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This presentation is being made by a Consumer Financial Protection Bureau representative 
on behalf of the Bureau. It does not constitute legal interpretation, guidance or advice of 
the Consumer Financial Protection Bureau. Any opinions or views stated by the presenter 
are the presenter’s own and may not represent the Bureau’s views.

This document was used in support of a live discussion. As such, it does not necessarily 
express the entirety of that discussion nor the relative emphasis of topics therein. 

Disclaimer
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Disclaimer

The inclusion of links or references to third-party sites does not necessarily reflect the 
Bureau’s endorsement of the third party, the views expressed on the third-party site, or 
products or services offered on the third-party site. The Bureau has not vetted these third 
parties, their content, or any products or services they may offer. There may be other 
possible entities or resources that are not listed that may also serve your needs.



The Consumer Financial Protection Bureau is a 21st century agency 
that implements and enforces Federal consumer financial law and 
ensures that markets for consumer financial products are fair, 
transparent, and competitive.

CFPB’s Mission
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Online resources for practitioners

consumerfinance.gov/consumer-tools/educator-tools/ 5

http://www.consumerfinance.gov/consumer-tools/educator-tools/


Join the CFPB FinEx network

 Receive updates on research, tools, and webinars via e-mail

 Stay up to date with multiple webinars a year

 Get to know CFPB presenters who can work with your organization

 Join our Linked-In Discussion Group for Financial Practitioners:  CFPB FinEx 
discussion group on LinkedIn

consumerfinance.gov/consumer-tools/educator-
tools/adult-financial-education/join-cfpb-finex-network/
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https://www.linkedin.com/groups/5056623/
https://www.consumerfinance.gov/consumer-tools/educator-tools/adult-financial-education/join-cfpb-finex-network/


Join the CFPB Financial Education Exchange (CFPB FinEx)



CFPB FinEx webinar info and archives

consumerfinance.gov/consumer-tools/educator-tools/adult-financial-
education/cfpb_finex
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https://www.consumerfinance.gov/consumer-tools/educator-tools/adult-financial-education/cfpb_finex/


CFPB FinEx Webinar: Consumer Complaints and 
the Consumer Complaint Database

November 2022
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“Collecting, investigating, and responding to consumer complaints” is 
one of the six statutory “primary functions” of the Bureau.*

The Bureau's Office of Consumer Response: 

• facilitates the centralized collection of, monitoring of, and response 
to consumer complaints regarding consumer financial products or 
services; 

• maintains procedures to provide timely response to consumer 
complaints and inquiries

* 12 U.S.C. 5511(c)(2).

Office of Consumer Response
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Answers questions Handles complaints Shares data and insights

Office of Consumer Response
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Types of complaints we currently accept

Checking 
accounts

Money transfers and 
money services 

Savings accounts

Credit cards Mortgages Student loans

Credit repair Payday loans Title loans

Credit and  
consumer reports

Personal loans Vehicle loans or 
lease

Debt collection Prepaid cards
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A
B
B

Handle complaints

Complaint submitted
We accept complaints via the  
Bureau’s website, telephone,  
mail, and referral.

We route most complaints in 
less than 1 day.

Review and route
We route complaints to the  
company for response.

Companies have 15 days  to 
provide an initial response 
and up to 60 days to provide 
a final response, if needed.

Company response
Company reviews the 
complaint and reports back 
about the steps taken.

Published within 60 
days  or when the 
company  responds, 
whichever first.

Complaint published
We publish complaint  
information and – with  
consumers’ permission and 
after removing  personal 
information – the  description 
of what happened.

Consumers have 60 
days  to provide 
feedback.

Consumer review
Consumer reviews the 
company  response and has 
the  opportunity to give 
feedback  about the 
complaint process.

of complaints sent to 
companies receive a 

timely response

99%

Communication

Consumers receive an 
email (or a letter via postal 
mail if no email address is 
provided) acknowledging 
receipt of  their complaint.

Communication

Notify consumer once we 
send their complaint to the 
company or if we referred 
their complaint to another 
regulator.

Communication

Notify consumer once the 
company responds, 
prompting to login to the 
Consumer Portal to review 
the response and share 
feedback. 

Communication

We remind consumers to 
login to the Consumer 
Portal to review the  
company response and 
share feedback
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You can submit a complaint on-line or by calling the toll-free #
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Click the blue “Start a new complaint” button below
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Start by setting up a secure user account to submit and track your 
complaint
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The Consumer Complaint Database is on the Data & Research Tab

https://www.consumerfinance.gov/

https://www.consumerfinance.gov/
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Sharing complaint data with the public

www.consumerfinance.gov/data-research/consumer-complaints/



CONSUMER FINANCIAL PROTECTION BUREAU 19

Search the Consumer Complaint Database



Questions?

Heather Brown
CFPB Financial Education Exchange Program 

Lead
CFPB_FinEx@cfpb.gov
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