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AMERICAN FINANCIAL SERVICES ASSOCIATION

March 2, 2026

The Honorable Russell Vought

Acting Director

Consumer Financial Protection Bureau
1700 G Street, N.W.

Washington, D.C. 20552

Re:  Agency Information Collection Activities Consumer Response Intake Form
(Docket No. CFPB -2026-0005)

Dear Acting Director Vought:

The American Financial Services Association (AFSA)! welcomes the opportunity to comment on
the CFPB’s existing information collection titled “Consumer Response Intake Form.” Issues
relating to the CFPB consumer complaint database are of critical importance to AFSA members,
and we hope that the CFPB will take active steps to achieve control over the consumer complaint
database in accordance with the Congressional mandate that created it.

AFSA appreciates the Bureau’s recent update to the complaint intake portal requiring consumers
to affirm that they have first submitted a dispute to the applicable credit reporting agency or
furnisher prior to submitting a credit reporting complaint to the CFPB. This refinement
appropriately reinforces the dispute-resolution framework established under the Fair Credit
Reporting Act and helps ensure that complaints are routed through the proper channels before
escalating to the Bureau. We believe this change will meaningfully reduce duplicative or
premature complaints and allow industry and the Bureau to focus resources on matters where
intervention is most appropriate.

In this request for comments, the CFPB has asked for comments regarding:

(a) Whether the collection of information is necessary for the proper performance of the
functions of the CFPB, including whether the information will have practical utility;

(b) The accuracy of the CFPB’s estimate of the burden of the collection of information,
including the validity of the methods and the assumptions used;

(c) Ways to enhance the quality, utility, and clarity of the information to be collected; and
(d) Ways to minimize the burden of the collection of information on respondents,

' Founded in 1916, the American Financial Services Association (AFSA) is the national trade association for the
consumer credit industry, protecting access to credit and consumer choice. AFSA members provide consumers with
many kinds of credit, including traditional installment loans, mortgages, direct and indirect vehicle financing,
payment cards, and retail sales finance.
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including through the use of automated collection techniques or other forms of
information technology.’

1. Necessity and Practical Utility

When it established the CFPB, Congress mandated the creation of a unit inside the Bureau to
“facilitate the centralized collection of, monitoring of, and response to consumer complaints
regarding consumer financial products or services.”

AFSA has significant concerns about the necessity and practical utility of consumer complaint
data submitted to the CFPB. Unfortunately, since the foundation of the CFPB, the bureau has
allowed the complaint portal to be overrun with unvalidated and illegitimate complaints that have
dramatically burdened financial institutions. In addition, the complaint portal has been effectively
weaponized as an alternative forum for credit disputes contrary to the clear provisions of the Fair
Credit Reporting Act (FCRA). This abuse of the complaint collection system has resulted in an
unduly burdensome process with limited benefits to the CFPB, creditors and consumers.

Currently, there does not seem to be any attempt to impose quality control on consumer complaint
portal submissions. A complaint submitted to the portal is not vetted to assure (1) that its author is
a human being, (2) that the author actually has an account with a financial institution, (3) that the
alleged complaint actually relates to the provision of a consumer financial product or service
offered by the named company, (4) that the communication is actually a complaint, as opposed to
an inquiry or request for an explanation, and (5) that any of the factual allegations in the complaint
occurred.

The effect of this lack of vetting is that financial institutions are obliged to spend significant time
and resources devoted to researching and responding to scurrilous and nonsensical complaints.

AFSA members report receiving illegitimate complaints, including complaints from people who
are not actually customers of the financial institution receiving the complaint. There are reports of
consumer complaints stating that due to illness, the consumer would like the account closed and
removed from the consumer’s credit file. These are inquiries at best rather than legitimate
complaints.

The problem relating to credit disputes is particularly acute. Over the past several years, industry
has observed a proliferation of formal (credit repair organizations) and informal (social media)
misinformation telling consumers how to clean or repair their credit histories in order to increase
their credit scores. Some of these encourage consumers to file form complaints that are effectively
credit disputes on the CFPB complaint portal, which is contrary to the provisions of the FCRA.
The FCRA provides that credit disputes are to be initiated by the consumer communicating with a
consumer reporting agency or the furnishing creditor directly.

291 Fed. Reg. 4066 (January 30, 2026).
312 U.S.C. §5493(b)(3).
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The CFPB’s actions directing consumers to submit credit reporting-related complaints to the
furnishers or the CRAs is a welcome first step to address this problem.

Because the CFPB complaint portal is clogged with complaints that are unreliable, unfounded,
false, or duplicative of material on other systems, the necessity and practical utility of the
information on the CFPB complaint portal is significantly impaired. Without addressing these
conditions, the CFPB cannot rely upon the consumer complaint portal data as a reliable reflection
of actual market conditions or actual consumer experiences.

As the Bureau continues refining the intake process, AFSA recommends additional clarity
regarding the appropriate use of the “Alerted CFPB” response option, particularly in circumstances
where a complainant affirms prior dispute submission but internal records demonstrate that no
dispute was filed or that a dispute remains pending within the statutory response period. Clear
guidance on how such scenarios should be categorized—whether as “Suspected Fraud” in the
complaint process or another administrative designation—would promote consistency and reduce
uncertainty for regulated entities responding in good faith.

Providing structured guidance in this area would further align the portal with the Bureau’s goal of
routing complaints efficiently while preserving resources for substantive consumer issues.

Another area of concern is the CFPB’s practice of publishing consumer complaint narratives. It is
not clear that the CFPB has ever articulated a reason why raw consumer complaint content should
be made publicly available. As described above, these accounts have little probative value, as the
complaint portal allows any person or system to submit unsubstantiated and potentially libelous
complaints about any company. It is possible that the motivation to publish narratives is to expose
companies to scorn and reputational harm. In any case, the CFPB is not required by statute to
publish complaint narratives.* Without any benefit to the CFPB or industry and in light of the harm
caused to creditors of having unverified complaints published for the world to see, AFSA requests
that the CFPB cease publishing consumer complaint narratives immediately.

2. Ways to Enhance the Quality, Utility, and Clarity of the Information to be Collected

AFSA is eager to assist the CFPB improve the efficacy of the consumer complaint portal. By
reducing the amount of false, illegitimate, or duplicative complaints in the portal, and reducing the
volume of form complaints that dilute and inflate complaint data, creditors will be better able to
effectively research, resolve, and respond to legitimate complaints. The CFPB will also benefit by
having a more reliable source of insights into actual market conditions.

AFSA also encourages the Bureau to consider implementing additional front-end screening
mechanisms for template or boilerplate complaints that contain identical or substantially similar
language across large volumes of submissions. Such complaints often present limited
individualized factual detail and can significantly increase administrative burdens without
advancing meaningful resolution. In light of the proliferation of repetitive, redundant complaints,
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the CFPB should study whether it would be appropriate to send complaint submissions from
individuals who are frequent filers for extra review before passing the complaint to the company.

The Bureau could improve intake integrity by incorporating template-detection screening or
routing such complaints to a review queue for verification of account-specific information before
requiring a full substantive response. This approach would reduce duplicative workload and enable
more focused engagement on complaints reflecting individualized consumer experiences.

Steps the CFPB should consider to improve the quality of the information in the consumer
complaint portal include:

e Use technology to screen for repetitive complaints. Reject complaints that contain the same
information as prior complaints, including template complaints that do not contain
adequate customer or account information to be actionable.

e Use technology to screen complaints for actual allegations of harm rather than vague
assertions of dissatisfaction.

e Require consumers filing complaints to confirm their identity when filing a complaint.

e Require consumers filing complaints to offer documentary evidence that they have a
relationship with the entity about which they are filing a complaint.

e Investigate other means to reduce the number of negligent or intentional misrepresentations
in submissions to the CFPB complaint portal.

e Allow companies to make corrections to inaccurate consumer-input data, such as product
type, complaint issue, or sub-issue.

¢ Introduce a mechanism for companies to quickly close frivolous complaints.

e Provide financial institutions with feedback regarding the resolution of complaints.

While the complaint portal includes a mechanism to designate duplicate complaints, repeat filings
are sometimes submitted with minor modifications that prevent effective duplicate classification.
AFSA recommends that the Bureau explore enhancements to its repeat-filer detection protocols to
ensure that materially duplicative complaints are identified and consolidated. This would support
administrative efficiency while preserving consumers’ ability to raise legitimate concerns.

3. Revision to Company Response Timelines to Help Ensure Companies Complete
Complaint Verification and Research

Providing additional time to research and respond to complaints will likely lead to clearer data and
information about the complaints being submitted. The CFPB’s current 15-day non-statutory
deadline places a significant strain on a company’s ability to verify a complainant’s identity, fully
research the complaint, and respond in a timely manner especially when there is an unexpected
spike in complaints.

AFSA requests that the CFPB extend its existing 15-day non-statutory response timeline to 30
days. This will drive consistency in complaint response timelines and will also align the response
timeline with the OCC and state agencies.
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AFSA appreciates the opportunity to provide feedback on issues relating to the CFPB consumer
complaint portal. Thank you for your time and attention.

Philip Bohi
General Counsel
American Financial Services Association
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