KPMG

Regulatory Alert

Regulatory Insights for Financial Services

April 2024
Consumer Complaints: CFPB Analysis of 2023

KPMG Insights:

— Consumer Complaints. CFPB receives nearly 1.7 million consumer complaints in 2023; 1.35 million sent to
companies for review and response.

— Fraud: Consumers raise fraud-related issues across nearly every product, including checking or savings
accounts, credit cards, virtual currencies, and prepaid cards.

— Rising Reporting Issues. Nearly 80 percent of complaints relate to credit or consumer reporting, in total, this
complaints category shows a 34 percent increase in volume over 2022,

The Consumer Financial Protection Bureau (CFPB) and money transfers, as well as mortgage, auto,
publishes the annual Consumer Response Report student, and consumer loans. In particular,
highlighting analysis of 2023 consumer complaints. complaint volumes related to payment transactions

are being driven by transaction disputes and fraud,
as well as by what is denoted as poor customer
service or explanations during issues resolutions.

Key Findings

The CFPB reports receipt of nearly 1.7 million
complaints, forwarding almost 1.35 million of those
complaints (approximately 81 percent) to companies for
review and response while referring another 6 percent
to other regulators. The CFPB highlights: 1. Products and services

2. Geographic region

The consumer complaint findings include analysis by:

— Fraud: Consumer complaints allege fraudulent

activities across most product categories (e.g., 3. Special population (servicemembers and older
credit or consumer reports, debt collection, checking consumers)

or savings accounts, credit cards, virtual currencies, .

prepaid cards). 1. Products and services

Of the total 2023 complaints received, the report notes
that 96 percent of all complaints were related to credit
or consumer reporting, debt collection, credit card,
checking or savings accounts, or mortgages (as shown
in the figure below). In comparison to complaints
received in 2022, complaints related to credit or
consumer reporting, credit cards, and checking or

— Credit Reporting: The most common complaints
concern credit or consumer reporting (e.g., incorrect
information, untimely investigation, unauthorized
credit inquiries, and credit access due to errors and
inconsistencies in reports (particularly for consumers
from predominantly minority communities).

— Debt Collection: The second most common savings accounts increased by 30 percent or greater,
complaints concern debt collection, with many while the volume of debt collection and mortgage
consumers not recognizing the debt being collected. complaints decreased slightly.

— Payments & Loans: Other complaints relate to
payments and loans, including cards, bank accounts,
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https://files.consumerfinance.gov/f/documents/cfpb_cr-annual-report_2023-03.pdf
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Complaint Volume by Financial Product or Service

2023

Credit or consumer reporting || NG 309,800 (79%)

Debt collection [lj 109,900 (7%)
Credit card [J 70,000 (4%)
Checking or savings ] 64,500 (4%)
Mortgage | 27.900 (2%)
Money transfer or service, virtual currency | 21,800 (1%)
Vehicle loan or lease | 17,700 (1%)
Student loan | 12,000 (0.7%)
Personal loan | 8,300 (0.5%)
Prepaid card | 8,200 (0.5%)
Debt or credit management | 3,500 (0.2%)
Payday loan | 2,100 (0.1%)
Title loan | 800 (0.1%)

Deposit advance | 700 (0%)

Note: Though small in total volume, notable increases in
complaints within product categories include general
purpose credit cards (76 percent), certificates of deposit
(96 percent), and savings accounts (80 percent).

2. Geographic Location

Consumers across all U.S. states and territories
submitted complaints, with the most complaints being
submitted from these five states:

# of reports

State (per 100K population)
Georgia 1,166
Florida 1,018
Washington D.C. 980
Delaware 912
Nevada 894

3. Special Populations

Servicemembers. Servicemembers, veterans, and
military families (collectively, “servicemembers”)
providing their servicemember affiliation submitted
84,700 complaints (5.1 percent of the total complaints
received by the CFPB). When compared to all
complaints from all consumers, servicemembers
submitted a lower rate of complaints related to credit or
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2022 vs. 2023
34% (+331,000)

-5% (-5,900)
38% (+19,200)
33% (+15,800)
-4% (-1,300)
6% (+1,300)
34% (+4,500)
19% (+1,900)
15% (+1,100)
34% (+2,100)
16% (+500)
15% (+300)
9% (+70)
4% (+30)
Source: CFPB Consumer Response Report, 2023

consumer reporting, but higher rates related to all other
types of products and services.

Older Consumers (Age 62 or Older). Self-identified
older consumers (those age 62 and older) submitted
332,400 complaints (20 percent of total complaints
received by the CFPB). When compared to complaints
from consumers below age 62, older consumers
submitted a lower rate of complaints related to credit or
consumer reporting, but higher rates related to credit
card, check or savings accounts, debt collection, and
mortgages.

Company Review and Response to Complaints
The report notes forwarding complaints to more than
3,400 companies, requiring: 1) Review of the
information provided within the complaints, 2)
Communication with the consumer(s) (when needed),
and 3) Determination of actions to be taken and
provision of written responses to both the CFPB and the
consumer(s). Regulators monitor complaint responses
by companies, with evaluation based on:

— Completeness: Addressing all issues raised by
the consumer, including providing relevant
documentation.

— Accuracy: Selecting the appropriate response
categories (e.g., “closed with monetary relief,”
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“closed with non-monetary relief,” “closed with The CFPB states that companies closed approximately
explanation,” and “administrative response”) in 20 percent of complaints within the first 15 days and
written responses provided to consumer(s), that nearly all (99.6 percent) were closed within the final
including (when appropriate) description of non- response period of 60 days.
monetary or monetary relief provided. Note: The CFPB encourages companies to use

— Timeliness: Providing responses within fifteen complaints as “indicators for potential product or service
(15) calendar days of the complaint being sent weaknesses"” and to integrate complaint information
to the company, or, if a complaint cannot be into their institutional processes in order to detect
closed within that time, providing an interim issues early and quickly address them.
explanation to the consumer and the CFPB ) ]
within fifteen (15) calendar days followed by a For more information, please contact Amy Matsuo,

John Berry, or Ashley Schmider.

final response within sixty (60) calendar days of
the complaint being sent to the company.

kpma.com/socialm Some or all of the services described herein may not be

c 0 n t a ct t n e a u tn 0 r: pmgq.co SO e permissible for KPMG audit clients and their affiliates or related
entities.

Amy Matsuo All information provided here is of a general nature and is not intended to

address the circumstances of any particular individual or entity. Although we

Principal and National endeavor to provide accurate and timely information, there can be no guarantee that such information is accurate as of the date it
is received or that it will continue to be accurate in the future. No one should act upon such information without appropriate

Leader professional advice after a thorough examination of the facts of the particular situation.
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