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Dear Sir or Madam, 

 

 The American Bankers Association1 and Consumer Bankers Association2 (collectively, the 

Associations) are pleased to submit our comments to the Bureau of Consumer Financial Protection 

(Bureau) in response to its request for information regarding consumers’ experience with free access to 

credit scores. The purpose of the request for information is to learn more about the experiences of 

consumers, companies, nonprofits, and others with regard to consumer access to free credit scores and 

to identify educational content that the Bureau or others could develop to increase consumers’ 

understanding of credit scores and credit reports. The request invites general comments as well as 

responses to specific questions.  

 

Our comments briefly discuss the Bureau’s findings in its recent report, The Consumer Credit 

Card Market, about free access to credit scores through card issuers and other financial institutions. We 

recommend that the Bureau provide guidance on how institutions may educate consumers about credit 

scores without creating compliance risk, and guidance that the Bureau could apply to its own 

educational efforts.  

 

It is clear from The Consumer Credit Card Market, published December 13, 2017, that the 

Bureau understands and has access to details about banks’ practices and experiences related to offering 

free credit scores to customers and non-customers. For example, based on its mass market card issuer 

survey, the Bureau found that most card issuers “provided some portion of their general purpose 

                                                           
1  The American Bankers Association is the voice of the nation’s $17 trillion banking industry, which is 
composed of small, regional and large banks that together employ more than 2 million people, safeguard $13 
trillion in deposits and extend more than $9 trillion in loans. 
2  The Consumer Bankers Association is the only national trade 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. 

https://www.gpo.gov/fdsys/pkg/FR-2017-11-13/pdf/2017-24555.pdf
http://files.consumerfinance.gov/f/documents/cfpb_consumer-credit-card-market-report_2017.pdf
http://files.consumerfinance.gov/f/documents/cfpb_consumer-credit-card-market-report_2017.pdf


   

2 
 

cardholders with online or mobile access to their credit scores”3 and that “over 50 million accounts 

accessed their credit scores at least once” in 2016. It also found that with regard to credit scores 

available through general purpose credit cards, that “nearly one-quarter of all general purpose accounts 

accessed their scores at least once during the year”4 and that there “was sharp growth in both eligibility 

and uptake from 2015 to 2016, around 35% and around 40%, respectively.”5 The report also noted that, 

in addition to offering free credit scores to credit card customers, many financial institutions are also 

offering free credit score access to their auto loan, student loan, mortgage, or online banking 

customers6 and that as of April, 2017, Fair Isaac Company reported that over 100 financial institutions 

were providing free credit score access to more than 200 million customer accounts.7 Thus, it is clear 

that consumers have broad access to free credit scores through banks and other financial institutions. 

The Bureau asks in question five of its request for information whether credit score providers 

provide educational information about credit scores. Many banks providing free credit scores also offer 

varying types of educational information, such as FAQs explaining credit scores generally and top factors 

influencing customers’ scores.  

While many banks offer educational material in conjunction with the free credit scores, some 

have indicated that Bureau actions are inhibiting their efforts to educate customers about credit scores. 

Specifically, statements in the Bureau’s January 3, 2017 consent order with TransUnion about the 

marketing of certain products, including credit scores, and its July 10, 2013 Bulletin 2013-08 (Bulletin) 

regarding communications about debts in collection may constrain banks in providing useful information 

to consumers about credit scores.  

 The consent order with TransUnion involved TransUnion’s marketing and sale of its 

VantageScore credit score among other credit-related products. The consent order requires that 

TransUnion, when offering its credit score product, “ensure that the disclosure clearly and prominently 

discloses or substantially states…[that] [l]ike other credit scores offered to consumers, the credit score 

Respondent is selling is not likely to be the same score used by lenders or other commercial users for 

credit decisions.”8 (emphasis added) 

We agree that it is critical that consumers understand that there is no single credit score and 

that lenders use different credit scores. However, notwithstanding the particularities of the case, the 

consent agreement’s message is that entities providing credit scores should (1) advise recipients that 

the score provided is “unlikely to be used by lenders” and (2) be wary about providing any information 

about the credit score provided or how credit scores are used. 

Advising consumers that lenders are unlikely to use the credit score, depending on the 

circumstances, may be confusing to consumers who may then reflexively dismiss any credit score. In 

fact, even though not used by a particular lender or is simply an educational score, it is valuable as an 

                                                           
3  BUREAU OF CONSUMER FINANCIAL PROTECTION, THE CONSUMER CREDIT MARKET (DEC. 2017).  
4  Id. at 176. 
5  Id.  
6  Id. at 175. 
7  Id. at 174. 
8  TransUnion Interactive, Inc., TransUnion, LLC, and TransUnion, File No. 2017-CFPB-0002 (2017).  

http://files.consumerfinance.gov/f/documents/201701_cfpb_Transunion-consent-order.pdf
http://files.consumerfinance.gov/f/201307_cfpb_bulletin_collections-consumer-credit.pdf
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accurate reflection of the consumer’s creditworthiness as well as a potential red flag about errors in the 

consumer’s credit report.  

We believe that the more appropriate and useful message is a variation of the one contained in 

part two of the TransUnion consent order’s mandated notice9 and suggest, for example: “The credit 

score provided is an indication of your overall creditworthiness. Individual lenders may or may not use 

this particular score.” This alerts consumers to the variations in credit scores without distracting them 

with statements that might discourage them from monitoring their credit scores. This message could 

also be part of the Bureau’s educational efforts. 

The Bureau’s Bulletin also has the potential to discourage banks from offering useful 

information about credit scores. It includes warnings that representations that paying debts in collection 

will improve credit scores may be potentially deceptive.10   

We agree that debt collectors should not misrepresent the impact of paying debts on credit 

scores as a means of encouraging payment. However, the broad language in the Bulletin casts shadows 

over banks’ efforts to educate their customers about how to improve credit scores. For example, the 

Bureau concludes that “debt owners or third-party debt collectors may well deceive consumers if they 

make representations that paying debts in collection will improve a consumer’s credit score.”11 While 

the Bulletin specifies “debts in collection,” it could be inferred that it may also be deceptive to assert 

that paying debt may improve credit scores when said in response to consumer questions or as part of 

an effort to collect debt not in collection. The Bulletin makes it risky, for example, to provide common-

sense advice to customers that making payments that reduce balances and improve their utilization 

rates or that paying an overdue account may increase their credit scores.  

To encourage entities to explain how credit scores are used, we recommend that the Bureau 

provide guidance about advice banks may provide to consumers about improving their credit score 

without creating compliance risk. The Bureau could also use such advice in its own educational efforts. 

The Associations appreciate the opportunity to provide our comments about free access to 

credit scores. We encourage the Bureau to improve consumer understanding of credit scores by 

providing financial institutions guidance on acceptable communications to consumers and through its 

own consumer educational efforts. We are happy to provide any additional information.   

 

Sincerely, 

 

 
Nessa E. Feddis 

 
Stephen E. Congdon 

 

                                                           
9  “There are various types of credit scores, and lenders use a variety of different types of credit scores to 
make lending decisions.” Id at 15.   
10  BUREAU OF CONSUMER FINANCIAL PROTECTION, CFPB BULL. NO. 2013-08, FAIR DEBT COLLECTION PRACTICES ACT AND THE 

DODD-FRANK ACT (2013). 
11  Id. at 2-3.  


