwhelmingly met the timeliness expectationin their responses to the CFPB.
Companies provided a timely response to 99% ofthe approximately 752,800 complaints sentto
them for reviewin 2021 . Most complaints were closed within the initial response period of 15
days. Timely responses are important; however, the CFPB cautions companiesabout closing
complaints too quickly if it is to the detriment of completeness or accuracy.Companies have up
to 60 days fromthe date they received the complaint to provide a final response to the CFPB and
the consumer.

30 seeConsumer Fin. Prot. Bureau, Annual report of credit and consumer reporting complaints ~ (Jan. 2022),

administrative responses by the nationwide consumer reporting agencies).
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4. Complaint types

This sectionsummarizes the types of complaints received by the CFPB in 2021and issues
identified by consumers.As part of its ongoing monitoring work, the CFPB analyzes the
narrative text provided by consumers and companies.3*Analyzing these texts provides a more
complete understanding of issues and, importantly, a clearer understanding of how companies
respond to those issues.Therefore, inadditionto summarizing the types of and issues identified
in complaints, t his sectionalso briefly discussestopics consumerscommonly raised in their
complaints and potential areas of consumer harm. Where appropriate, the CFPBincludesa
discussion of how product type and issue selections differ for older consumers and
servicemembers 32

4.1 Creditor consumerreporting

The CFPB received approximately 710,300 credit or consumer reporting complaintsin 2021.
The CFPB sent approximately 558,400 (or 79%) of these complaints to companies for review
and response,referred 1% to other regulatory agencies, andfound 20% to be not actionable. As
of February 1, 2022, 0.05% of credit or consumer reporting complaints were pending with the
consumer and 0.3% were pending with the CFPB.

Companies responded to 99% of credit or consumer reporting complaints sent to them for
review and response. Companies closed 49% of complaints with an explanation, 4% with non
monetary relief, and 0.1% with monetary relief. Companies provided an administrative response
for 45% of complaints. As of February 1, 2022, 1.3% of corplaints were pending review by the
company. Companies did not provide a timely response for 0.3% of complaints.

31 seediscussion supra Section 1 How the CFPB uses complaint information).

32 gee supra note 21.Figures in this section display 95% confidence intervals, which estimate the true value for the

statistic withinthe specialty population. The lines with each mark show the confidence interval, with a shorter line
reflecting a narrower range of likely values and a longer line reflecting a widerrange of likely values.

18 BUREAU OF CONSUMER FINANCIAL PROTECTION



In 2021, the CFPB received more than619,000 credit or consumer reporting complaints about
the three largest nationwide consumer reporting agencies (NCRAs)Y Equifax, Experian, and
TransUnion. In January 2022, pursuant to Section 611(e)(5) of the Fair Credit Reporting Act
(FCRA), the CFPB published a report thatsummarized information gathered by the Bureau
regarding certain consumer complaints transmitted by the CFPB to the NCRAs from January
2020 to September 202133 This report, among other things, discussed factors underlying
significant complaint volume increases, problems commonly reported by consumers in their
complaints, and howthe NCRAs responded to complaints. Complaint responses suggest that at
least one NCRAmay be making changes tohow it closes complaints. The CFPB will continue to
monitor t h e N CeRpdrsésto complaints and will issue a separate reportdetailing its
analysis later this year.

The remainder of this analysis focuses only on those credit or consumer reporting complaints
for which the company confirmed a commercial relationship with the consumer and responded
with an explanation or relief. In 91% of these complaints, consumers reported that they
attempted to resolve their issue with the company before submitting a complaint to the CFPB.

When submitting credit or consumer reporting complaints, consumers specify whethertheir
complaint is about a credit report or some other personal consumer report (e.g., background
checks, employment screening).In 2021, consumers complained about credit reporting most
frequently (Figure 7).

FIGURE 7: CREDIT OR CONSUMER REPORTING COMPLAINTS BY TYPE OF REPORT AND OUTCOMES

Complaints closed with explanation orreliefin 2021 Company responses
Credit reporting | NN 227 000 (99%) I
Other personal consumer report | 2,400 (0.8%) | |
B Closed with explanation Closed with monetary relief [l Closed with non-monetary relief

Consumers also identify the issue that best describes the problem they experienced®* The most
common issue wasincorrect information on your report  (Figure 8).

33 SeeConsumer Fin. Prot. Bureau, supra note 30.

34 For credit or consumer reporting complaints, options include: credit monitoring or identity theft protection
services; improper use of report ; incorrect information on report ; problem with a credit reporti ng company®és
investigation into an existing problem ; problem with fraud alerts or security freezes ; and, unable to get credit
report or credit score .
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FIGURE 8: CREDIT OR CONSUMER REPORTING COMPLAINTS BY ISSUES AND OUTCOMES

Complaints closed with explanation orreliefin 2021 Company responses

Incorrect information on your report || NN 157,900 (53%)

Problem with a company's |nvest|galt|o.n |n.to an _ 105,800 (35%)
existing issue
Improper use of your report [JJlj 29,200 (10%)
Unable to get your credit report or credit score |3,500 (1%)

Credit monitoring or identity theft protection services | 2,100 (0.7%)

Problem with fraud alerts or security freezes | 1,700 (0.6%)

[l Closed with explanation Closed with monetary relief Il Closed with non-monetary relief

In addition to complaints about the NCRAs , consumersalso submitted complaints about other
consumer reporting agencies,such asspecialty credit reporting agencies and data furnishers.>
Issuesconsumersraised in their complaints aboutthe NCRAsare similar to those issues
reported in complaints about other consumer reporting agencies.3¢ For example, consumers
describederrors ontheir reports, such as inaccurate addresses, telephone numbers,
employment information, and other public records information. Consumers also stated that
items on their consumer reports did not belong to them and, instead, resulted from identity
theft. In response, companies typically provided the results of investigations initiated in
response to complaints and stated whether they updated the account or verified the disputed
information. 37

In complaints about other consumer reporting agencies, consumers reported that inquiries on
their reports did not belong to them or were unauthorized. Consumers also frequently stated
they submitted disputes to remove inquiries and companies did not respond timely. Companies
typically responded that they initiat ed investigations and found either that they could not verify

the consumer 6s identity and would send the resul

the inquiry and would not remove it, or that they would removethe disputed inquiry.

35 The CFPB publishes an annual list of consumer reporting companies. This listincludes the three nationwi de
consumer reporting companies as well as other companiesthat focus on certain market areas and consumer
segments.SeeConsumer Fin. Prot. Bureau, List of Consumer Reporting Companies (Jan. 2022),
httpsy/files.consumerfinance.gov/f/documents/cfpb_consumer._ . -reporting -companies-list_2022 -01.pdf.

36 seeConsumer Fin. Prot. Bureau, supra note 30 at Section 3.2.

S7Butseeid. (A The NCRAs® actions | eave many consumers without a
i

compl aints. o).
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Consumersalso reported difficulty placing or lifting security freezes. 38 Companies typically
responded that consumers had not contacted them to ask for a security freeze before sending
their complaints to the CFPB. Some companies said they needed more information from
consumers, that they could not authenticate consumers, or as a specialty consumer reporting
agency that they were not required to place security freezes.

In complaints about data furnishers, consumers often claimed that there was incorrect
informationinc luded on their credit reports. In response to these complaints, companies
generally confirmed the validity of the information. However, in some instances, the company
acknowledged the error and stated the information would be removed. Some companies asked
the consumer to provide more information in order to investigate or informed the consumer
that the account had since been sold to another creditor.

In their credit or consumer reporting complaints, ¢ onsumers often described the negative
consequences ohaving incorrect or inaccurate information on their reports. For example,
consumersdescribed feeling stressed, spending time and moneyattempting to resolve their
issues, andliving with incorrect information on their reports or paying a bill they said they did
not owe to have negative information removed.3°In complaints about tenant screening
companies,some consumers reportedthat inaccurate information would have detrimental
effects on their ability to secure future housing. 4° In complaints about employment screening
companies, consumers stated that inaccurate information on a background check prevented
them from being hired or jeopardized their employm ent.

4.2 Debtcollection

The CFPB received approximately 121,700 debt collection complaints in 2021. The CFPB sent
approximately 73,600 (or 60%) of these complaints to companies for review and response,
referred 24% to other regulatory agencies, and found 15% to be notctionable. As of February 1,

38 See alsoConsumer Fin. Prot. Bureau, Supervisory Highlights: Issue 24, Summer 2021 (June 2021),

of nationwide CRCs, examiners found that CRCs failed to place security freezes withinthree businessdays after
receiving the requestbymail.o ) .

39 seeConsumer Fin. Prot. Bureau, supra note 30 at Section 3.2.

40 seeConsumer Fin. Prot. Bureau, Complaint Bulletin: COVID -19 issues described in cosumer complaints (July
2021), https:/ffiles.consumerfinance.gov/f/documents/cfpb_covid. . -19issuesdescribed-consumer-

complaints to the CFPB).
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2022, 0.4% of debt collection complaints were pending with the consumer and 0.2% were
pending with the CFPB.

Consumers can submit complaints about creditors collecting their own debts (i.e., first -party
collectors) or companies collecting debt on behalf of others, such as creditors or businesses (i.e.,
third -party collectors). 4 When the CFPB received debt collection complaints about companies
where it was not the primary federal regulator (e.g., a mobile phone or Internet service provide r)
or about depository institutions with less than $10 billion in assets, for example, it referred the
complaints to other regulatory agencies (e.g.,FTC) or a prudential regulator.

Companies responded to 97% of debt collection complaints sent to them forreview and
response. Companies closed 82% of complaints with an explanation, 10% with normonetary
relief, and 0.5% with monetary relief. Companies provided an administrative response for 4% of
complaints. As of February 1, 2022, 0.7% of complaints were pending review by the company.
Companies did not provide a timely response for 3% of complaints.

The remainder of this analysis focuses only on those debt collection complaints for which the
company confirmed a commercial relationship with the consumer and r esponded with an
explanation or relief. In 86% of these complaints, consumers reported that they attempted to
resolve their issue with the company before submitting a complaint to the CFPB.

When submitting debt collection complaints, consumers specify the type of debt.42In 2021,
credit card debt and other debt (e.g., phone bill, health club membership, utilities) were the
most complained about types of debt (Figure 9).

41 As of 2020, the third -party debt collection market was a $18.6 billion industry that employs about 138,000 people

across more than 7,000 collection agencies in the United States SeeGabriel Schulman, IBIS World , Debt Collection
Agencies in the US (Aug. 2021).

42 For debt collection complaints, optionsinclude: auto debt, creditcard debt, federal studentloan debt, medical
debt, mortgage debt, payday loan debt, private student loan debt, otherdebt, and debt thatis not known.
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FIGURE 9: DEBT COLLECTION COMPLAINTS BY TYPE OF DEBT AND OUTCOMES

Complaints closed with explanation orreliefin 2021 Company responses

Credit card debt I 15,600 (25%) I N

Other debt |G 6 600 25%) [

| do not know [ 5 500 23%)

Medical debt I 9,00 (15%) S m

Auto debt [l 3.200 (5%) |

Payday loan debt [Ji 1,600 (2%) ]

Mortgage debt [l 1,000 (1%) I

Private student loan debt [] 500 (0.8%) | ]

Federal student loan debt [] 500 (0.7%) ||
B Closed with explanation Closed with monetary relief [l Closed with non-monetary relief

Consumers also identify the issue that best describes the problem they experienced™ The most
common issue wasattempts to collect debt not owed (Figure 10).

FIGURE 10: DEBT COLLECTION COMPLAINTS BY ISSUES AND OUTCOMES

Complaints closed with explanation orreliefin 2021 Company responses

Attempts to collect debt not owed |G 37.700 56%) NG

Written notification about debt [l 15.500 (23%) ]

Took or threatened to take negative or legal action [JJ] 4,800 (7%) 1]

False statements or representation [JJ 4,800 (7%) 1]

Communication tactics [J] 4,000 (6%) 1 ]

Threatened to contact someone or share information improperly | 900 (1%) 1]
[l Closed with explanation Closed with monetary relief Il Closed with non-monetary relief

Debt collection complaint volume increased in 2021. On average, ompanies respondedto more
than 5,600 debt collection complaints per month (compared to a monthly average 4,300

43 For debt collection complaints, optionsinclude: attempts to collect debt not owed; communication tactics ; false

statements or representation ; threatened to contact someone or share information improperly ; took or
threatened to take negative or legal action ; and, written notification about debt
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complaints in 2020 and 3,700 complaintsin 2019). Among the types of debt consumers
identified in their complaint, the monthly average for credit card debtd the most common debt
identified by consumers in their complaints & increased58% compared to the monthly average
for the prior two years(Figure 11). Complaints about collectorséattempts to collect medical debt
also increased.

FIGURE 11: MONTHLY COMPLAINT VOLUME FORTYPE(S) OF DEBT COLLECTION COMPLAINTS THAT
MAKE UP 80% OF OVERALL PRODUCT VOLUME
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The most common debt collection complaint was about attempts to collect a debt that the
consumer reportsis not owed. This has beenthe predominantissue selected by consumers since
the CFPB began accepting debt collection complaintsin 2013. In 2021 the monthly average for
this issue increased 52% compared to themonthly average for the prior two years (Figure 12).
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FIGURE 12: MONTHLY COMPLAINT VOLUME FOR ISSUE(S) OF DEBT COLLECTION COMPLAINTS THAT
MAKE UP 80% OF OVERALL PRODUCT VOLUME

Attempts to collect debt not Took or threatened to take
owed negative or legal action
4000
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In complaints about attemptsto collecta debt that the consumer reports is not owed, consumers

described a range of topics, such asiot recognizing the debt, that the debt was fraudulent or the

result of identity theft, or the debt had been paid, discharged, or settled. In response many debt

collectors stated that the debt was valid or requested additional information from the consumer

to further investigate the claim. In some instances, the company confirmed the debt was invalid,

and agreed to cease collection attempts and del et
Some debt collectorsstated that the validity of the debt was being investigated and the

consumer would receive a decision under separate coverraising concerns about these

compani eso ability to r“énsgmplant aboutdentitytheft, 0 consumer s
companies would sometimes additionally provide the consumers with more information about

submitting an identity theft claim or responding to identity theft.

Consumers often submitted complaints requesting additional information when they did not
recognize accounts being collected on their credit report. Companies typically provided written
debt validatio nsand asserted debts were valid and amounts remained due. In some instances,
companies replied that they were unable to verify that the consumer submitting the complaint

44 SeeComplaint responsessupra Section 3.
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was the account holderd or were unable to confidently locate the account in questiond and

requested further information from the consumer to help verify the account. Some third -party

debt collectors stated that they had requested more information from the original creditor in

order to verify the debt. Some third -party debt collectors stated that they were returning the

debt to the original creditor as a result of the complaint . Companies also sometimes indicated

that they would mark t he account asdisputedi n t he consumer 6s theaedit repoc
tradeline and cease collection attemptsas a courtesy.

Consumer submitted complaints about communication tactics used by collectors. 4> For example,

consumers complained about being harassd by repeated phone callsand calls during

inconvenient times or places.*®¢ Some consumers stated they received collection calls outside

permitted hours. Companies typically denied wrongdoing. In their complaints , consumersoften

requestedthat debt collectors stop contacting them. Companies typically responded that they

woul d honor the consumerds cease and desist reque
dialing systems but noted that it could take several days for the request to be processed.

Consumers oftenexpressedconcern abouttheir credit report and scorewhen debt collectors
furnish negative information that consumers believe to be inaccurate Someconsumers claimed
that they first learned about debts by looking at their credit report, r ather than via a written
communication about the debt. In response to these complaints, @mpanies often responded
that they had previously sentthe consumer the initial validation notice as required by law. Some
consumersstated that they attempted to dispute the debt but were unsuccessful Rather than
having this information reported on their credit report, consumers stated that they paid a debt
they did not believe they owed.*’

45 Complaints about communications have beena common issue raised by consumers since the CFPBegan
accepting debt collection complaintsin2013.0n November 30, 2021, the CFPBO6s new detl
effective. This rule, issued in October 2020, focused on debt collection communications and clarifie dthe Fair Debt
Collection Practice Act 6s prohi bi tions on harassment and abuse, false or
practices by debt collectors when collecting consumer debt.See e.g.,Consumer Fin. Prot. Bureau, Executive
Summary of the October 2020 Debt Collection Final Rule ,

46 See alsoConsumer Fin. Prot. Bureau, supra note 38 at pp. 10-1 1 Ex@riiners determined that debt collectors
communicated with consumers at their workplaces after they Kk
employers prohibit suchcommunications €é 0 ) .

47 See e.g., Consumer Fin. Prot. Bureau, supra note 30 at pp. 37-38. See alsoConsumer Fin. Prot. Bureau,
Supervisory Highlights: Issue 25, Fall 2021 (Dec. 2021) atp. 5,

found that debt collectors é represented that i mprovements t
final payment under the plan and deletion of the tradeline.o ) .
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4.3 Creditcard

The CFPB received approximately 37,800 credit card complaints in 2021.The CFPB sent
approximately 28,100 (or 74%) of these complaints to companies for review and response,
referred 16% to other regulatory agencies, and found 9% to benot actionable. As of February 1,
2022, 0.2% of credit card complaints were pending with the consumer and 0.2% were pending
with the CFPB.

Companies responded to 98% of credit card complaints sent to them for review and response.
Companies closed 70% of complaints with an explanation, 16% with monetary relief, and 10%
with non -monetary relief . Companies provided an administrative response for 1% of complaints.
As of February 1, 2022, 1% of complaints were pending review by the company. Companies did
not provide atimely response for 1.4% of complaints.

The remainder of this analysis focuses orly on those credit card complaints for which the
company confirmed a commercial relationship with the consumer and responded with an
explanation or relief. In 94% of these complaints, consumers reported that they attempted to
resolve their issue with the company before submitting a complaint to the CFPB.

When submitting credit card complaints, consumers specify whether they are complaining
about a generalpurpose credit card (or charge card) or a store credit card. In 2021, consumers
complained about general-purpose credit cards more frequently than store credit cards (Figure
13).

FIGURE 13: CREDIT CARD COMPLAINTS BY TYPE AND OUTCOMES

Complaints closed with explanation or reliefin 2021 Company responses
General-purpose credit card or charge card [ NN 23.100 36%) B
Store credit card [Jll 3,800 (14%) ] Bl
[l Closed with explanation Closed with monetary relief Il Closed with non-monetary relief

Consumers also identify the issue that bestdescribes the problemthey experienced® The most
common issue wasproblem with a purchase shown on your statement (Figure 14).

48 For credit card complaints, options include: advertising and marketing, including promotional offers ; closing
your account; fees orinterest; getting a credit card ; other features, terms, or problems ; problem when making
payments; problem with a credit report or credit score ; problem with a purchase shown on a statement ; trouble
using card; and, struggling to pay bill .
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FIGURE 14: CREDIT CARD COMPLAINTS BY ISSUES AND OUTCOMES

Complaints closed with explanation orreliefin 2021 Company responses

Credit card complaint volume did not change significantly in 2021. Companies responded, on

average, to more than 2,200 credit card complaints per month (compared to a monthly average

2,400 complaintsin 2020 and 2,000 complaints in 2019). Complaints about general purpose
credit cards had the greatest change in vol ume,
average Figure 15).

FIGURE 15: MONTHLY COMPLAINT VOLUME FORTYPE(S) OF CREDIT CARD COMPLAINTS THAT MAKE UP
80% OF OVERALL PRODUCT VOLUME

28 BUREAU OF CONSUMER FINANCIAL PROTECTION






























































































































