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CFPB Overview: History 

On July 21, 2011, the Consumer Financial 
Protection Bureau (CFPB) became the first 
federal agency focused solely on protecting 
American consumers in the financial 
marketplace. Previously: 
 Seven  different federal agencies were 

responsible for consumer financial protection. 
 Gaps in oversight resulted in practices that hurt 

consumers, responsible companies, and the 
economy as a whole. 
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Why we work 
• One in Five Americans over the age of 65 has 

reportedly been the victim of a financial scam. (20%) 

• Twenty-nine percent of young people between the 
ages of 22 and 29 report delaying or not pursuing 
further education because of their debt. 

• In the run-up to the financial crisis, unregulated, 
non-bank lenders were among the largest originators 
of subprime mortgages. The default rate on 
subprime mortgages issued in 2006 now exceeds 50 
percent. 

• Nearly 50 percent of claims made against debt 
collectors cite harassment. 

 



Our Mission 

The Consumer Financial Protection Bureau is a 21st 
century agency that helps consumer financial markets 
work by making rules more effective, by consistently 
and fairly enforcing those rules, and by empowering 
consumers to take more control over their economic 
lives. 
   

 We will achieve our mission through … 
• data-driven analysis; 
• innovative use of technology; 
• valuing the best people and great teamwork. 
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A consumer finance marketplace… 

where customers can see prices and risks up front 
and where they can easily make product 
comparisons; 

in which no one can build a business model around 
unfair, deceptive, or abusive practices; 

that works for American consumers, responsible 
providers and the economy as a whole. 
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Our Vision 



CFPB’s Statutory Objectives 
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• To ensure that consumers have timely and 
understandable information to make responsible decisions 
about financial transactions; 

• To protect consumers from unfair, deceptive, or abusive 
acts or practices, and from discrimination; 

• To reduce outdated, unnecessary, or overly burdensome 
regulations; 

• To promote fair competition by enforcing the Federal 
consumer financial laws consistently; and 

• To advance markets for consumer financial products and 
services that operate transparently and efficiently to 
facilitate access and innovation. 



How we work 

• We help consumer finance markets work by making 
rules more effective, by consistently and fairly 
enforcing those rules, and by empowering 
consumers to take more control over their 
economic lives. 

• Our core functions are: 
• Educate - An informed consumer is the first line of 

defense against abusive practices. 

• Enforce - We supervise banks, credit unions, and other 
financial companies, and we enforce federal consumer 
financial laws. 

• Study - We gather and analyze available information to 
better understand consumers, financial services 
providers, and consumer financial markets. 

 
 

 
 



CFPB Overview: Organization 

Consumer Engagement  
and Education 

Responsible for developing and implementing initiatives to educate 
and empower consumers to make better-informed financial decisions 

Supervision, Enforcement,  
and Fair Lending 

Supervises banks, credit unions, and other financial companies, and 
enforces Federal consumer financial laws 

Research, Markets,  
and Regulations 

Legal Division 

Leads the Bureau’s rulemaking for Federal consumer financial laws, 
and efforts to articulate an informed perspective about current 
issues in consumer financial markets and regulations 

External Affairs 

Operations 

Responsible for the Bureau’s interpretation of and compliance with 
applicable laws; advises the Director and the Bureau’s divisions 

Ensures that perspectives of consumers, industry, advocacy groups, 
state and federal officials, and other stakeholders shape our work, 
and helps keep them informed about CFPB initiatives 
Sustains the CFPB’s operational infrastructure to support the Bureau’s 
growth and enable its success 

Hears directly from consumers about the challenges they face in the 
marketplace – through consumers’ inquiries, feedback, and 
complaints – brings their concerns to the attention of companies, 
responds to consumer complaints, and provides reports to Congress 

Consumer Response 
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What we do 

• Among other things we: 

• Write rules, supervise companies, and enforce federal 
consumer financial protection laws 

• Restrict unfair, deceptive, or abusive acts or practices 

• Take consumer complaints 

• Promote financial education 

• Research consumer behavior 

• Monitor financial markets for new risks to consumers 

• Enforce laws that outlaw discrimination and other 
unfair treatment in consumer finance 

 



Consumer Education and Engagement 
 

Note: 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. 



Consumer Education and Engagement 
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Goal  
Create opportunities for consumers                  
to make better choices about money                

to serve their own life goals. 
 

Direct 
Encourage consumers to:   

- Ask questions 
- Plan for money management 
- Get help with big and small 

financial decisions 
 

Indirect 
Work in policy to:   

- Increase support for building 
financial capability and programs 

that support it 
 – Make consumers’ choices more 
transparent and understandable  



Servicemembers 

• Improve financial 
protection 

• Monitor Service 
members 
complaints 

• Coordinate w/ 
DoD, etc. 

• 2.2 million 
military 
personnel 

• 22 million 
veterans 

Older Americans 

• Protect against 
financial abuse 

• Improve 
financial 
literacy 

• Planning for life 
events 

• 50 million aged 
62+ 

Students 

• Increase 
awareness of debt 
when selecting a 
college  

• Monitor students 
complaints 

• Build campus 
awareness 

• 22-28 million 
(age 16-26) 

Financial 
Empowerment 

• Improve financial 
stability for low-income 
& other economically 
vulnerable consumers 

• 68 million unbanked or 
underbanked 

• 33% of Americans earn 
less than twice the 
poverty line 

• Approximately 50 
million have thin or no 
credit files 

Consumer Education and Engagement  
 

Financial Education 
• Provide targeted educational 

content 
• Identify and promote 

effective fin ed practices  
 
 

 
Consumer Engagement 

 
Create interactive, informative 
relationship with consumers 
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Office of Financial Education Objectives  
Financial Education Objectives: 
 • Build a comprehensive approach to financial education in 

the U.S.:  Develop knowledge about what works in financial 
education and provide opportunities for financial educators to 
learn about effective strategies 
 

• Promote innovation:  Test new ideas and share successful 
innovations with the field  
 

• Educate consumers:  Provide understandable information that 
helps customers make informed financial decisions  

 
• Educate youth: Build on existing efforts to identify and 

promote best practices in K-12 financial education 
 
• Increase outreach and federal coordination: Build 

relationships with all stakeholders. In addition, Director of the 
CFPB serves as the vice chair of the Financial Literacy and 
Education Commission  
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Ask CFPB – ConsumerFinance.gov/askcfpb 

Curated 
homepage 
content 

Search 
autocomplete 

Filter search 
results by 
audience or 
topic 
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Publications for Consumers 
 
 http://promotions.usa.gov/cfpbpubs.html 
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Consumerfinance.gov en español 

6 08/20/2013 



Paying for College 
 

 

http://www.consumerfinance.gov/paying-for-college/ 
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Office for Older Americans 

17 08/20/2013 



 
 
 

Low income 

 
 
 

Economically 
Vulnerable 

Consumer 
Protection 

Access 

Managing 
Money 

Credit 

Savings 

Improved Financial Marketplace 

Building Financial Capability 
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Office of Financial Empowerment 



Financial Empowerment - Key Strategies 

• Identify most promising products, services, 
delivery channels 

• Collaborate with federal agencies that touch low-
income and economically vulnerable (HHS, DOL, 
financial regulators) 

• Focus on Intermediaries: social service agencies, 
community organizations, financial institutions, 
government, legal aid entities 
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Your Money, Your Goals 

Began with a field scan to inform development of a 
toolkit and trainings 

• Programs 

• 14 local and state-wide case manager trainings for non-profit and 
public benefits case managers  

• Barriers to integration of financial empowerment  
• Lack of organizational buy-in 
• Case managers’ lack of knowledge and personal financial 

confidence 

• Promising practices 
• Adaptation for a variety of organizational contexts 
• Build on client-driven goals 
• Local collaboration and access to referral networks 
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Your Money, Your Goals 

Toolkit content and training implementation respond to findings of scan 

 Front line social services staff  provide opportunity to assist target 
populations  

 Training front line staff to enhance confidence 
about discussing finances with clients 

 

 Training designed to provide clear examples of 
effective communication techniques  

 

 Toolkit is user-friendly  with plain language 
text 
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Modular Toolkit and materials 
design addresses “in the moment” 
needs of clients  
  
 Plain language 
 Version 1.0 has been translated 

into Spanish 
 
 
 
 

Introductory 
Modules 

Module 1: Intro to 
CFPB’s             

Your Money,    
Your Goals  

Module 2: 
Assessing the 

Situation 

Module 3: Starting 
the Financial 

Empowerment 
Discussion  

Content 
Modules 

Module 4:  Setting 
Goals 

Module 5:  Saving 
for the Unexpected, 
Emergencies, and 

Goals 

Module 6: 
Managing Cash 

Flow 

Module 7: Dealing 
with Debt 

Module 8: 
Improving Credit 

Reports and Scores 

Module 9:  Financial 
Service Providers, 

Products, & 
Services 

Module 10: 
Protecting 

Consumers 

Your Money, Your Goals 



Your Money, Your Goals 



Your Money, Your Goals 



Your Money, Your Goals 



Case Manager Training 

• Testing now through January 
o 26 organizations – One in Minnesota 
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About Tableau maps: www.tableausoftware.com/mapdata 



Office of Servicemember Affairs (OSA) 

OSA's mission: 
To educate and empower military members, veterans and their families to 
make better-informed decisions regarding consumer financial products and 
services. We understand military service and the unique challenges 
associated with it, and our team has over 100 years of military experience.  

We work to: 
 Ensure servicemembers, veterans, and their families receive the 

financial education they need to make better-informed consumer 
decisions 

 Monitor their complaints filed through the CFPB and the responses to 
those complaints 

 Work with federal and state agencies on military consumer protection 
measures. 



Office of Consumer Response 
 

NOVEMBER 2013 
 

Note: 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. 



Office of Consumer Response 
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Answer questions 

Handle complaints 

Share data 



Office of Consumer Response 

Vision 
The Office of Consumer Response will be a trusted destination for 
insights, individual assistance, and market-wide information on 
the consumer financial experience. 

Mission 
The Office of Consumer Response will answer questions, handle 
complaints, and share data to level the playing field and empower 
consumers to take more control over their financial lives. 

Values 
Integrity             Transparency             Impact             Compassion 
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How we answer questions 
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How we receive complaints 
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consumerfinance.gov/complaint/ 
(855) 411-2372 or TTY/TDD (855) 729-2372 
M-F 8am – 8pm ET, excludes federal holidays, 180+ languages 
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What is a complaint? 

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



34 

Complaints we accept now 

As of November 1st, we’ve handled approximately 
238,200 consumer complaints, including more 
than 23,400 credit reporting complaints 

Credit 
card Mortgage 

Bank 
account 
and service, 
private 
student 
loan, 
consumer 
loan 

Credit 
reporting 

Money 
transfer 

Debt 
collection Payday 

July 21, 2011               December 1, 2011     March 1, 2012                                  October 22, 2012                   April 4, 2013       July 10, 2013                November 6, 2013        



Complaint lifecycle 
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Complaint 
submitted 

Review  
and route 

Company 
response 

Consumer 
review 

Review and 
investigate 

Analyze  
and report 



How we share data 
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Consumer Complaint Database 
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The Consumer Complaint Database 
updates daily and includes about more 
than 170,000 complaints about: 

Credit cards 

Mortgages 

Private student 
loans 

Credit reporting 

Money transfers 

Debt collection 

Bank accounts 
and services 

Consumer loans 

consumerfinance.gov/complaintdatabase/ 



Questions? 
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How can consumers submit complaints? 
consumerfinance.gov/complaint/ 
(855) 411-CFPB (2372) or TTY/TDD (855) 729-CFPB (2372) 
 
Where to find reports about complaints? 
consumerfinance.gov/reports/ 
 
Where to find complaint data? 
consumerfinance.gov/complaintdatabase/ 



Complaint submitted 
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Complaint 
submitted 

Review  
and route 

Company 
response 

Consumer 
review 

Review and 
investigate 

Analyze  
and report 

Web 
Phone 
Referral 
Fax 
Mail 
E-mail 



Review and route 
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Complaint 
submitted 

Review  
and route 

Company 
response 

Consumer 
review 

Review and 
investigate 

Analyze  
and report 

Check for completeness and jurisdiction 
Remove duplicates 
Send to company 



Company response 
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Complaint 
submitted 

Review  
and route 

Company 
response 

Consumer 
review 

Review and 
investigate 

Analyze  
and report 

Company responds to consumer and CFPB 
 15 days to respond and expected to close all but 
 the most complicated complaints within 60 days 



Consumer review 
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Complaint 
submitted 

Review  
and route 

Company 
response 

Consumer 
review 

Review and 
investigate 

Analyze  
and report 

Consumer provides feedback about company’s 
response 



Review and investigate 
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Complaint 
submitted 

Review  
and route 

Company 
response 

Consumer 
review 

Review and 
investigate 

Analyze  
and report 

Feedback reviewed 
If investigated, reconcile what happened and 
collect documentation, if needed 
Identify suspected violations and consumer 
educational opportunities 



Analyze and report 

44 

 

Complaint 
submitted 

Review  
and route 

Company 
response 

Consumer 
review 

Review and 
investigate 

Analyze  
and report 

Internal stakeholders 
Federal and state regulators 
FTC Sentinel 
Congress 
Consumer Complaint Database 



Resources 
• Tell Your Story: help.consumerfinance.gov/app/tellyourstory 

• Complaints: consumerfinance.gov/complaint/ 

• Ask CFPB: consumerfinance.gov/askcfpb/ 

• Rulemakings: consumerfinance.gov/notice-and-comment/ 

• CFPB Twitter: @CFPB 

• CFPB Facebook: facebook.com/CFPB 

• CFPB Blog: consumerfinance.gov/blog/ 

• LinkedIn: linkedin.com - CFPB financial education discussion 

group   

• Order Materials:  promotions.usa.gov/cfpbpubs.html 
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http://help.consumerfinance.gov/app/tellyourstory
http://www.consumerfinance.gov/askcfpb/
http://www.consumerfinance.gov/notice-and-comment/
http://www.facebook.com/CFPB
http://www.consumerfinance.gov/blog/
http://www.linkedin.com/
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