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Executive Summary 
Á Pursuant to the Dodd-Frank Wall Street Reform and Consumer Protection Act of 2010, this 

annual report analyzes complaints submitted by consumers between January and December 

2021. During this period, the Consumer Financial Protection Bureau (CFPB) sent more than 

750,000  complaints to  approximately  3,400 companies for 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.  

Á Complaints afford consumers the ability to rais e their issues to the attention of companies. 

The CFPBôs complaint process is designed to give companies the opportunity to provide 

complete, accurate, and timely responses to their customers. Responsible companies use 

complaints not only as an opportunity  to engage with consumers, but also as an indicator of 

potential  weaknesses in a particular product, service, function, department, or vendor. 

Á The CFPB is concerned by market participants  that give consumers the runaround or that do 

not meaningfully respon d to consumers when problems arise. When new products and 

services emerge, there can be great benefits to consumers. But often these advances come 

with new problems. In their complaints to the CFPB, consumers have described how difficult 

it can be not  having their problem addressed. For example: 

Ž Consumers described 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, consumers described no 

response to support ticketsðand no way of contacting the company by phone. When 

they received a response to their complaints, co nsumers were told fraudulent 

transfer s were not reversible by the company, and they could contact law 

enforcement to seek recourse. 

Ž Consumer s described issues with companies offering Buy -Now -Pay -

Later  (BNPL) credit.  In these complaints, consumers describe issues with 

merchandise, merchandise refunds, modifying payments, and difficulty reaching 



4 BUREAU OF CONSUMER FINANCIAL PROTECTION 

customer service. Some consumers reported concerns about the furnishing of these 

loans to consumer reporting companies. 

Á Complaints can help policymakers, businesses, community groups, and others identify 

opportunities to enhance consumersô experience and understanding of consumer financial 

products and services. 

Á During the second year of the COVID-19 pandemic, CFPB complaint data continued to 

reveal product areas where consumers may be experiencing greaterðor lesserðdifficultie s. 

For example: 

Ž Mortgage c omplaint volume about struggling to pay is increasing.  

Complaints about struggling to pay a mortgage peaked near the beginning of the 

pandemicðin early 2020ðbut 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. 

Ž Vehicle loan c 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 COVID-19 as a cause of their 

difficulty in staying current on their vehicle l oan. Some borrowers expressed 

difficulty in obtaining  information about payment assistance and extension requests 

prior to repossession. 

Ž Student loan complaint volume remain s lower than pre -pandemic levels.  

Congress and the U.S. Department of Education imp lemented temporary relief on 

government-held federal student loans, including pauses on federal student loan 

repayment, interest  accrual, and collections. Complaint data provides some support 

that these measures have been effective, as complaint volumes in  2020 and 2021 

remain lower than in years prior to the COVID -19 pandemic. 

Á The CFPB has and will continue to monitor complaints to support its decision -making 

processes, including assessing risk in the market. Companies are encouraged to consider 

how best to incorporate complaint information into their institutional processes to help 

ensure that problems are detected early 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 Response), created by the Bureau under the Dodd-Frank Wall Street 

Reform and Consumer Protection Act, maintains procedures to provide a timely response to 

consumers,2 in writing, to complaints 3 concerning a covered person.4 In 202 1, the CFPB received 

approximately 994,000  consumer complaints.5 

Consumer complaint process 

The CFPB accepts complaints from consumers through its website, by telephone and mail. 6 The 

CFPB also accepts referrals from the White House, congressional offices, and other federal and 

state agencies. Consumers submitted 95% of complaints by visiting the CFPBôs website and 2.5% 

 
1  See Dodd-Frank Wall Street Reform and Consumer Protection Act of 2010, Pub. L. No. 111-203 (Dodd -Frank Act), 

Section 1021(c)(2). 

2  Id.  Ä 1002(4) (ñThe term óconsumerô means an individual or an agent, trustee, or representative acting on behalf of 
an individu al.ò). 

3  Consumer complaints are submissions that express dissatisfaction with, or communicate suspicion of wrongful 
conduct by, an identifiable entity related to a consumerôs personal experience with a financial product or service. 

4  Dodd-Frank Act  § 1034(a). 

5  Complaint data in this report are current as of February 1, 2022. This report excludes some complaints that the 

Bureau received, including multiple complaints submitted by a given consumer on the same issue (i.e., duplicates), 
whistleblower tips,  and complaints t hat the Bureau found were submitted without the consumerôs authorization. 
Complaint numbers are rounded throughout the report; therefore, numbers and percentages may not sum to sub -
totals or 100%. 

6  See Dodd-Frank Act § 1013(b)(3). In add ition to  accepting complaints and providing complaint status updates, the 

CFPB also provides consumers with answers to frequently asked questions about consumer financial products and 
services over the telephone via a toll -free number. Representatives at the CFPBôs U.S.-based contact centers answer 
consumersô inquiries, providing clear, unbiased answers and pointing them to CFPB-created tools l ike Ask CFPB. 
The CFPB provides services to consumers in more than 180 languages and to consumers who are deaf, have hearing 
loss, or have speech disabilities. In 2021, the CFPB received an average of more than 16,100 telephone calls per 
month.  

https://www.consumerfinance.gov/ask-cfpb/
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by calling the CFPBôs toll-free telephone number.7 The remaining 2.5% were submitted via 

postal mail, fax, or referral. 8 

When consumers submit complaints online  or over the phone, the CFPB asks 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 .9 

Consumers describe what happened and their desired resolution using free-form  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, and affirm the 

information provided in their complaint is true to the best of their knowledge and belief .10 

Consumers also have the option to provide limited demographic information, such as their age, 

servicemember status, household size, and combined annual household income.11 

The CFPB encourages consumers to submit complaints through its website whenever possible. 

The online complaint form helps to ensure completeness of information and enables the CFPB 

to send the complaint to the named company quicklyðtypically , 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 CFPB go through several steps to help ensure consumers get timely  

responses to their issues (Figure 1). The CFPB routes consumersô complaints about consumer 

financial products and services directly to financial companies, and works to get consumers 

timely responses, generally within 15 days.12 Secure, web-based Company and Consumer Portals 

protect consumer privacy and the confidentiality  of companiesô responses to consumers. Where 

 
7  See Consumer Fin. Prot. Bureau, Submit a complaint , https://www.consumerfinance.gov/complaint/ .  

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://www.consumerfinance.gov/complaint/process/ . Throughout this report, 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 in this report. 

10 The complaint form requires that user s attest to their submission (ñThe information given is true to the best of my 

knowledge and belief. I understand that the CFPB cannot act as my lawyer, a court of law, or a financial advisor.ò). 
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  and required users 
submitting on behalf of themselves to provide an email address. 

11 The option for consumers to provide hou sehold size and combined annual household income became available in 
May 2021. 

12 See discussion infra  Section 3. 

https://www.consumerfinance.gov/complaint/
https://www.consumerfinance.gov/complaint/process/
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appropriate, th e CFPB routes complaint referrals to other federal agencies through a secure, 

web-based Government Portal.13 

FIGURE 1:  CONSUMER COMPLAINT PROCESS 

 

After a consumer receives the companyôs response to their complaint, the consumer can provide 

feedback on the companyôs response by completing an optional survey.14 This information is 

made available to companies via the Company Portal. The CFPB makes a subset of complaint  

data publicly available in the Consumer Complaint Database.15  

How the CFPB uses complaint information 

The CFPB has a statutory obligation to monitor consumer complaints.16 Consumersô complaints 

and companiesô responses provide the CFPB with important  information about the types of 

challenges consumers are experiencing with financial products and services and how companies 

are responding to consumersô concerns. The CFPB uses this information to monitor  risk in 

financial markets, assess risk at companies, and prioritize agency action. 

The CFPB uses a variety of tools and approaches that assist staff in identify ing trends and 

possible consumer harm. Examples include:  

 
13 Dodd-Frank Act Ä 1013(b)(3)(A) (ñThe Director shall coordinate with the Federal Trade Commission or other 

Federal agencies to route complaints to such agencies, where appropriate.ò). 

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

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

15 See Consumer Fin. Prot. Bureau, Consumer Complaint Database, https://www.consumerfinance.gov/data -

research/consumer-complaints/ . See also Disclosure of Consumer Complaint Narrative Data, 80 FR 15572 (Mar. 
24, 2015), https://www.federalregist er.gov/documents/2015/03/24/2015 -06722/disclosure -of-consumer-
complaint -narrative -data. 

16 Dodd-Frank Act § 1021 (b)(3)(A). 

https://www.consumerfinance.gov/data-research/consumer-complaints/
https://www.consumerfinance.gov/data-research/consumer-complaints/
https://www.federalregister.gov/documents/2015/03/24/2015-06722/disclosure-of-consumer-complaint-narrative-data
https://www.federalregister.gov/documents/2015/03/24/2015-06722/disclosure-of-consumer-complaint-narrative-data
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Á Monitor ing complaint volume across categorical variables, such as product, issue, sub-

product, sub-issue, company, and company response, among others. 

Á Analyzing complaint volume across time and by geographic area, as well as by self-

identified characteristics, such as servicemember status and age. 

Á Reviewing cohorts of complaints and company responses to assess the accuracy, 

timeliness, and completeness of an individual companyôs responses to complaints sent to 

them for response. 

Á Conducting text analytics to identify emerging trends and statistical anomalies  in large 

volumes of complaints. 

Á Visualizing data to highlight geographic and temporal patterns  and using tools to filter, 

sort, and search complaints. 

Á 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 search-based search applications). 

These analyses support the Bureauôs work to supervise companies, enforce federal consumer 

financial laws, propose rules, spot and assess emerging issues, and 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 agencies.17 

This report provides information and analysis about complaints received by the Bureau from 

January 1 through December 31, 2021, 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 fulfills the reporting requirements of Dodd -Frank Act Section 1013(b)(3)(C), which instructs the CFPB 
to report on the complaints received by the CFPB in the prior year regarding consumer financial products and 
services. 
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2.  Complaint numbers 
Of the approximately 994,000 complaints the CFPB received 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).19 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 

 

 
19 Complaints that are Referred to other agencies include complaints about depository institution s with $10 bill ion or 

less in assets or non-depositor ies that do not offer a consumer financial product or service.  Complaints that are Not 
actionable  are not sent to the 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 had reason to believe that a submitter did not disclose its involvement in the complaint process . 



10 BUREAU OF CONSUMER FINANCIAL PROTECTION 

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 confirm a 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. 20 

The remainder of this section analyzes complaints received in 2021 by: 

Á Product and service. 

Á Geographic region. 

Á Special population (servicemembers and older consumers).21 

  

 
20  See discussion infra  Section 3 (Complaint Resolution)  for more information on how companies respond to 

complaints . 

21 ñServicemembersò and ñolder consumersò are both self-identified. Servicemembers refers to servicemembers, 

veterans, and military families. ñOlder consumersò refers to consumers who voluntarily reported their age as 62 or 
older. 
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Products and Services 

The most-complained-about consumer financial product and service categories in 2021 were 

credit  or consumer reporting, debt collection, credit card, checking or savings account, and 

mortgage (Figure 3).22 Collectively, these products comprised approximately 94% of all 

complaints the Bureau received in 2021. 

FIGURE 3:  COMPLAINT VOLUME BY FINANCIAL PRODUCT OR SERVICE 

 

  

 
22 The number  of complaints is not equal to the number of consumers who submitted complaints to the Bureau. This 

figure excludes approximately 100 complaints where the consumer did not indicate a specific consumer fin ancial 
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 CFPB analyzes the geographic distribution of 

complaints after accounting for population differences. 23 On a per capita basis, the CFPB 

received more complaints from consumers from Louisiana than anywhere else in the United 

States, followed by consumers in Georgia, Alabama, D.C., Florida, and Tennessee. Consumers in 

South Dakota submitted the fewest complaints of any state per capita (Figure 4). 

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

 

  

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

complaints  (Apr. 2021), https://files.consumerfinance.gov/f/documents/cfpb_complaint -bulletin_county -level-
demographic-overview-consumer-complaints_2021 -04.pdf . 

24 Population data is from 2019 U.S. Census data as of July 1, 2019, 
https://www2.census.gov/programssurveys/pope st/tables/2010 -2019/state/totals/nst -est2019-01.xlsx. 

https://files.consumerfinance.gov/f/documents/cfpb_complaint-bulletin_county-level-demographic-overview-consumer-complaints_2021-04.pdf
https://files.consumerfinance.gov/f/documents/cfpb_complaint-bulletin_county-level-demographic-overview-consumer-complaints_2021-04.pdf
https://www2.census.gov/programssurveys/popest/tables/2010-2019/state/totals/nst-est2019-01.xlsx
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Servicemembers 

The CFPB monitor s and analyzes complaints from servicemembers, veterans, and military 

families (collectively , ñservicemembersò). Consumers provided 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 at greater 

rates than non-servicemembers (Figure 5). 

FIGURE 5:  COMPLAINTS SUBMITTED BY SERVICEMEMBERS AND NON-SERVICEMEMBERS25 

 

  

 
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 also monitor s and analyzes complaints 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 accounts at greater rates than complaints submitted by 

consumers disclosing an age under 62 years old (Figure 6). 

FIGURE 6:  PERCENTAGE OF COMPLAINTS BY PRODUCT AND AGE GROUP26 

 

 
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 CFPB sent complaints to more than 3,400 companies for review and response in 2021. 

Companies are expected to review the information provided 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 consumer. When 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.27 

Complaint response elements 

The CFPB expects companies to provide complaint  responses tailored to the issues described in 

each consumerôs complaint. Three elements make up a complaint response:    

Á Complete ness : the company addressed all the issues raised by the consumer, including 

providing any relevant documentation . Where appropriate, the company described 

communications with the consumer , attached copies of all relevant documents, and 

described any follow-up actions the company has taken or plans to take in response to 

the issues described in the consumerôs complaint.   

Á Accura cy:  the company selected the most appropriate response category for the written 

response provided and, when appropriate, described the non-monetary or monetary 

relief provided to the consumer.  Response categories include Closed with monetary 

relief ,28 Closed with non-monetary rel ief,29 Closed with explanation , and administrative 

response options.  

 
27 See discussion 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 result of the steps that have 

or will be taken in response to the complaint (e.g., stopping unwanted calls from debt collectors; correcting account 
information; correcting inaccurate data provided or reported in consumersô credit reports; issuing corrected 
documents; restoring account access; and, addressing formerly unmet customer service issues). 
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Á 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 provided an interim explanation to 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 reviews and 

assesses how companies respond to complaints relative to the Bureauôs response expectations. 

These analyses assess how well companies are adhering to providing complete, accurate, and 

timel y responses. Initial observations from t hese analyses are included below. Consumer 

Response will publish a separate report  to share additional  findings.  

Consumer Responseôs analyses suggest that companies generally addressed the issues 

consumers raised in their complaints . Companies sometimes refer to documents in their 

responses, but do not attach the corresponding documents as expected. The CFPB has 

developed functionality 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 and documents directly to their customers, the Company 

Portal enables companies to provide the CFPB with copies. 

Consumer Responseôs analyses suggest that companies generally selected a 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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TABLE 1:  HOW COMPANIES HAVE RESPONDED TO CONSUMER COMPLAINTS 

Financial Product 
or Service 

Closed 
with 
monetary 
relief 

Closed 
with non-
monetary 
relief 

Closed with 
explanation 

Admin 
response 

Company 
reviewing 

Company 
did not 
provide a 
timely 
response 

All 2% 5% 57% 34% 1% 1% 

Credit or consumer 

reporting 

<1% 4% 49% 45%30 1% <1% 

Debt collection <1% 10% 82% 4% 1% 3% 

Checking or 

savings 

15% 5% 75% 2% 2% 1% 

Credit card 16% 10% 70% 1% 1% 1% 

Mortgage 4% 3% 88% 1% 1% 2% 

Money transfer or 

service, virtual 

currency 

11% 6% 79% 1% 1% 2% 

Vehicle loan or 

lease 

3% 5% 88% 1% 1% 2% 

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% 

Companies overwhelmingly met the timeliness expectation in their responses to the CFPB. 

Companies provided a timely response to 99% of the approximately 752,800 complaints  sent to 

them for review in 2021. Most complaints were closed within the initial response period of 15 

days. Timely responses are important; however, the CFPB cautions companies about closing 

complaints too quickly if it  is to the detriment  of completeness or accuracy. Companies have up 

to 60 days from the date they received the complaint to provide a final response to the CFPB and 

the consumer. 

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

https://files.consumerfinance.gov/f/documents/cfpb_fcra -611-e_report_2022 -01.pdf (discussing the use of 
administrative responses by the nationwide consumer reporting agencies). 

https://files.consumerfinance.gov/f/documents/cfpb_fcra-611-e_report_2022-01.pdf
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4.  Complaint types 
This section summarizes the types of complaints received by the CFPB in 2021 and issues 

identified by consumers. As part of its ongoing monitoring work, the CFPB analyzes the 

narrative text provided by consumers and companies.31 Analyzing these texts provides a more 

complete understanding of issues and, importantly, a clearer understanding  of how companies 

respond to those issues. Therefore, in addition to summarizing the types of and issues identified 

in complaints, t his section also brief ly discusses topics consumers commonly raised in their 

complaints  and potential areas of consumer harm. Where appropriate, the CFPB includes a 

discussion of how product type and issue selections differ for older consumers and 

servicemembers.32 

4.1 Credit or consumer reporting 

The CFPB received approximately 710,300 credit or consumer reporting complaints in 2021. 

The CFPB sent approximately 558,400 (or 79%) of these complaints to companies for review 

and response, referred 1% to other regulatory agencies, and found 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 complaints were pending review by the 

company. Companies did not provide a timely response for 0.3% of complaints. 

 
31 See discussion supra  Section 1 (How the CFPB uses complaint information).  

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

statistic within the specialty population. The lines with each mark show the confidence interval, with a shorter l ine 
reflecting a narrower range of l ikely values and a longer l ine reflecting a wider range of l ikely values. 
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In 2021, the CFPB received more than 619,000  credit or consumer reporting complaints about 

the three largest nationwide consumer reporting agencies (NCRAs)ðEquifax, Experian, and 

TransUnion . In January 2022, pursuant to Section 611(e)(5) of the Fair Credit Reporting Act 

(FCRA), the CFPB published a report that summarized information gathered by the Bureau 

regarding certain consumer complaints transmitted by the CFPB to the NCRAs from January 

2020 to September 2021.33 This report, among other things, discussed factors underlying 

significant complaint volume increases, problems commonly reported by consumers in their 

complaints, and how the NCRAs responded to complaints. Complaint responses suggest that at 

least one NCRA may be making changes to how it closes complaints. The CFPB will continue to 

monitor the NCRAsô responses to complaints and will  issue a separate report detailing 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 whether their 

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 or relief in 2021 Company responses 

 

Consumers also identify the issue that best describes the problem they experienced.34 The most 

common issue was incorrect information on your report  (Figure 8). 

 
33 See Consumer 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 companyôs 
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 or relief in 2021 Company responses 

 

In addition to complaints about the NCRAs , consumers also submitted complaints about other 

consumer reporting agencies, such as specialty credit reporting agencies, and data furnishers.35 

Issues consumers raised in their complaints  about the NCRAs are similar to those issues 

reported in complaints about other consumer reporting agencies.36 For example, consumers 

described errors on their 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 consumerôs identity and would send the results directly to the consumer, that they verified 

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

 
35 The CFPB publishes an annual l ist of consumer reporting companies. This l ist includes the three nationwi de 

consumer reporting companies as well as other companies that focus on certain market areas and consumer 
segments. See Consumer Fin. Prot. Bureau, List of Consumer Reporting Companies  (Jan. 2022), 
https://files.consumerfinance.gov/f/documents/cfpb_consumer -reporting -companies-list_2022 -01.pdf. 

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

37 But see id. (ñThe NCRAsô actions leave many consumers without a response to the issues they raised in their 
complaints.ò). 

https://files.consumerfinance.gov/f/documents/cfpb_consumer-reporting-companies-list_2022-01.pdf
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Consumers also 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 

information inc 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, c onsumers often described the negative 

consequences of having incorrect or inaccurate information on their reports. For example, 

consumers described feeling stressed, spending time and money attempting to resolve their 

issues, and living with incorrect information on their reports or paying a bill they said they did 

not owe to have negative information removed.39 In complaints about tenant screening 

companies, some consumers reported that inaccurate information  would have detrimental 

effects on their ability to secure future housing. 40 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 Debt collection 

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 not actionable. As of February 1, 

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

https://files.consumerfinance.gov/f/documents/cfpb_supervisory -highlights_issue -24_2021-06.pdf  (ñIn reviews 
of nationwide CRCs, examiners found that CRCs failed to place security freezes within three business days after 
receiving the request by mail.ò). 

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

40  See Consumer Fin. Prot. Bureau, Complaint Bulletin: COVID -19 issues described in consumer complaints  (July 

2021), https://files.consumerfinance.gov/f/documents/cfpb_covid -19-issues-described-consumer-
complaints_complaint -bulleti n_2021-07.pdf  (discussing consumer reporting concerns expressed by consumers in 
complaints to the CFPB). 

https://files.consumerfinance.gov/f/documents/cfpb_supervisory-highlights_issue-24_2021-06.pdf
https://files.consumerfinance.gov/f/documents/cfpb_covid-19-issues-described-consumer-complaints_complaint-bulletin_2021-07.pdf
https://files.consumerfinance.gov/f/documents/cfpb_covid-19-issues-described-consumer-complaints_complaint-bulletin_2021-07.pdf
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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). 41 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 for review and 

response. Companies closed 82% of complaints with an explanation, 10% with non-monetary 

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.42 In 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 bil lion industry that employs about 138,000 people 

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

42 For debt collection complaints, options include: auto debt, credit card debt, federal student loan debt, medical 
debt, mortgage debt, payday loan debt, private student loan debt, other debt, and debt that is not known.  
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FIGURE 9:  DEBT COLLECTION COMPLAINTS BY TYPE OF DEBT AND OUTCOMES 

Complaints closed with explanation or relief in 2021 Company responses 

 

Consumers also identify the issue that best describes the problem they experienced.43 The most 

common issue was attempts to collect debt not owed  (Figure 10). 

FIGURE 10:  DEBT COLLECTION COMPLAINTS BY ISSUES AND OUTCOMES 

Complaints closed with explanation or relief in 2021 Company responses 

 

Debt collection complaint volume increased in 2021.  On average, companies responded to more 

than 5,600 debt collection complaints per month (compared to a monthly average 4,300 

 
43 For debt collection complaints, options include: 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 complaints in 2019). Among the types of debt consumers 

identified in their complaint, the monthly average for credit card debtðthe most common debt 

identified by consumers in their complaints ðincreased 58% compared to the monthly average 

for the prior two years (Figure 11). Complaints about collectorsô attempts to collect medical debt 

also increased. 

FIGURE 11:  MONTHLY COMPLAINT VOLUME FOR TYPE(S) OF DEBT COLLECTION COMPLAINTS THAT 

MAKE UP 80% OF OVERALL PRODUCT VOLUME 

 

The most common debt collection complaint was about attempts to collect a debt that the 

consumer reports is not owed. This has been the predominant issue selected by consumers since 

the CFPB began accepting debt collection complaints in 2013. In 2021, the monthly average for 

this issue increased 52% compared to the monthly average for the prior two years (Figure 12). 

  



25 BUREAU OF CONSUMER FINANCIAL PROTECTION 

FIGURE 12:  MONTHLY COMPLAINT VOLUME FOR ISSUE(S) OF DEBT COLLECTION COMPLAINTS THAT 

MAKE UP 80% OF OVERALL PRODUCT VOLUME 

 

In complaints  about attempts to collect a debt that the consumer reports is not owed, consumers 

described a range of topics, such as not 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 delete the debt from the consumerôs credit report. 

Some debt collectors stated that the validity of the debt was being investigated and the 

consumer would receive a decision under separate cover, raising concerns about these 

companiesô ability to respond timely to consumers.44 In complaints about identity theft, 

companies would sometimes additionally provide the consumers with more information about 

submit ting 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 ns and 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 See Complaint responses supra  Section 3. 
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was the account holderðor were unable to confidently locate the account in questionðand 

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 as disputed in the consumerôs credit report or delete the 

tradeline  and cease collection attempts as a courtesy. 

Consumer submitted complaints about communication tactics used by collectors. 45 For example, 

consumers complained about being harassed by repeated phone calls, and calls during 

inconvenient times  or places.46 Some consumers stated they received collection calls outside 

permitted hours. Companies typically denied wrongdoing.  In their complaints , consumers often 

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

would honor the consumerôs cease and desist request by removing phone numbers from their 

dialing systems but noted that it could take several days for the request to be processed. 

Consumers often expressed concern about their credit report  and score when debt collectors 

furnish negative information  that consumers believe to be inaccurate. Some consumers 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, companies often responded 

that they had previously sent the consumer the initial validation notice as required by law.  Some 

consumers stated 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.47 

 
45 Complaints about communications have been a common issue raised by consumers since the CFPB began 

accepting debt collection complaints in 2013. On November 30, 2021, the CFPBôs new debt collection rule became 
effective. This rule, issued in October 2020, focused on debt collection communications and clarifie d the Fair Debt 
Collection Practice Actôs prohibitions on harassment and abuse, false or misleading representations, and unfair 
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 , 
https://files.consumerfinance.gov/f/documents/cfpb_october_2020_debt_collection_executive_summary.pdf . 

46 See also Consumer Fin. Prot. Bureau, supra  note 38 at pp. 10-11 (ñExaminers determined that debt collectors 
communicated with consumers at their workplaces after they knew or should have known that the consumersô 
employers prohibit such communication s éò). 

47 See, e.g., Consumer Fin. Prot. Bureau, supra  note 30 at pp. 37-38. See also Consumer Fin. Prot. Bureau, 

Supervisory Highlights: Issue 25, Fall 2021  (Dec. 2021) at p. 5, 
https:/ /files.consumerfinance.gov/f/documents/cfpb_supervisory -highlights_issue -25_2021-12.pdf (ñExaminers 
found that debt collectors é represented that improvements to the consumersô creditworthiness would occur upon 
final payment under the plan and deletion of the tradeline.ò). 

https://files.consumerfinance.gov/f/documents/cfpb_october_2020_debt_collection_executive_summary.pdf
https://files.consumerfinance.gov/f/documents/cfpb_supervisory-highlights_issue-25_2021-12.pdf
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4.3 Credit card 

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 be not 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 a timely response for 1.4% of complaints. 

The remainder of this analysis focuses only 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 general-purpose 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 relief in 2021 Company responses 

 

Consumers also identify the issue that best describes the problem they experienced.48 The most 

common issue was problem 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 or interest; 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 or relief in 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 complaints in 2020 and 2,000 complaints in 2019). Complaints about general purpose 

credit cards had the greatest change in volume, increasing 6% from the prior two yearsô monthly 

average (Figure 15). 

FIGURE 15:  MONTHLY COMPLAINT VOLUME FOR TYPE(S) OF CREDIT CARD COMPLAINTS THAT MAKE UP 

80% OF OVERALL PRODUCT VOLUME 

 




















































































