
 

1225 New York Ave., NW Suite 1100 

Washington, D.C. 20005 

 

Via electronic submission 

 

June 17, 2020 

 

Director Kathleen Kraninger 

Bureau of Consumer Financial Protection 

1700 G Street NW 

Washington, DC, 20552 

 

Re:  Agency Information Collection Activities: Submission for OMB Review, 

Consumer Response Company Response Survey, Docket No. CFPB-2020-

0015. 

 

Director Kraninger: 

The Consumer Bankers Association (CBA)1 appreciates the Consumer Financial 

Protection Bureau (Bureau) issuing its Renewal Request with the Office of Management and 

Budget for Consumer Response Company Response Surveys (Request). CBA and our members 

have long engaged with the Bureau about the consumer complaint portal and consumer feedback 

surveys. CBA outlined many of our concerns with the portal and surveys in our response to the 

Bureau’s 2018 Request for Information on Consumer Complaints,2 and we appreciate the 

opportunity to provide more targeted feedback at this time. 

CBA and our members fully support the Bureau’s mission to provide prompt resolution to 

consumer complaints and inquiries. Our members are dedicated to complaint resolution and 

believe the goals of the Bureau’s complaint portal and consumer surveys should be to improve 

industry performance and service quality. Further, CBA members strive to ensure customers 

receive swift and complete review and inquiries. However, we often do not find consumer response 

surveys to be an effective or helpful part of achieving these goals. 

CBA members often report consumer response surveys rarely contain new or useful 

information collected as part of the complaint process. Consumer responses are most often used to 

re-state the original complaint. Without much useful data or insight gleaned from consumer 

response surveys, many institutions monitor the responses to ensure customers receive the follow-

through they request, though this rarely results in tenable action. In turn, financial institutions often 

 
1 The Consumer Bankers Association is the only national trade association focused exclusively on retail banking.  

Established in 1919, the association is now a leading voice in the banking industry and Washington, representing 
members who employ nearly two million Americans, extend roughly $3 trillion in consumer loans, and provide $270 

billion in small business loans. 
2 See Comments of Consumer Bankers Assn., Re: Request for Information Regarding the Bureau’s Consumer 

Complaint and Consumer Inquiry Handling Processes, Docket No. CFPB-2018-0014, 

https://www.consumerbankers.com/cba-issues/comment-letters/cba-comment-letter-re-rfi-bureaus-consumer-

complaint-and-consumer-inquiry. 

https://www.consumerbankers.com/cba-issues/comment-letters/cba-comment-letter-re-rfi-bureaus-consumer-complaint-and-consumer-inquiry
https://www.consumerbankers.com/cba-issues/comment-letters/cba-comment-letter-re-rfi-bureaus-consumer-complaint-and-consumer-inquiry
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find consumer response surveys expend valuable resources that could be much better spent 

enhancing customer experiences.  

As such, CBA is concerned about the language in the Bureau’s Request, stating: 

 “The results of this feedback are shared with the company that responded to the 

complaint to inform its complaint handling. The feedback is also used as one of 

several inputs to inform the Bureau’s work to assess the accuracy, completeness, 

and timeliness of company responses to consumer complaints.”3 

 This language contradicts long stated Bureau policy that consumer response survey data is 

only shared with the financial institution which receives it. CBA urges the Bureau not to review 

consumer survey response data as often the responses provided are merely restatements of the 

original complaints and redundant to the complaint data already being reviewed. Additionally, the 

responses typically prioritize complaints based solely on whether a follow-up survey was received.  

Further, consumers have and use the option to submit rebuttals to any complaint response. This 

results in additional consideration of the complaint information which further skews the data and 

paints a disproportionately negative light for those specific complaints that received a survey. 

 The Bureau should not use the data contained in consumer response surveys to assess 

financial institutions through any of the Bureau’s supervisory, enforcement or examination tools. 

Data contained within consumer response surveys should be provided to and reviewed only by the 

financial institution to whom it pertains. Ignoring this long-stated Bureau principle will result in 

an inaccurate picture of financial institution’s ability to respond to consumer complaints.  

If you have any questions or wish to discuss any of the matters raised above further, please 

do not hesitate to contact the undersigned directly at (202) 552-6381 or 

scongdon@consumerbankers.com.  

Sincerely, 

 

Stephen Congdon 

Assistant Vice President 

Consumer Bankers Association 

 
3 Bureau of Consumer Financial Protection, Consumer Response Company Response Survey, 85 Fed. Reg. 29687 

(May 18, 2020).  
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