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Immigrants in the U.S.
 Latinos represent 16.7% of the U.S. population.*
 62% percent of people who speak a language other than English at home speak Spanish.
 Asian Americans and Pacific Islanders now represent the fastest growing ethnic minority in
the U.S.
 Between 2000 and 2010, the Asian American population grew 46% and the Native
Hawaiian/Pacific Islander population by 40%.
 There are over 25 million people in the United States with Limited English Proficiency (LEP).*

*Source: U.S. Census (2010-2014)
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Limited English proficient (LEP) consumers often encounter significant
barriers to participating in the financial marketplace due to insufficient
language access, including completing key financial documents,
managing bank accounts, resolving problems with financial products,
understanding their consumer rights, and accessing financial education.
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Approach to Empowering LEP consumers
• Ensure that LEP consumers have access to a safe, equitable financial marketplace and
opportunities to build the skills, knowledge, and confidence to improve their financial well-being.
• Equip multilingual communities with resources to navigate the financial marketplace to make
financial choices.
• All consumers deserve equal and fair access to a transparent marketplace and to be empowered
to hold institutions accountable for their actions.
• Institutions have an obligation to serve the communities in which they operate, including LEP
communities.
• Congress mandated that the CFPB help ensure that entities provide fair, equitable, and
nondiscriminatory access to credit for all consumers, and will hold institutions accountable for all
legal obligations that safeguard such access.
• Remind institutions about their obligations under consumer financial protection law, including those
under ECOA and UDAAP.
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In Language COVID-19 Resources
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CFPB’s housing portal helps consumers act
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Practitioner resources for multilingual communities and newcomers
 consumerfinance.gov/language
 Resources practitioners can use
with multilingual communities
and newcomers to the United States
 Common transactions explained,
like sending money overseas
 More help for older Americans, children
and families, economically vulnerable
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CFPB en español
 consumerfinance.gov/es
 Help for those who speak primarily Spanish
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For those who prefer to listen and learn
 Audio files for 6 most-ordered
brochures, in 8 languages – including
English
 Look for the audio icons
 Listen online or download MP3 files
 Spanish & English:
consumerfinance.gov/practitionerresources/adult-financialeducation/tools-and-resources/
 Other languages:
consumerfinance.gov/language/
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Newcomers’ Guides to Managing Money
 Provide people who are
new to the financial
system with
straightforward information
about basic money
decisions

11

Print publications
 Printed financial education materials
in English and many other languages
 Available for bulk ordering and free
shipping
 Searchable by category, format,
language, and more: worksheets,
bookmarks, posters, handouts
 Allow three to four weeks for delivery
 consumerfinance.gov/order
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Translated glossaries of financial terms
 consumerfinance.gov/language
 Extensive list of financial terms translated
into Spanish, Chinese, Vietnamese,
Korean and Tagalog
 Helpful to maintain consistency
 Partnership with other agencies and
organizations (eg: FHFA, FDIC, DOJ, IRS,
FTC, SSA, etc.)
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Financial well-being resources
The CFPB Financial Well-Being Scale can be used to:
 assess a person’s financial well-being before providing
a service,
 track changes in an individual’s financial well-being over
time, and
 measure the extent to which programs are improving
the financial well-being of the individuals that they
serve.
 User guide, scale and scoring materials are available in
English and Spanish.
 consumerfinance.gov/data-research/researchreports/financial-well-being-scale/

Knowing Your Rights
 “Knowing Your Rights” resources on lending
discrimination, highlighting the protections of
the Equal Credit Opportunity Act (ECOA).
 Available in nine languages
English | Español | 繁體中文 | Tiếng
Việt | 한국어 | Tagalog | Pусский | | ُا َ ْﻟﻌَ َرﺑِﯾﱠﺔK
reyòl Ayisyen and for those who work with
consumers English | Español | 繁體中
文 | Tiếng
Việt | 한국어 | Tagalog | Pусский | | ُا َ ْﻟ َﻌ َر ِﺑﯾﱠﺔK
reyòl Ayisyen
 Resources and other information on lending
discrimination are available on the CFPB’s
website.
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LEP consumer experience information gathering
 Rooted in research and experience from consumers we aim to serve.
 Usage of analytics and consumer validation.
 Usability goals:
 Introduce CFPB and mission clearly.
 Build trust and credibility in work we do.
 Get LEP consumers and practitioners the information they need, easily and quickly.
 Refine tools and resources to meet consumers where they are.
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Serving LEP Consumers: Recent Statements
FHFA Language Preference Announcement:
“CFPB welcomes the FHFA’s announcement today. As those lenders and financial
companies that already collect the language preference of applicants and borrowers
know, this information allows lenders to serve their customers better. The collection of
applicants’ language preference does not violate the Equal Credit Opportunity Act or its
implementing regulations.”
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Serving LEP Consumers: Recent Statements
Report on Mortgage Servicing Metrics:
“Failure to serve LEP consumers could give rise to violations of the Equal Credit
Opportunity Act, regardless of servicers’ data collection practices. The CFPB
encourages servicers to ensure that LEP borrowers in need of loss mitigation after
exiting forbearance are served in a manner commensurate with service provided to all
other borrowers”
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Remittance consumer resources & enforcement action
Remittance Transfer Rule covers over disclosures,
cancellations, refunds, and resolving errors.
Common issues reported to CFPB:
• Company or person consumer sent money to
committed fraud or a scam.
• The recipient could not access the money on the
date promised.
• Consumer was charged the wrong amount.
• The person received the wrong amount.
• The company didn’t provide information on:
• Exchange rate, if applicable
• Certain fees
• Total amount to be delivered
• The exchange rate, fees, or total to recipient listed
on the receipt was incorrect.
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Encourage financial institutions to better serve consumers with limited English
proficiency (LEP)
• Statement Regarding the Provision of Financial Products and Services to Consumers With
Limited English Proficiency. 83 Fed. Reg. 6306 (Jan. 13, 2021).
• Translated disclosures:
o Prepaid card model forms
o Adverse action sample notices
o Home mortgage origination documents
o Loan Estimate and Closing Disclosure
o Your Home Loan Toolkit, the Consumer Handbook on Adjustable-Rate Mortgages,
and the Home Equity Line of Credit booklet
o Early intervention clauses for mortgage servicers
o Credit reporting notices
o Debt collection model validation notice
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Questions?
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