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COLLABORATING FOR CONSUMERS

The Consumer Financial Protection Bureau (CFPB) and the
Office of Housing Counseling (OHC) have much in
common. We were both created by the Dodd-Frank Wall
Street Reform and Consumer Protection Act and we both strive
to make consumer financial markets work better for consumers
and responsible companies.

The CFPB Works for Consumers

One of CFPB’s key objectives is to work to ensure that
consumers are treated fairly in the financial marketplace. OHC
and housing counselors are important to this essential goal.

While we write rules to protect consumers, effective consumer
protection depends on people: consumers who ask questions
and speak up; front line staff serving the public such as
housing counselors who see first-hand the challenges
consumers face and help them get help; government agencies’
supervision and enforcement staff having a clear view of what
potential violations to look out for; and responsible industry
employees following the rules.

Housing Counselors Are the CFPB’s Eyes and Ears
Housing counselors are a vital component of the coordinated
effort between the CFPB and the OHC. Counselors are the
CFPB’s eyes and ears working with consumers — referrals,
including from counselors and other sources, accounted for
19% of all consumer complaints we have received.

The CFPB appreciates the hard work that housing counselors
must do to adapt to changing program needs and market
conditions. And we recognize that housing counselors are a
vital, robust conduit for delivering consumer financial
education, including by using and distributing tools and
materials we create. One of those tools, "Ask CFPB,” provides
an online trusted source to get answers to questions about
financial services and products.

Educating and Empowering Consumers

To educate and empower consumers to make better
informed  financial decisions, the CFPB’s Consumer
Education and Engagement Division has developed and
implemented programs, initiatives and digital experiences,
including the "Your Money, Your Goals” toolkit. The toolkit
provides frontline staff in organizations that serve
consumers with information they can share on topics such as
emergency savings; understanding, correcting and building
credit history; cash flow budgeting; and identifying financial
products to use to pursue various financial and life goals.

The Bureau also helps consumers who face unique
challenges in the financial services market, including the
economically  vulnerable. Our Office of Financial
Empowerment works to improve the lives of these
consumers by working with intermediaries such as housing
counselors to bring them the tools and resources they need
to become financially capable.

We'll highlight many of the initiatives and tools in this issue of
'The Bridge," including guides and information about the
mortgage rules you can access online. You'll find additional
resources and material on our website, in the brochures we
make available via the U.S. Government Printing Office, or
by calling us at (855) 411 2372.

On behalf of the CFPB, thank you for the work you do every
day helping consumers with their housing and other
consumer finance issues.

Sincerely,

Gail Hillebrand
Associate Director for Consumer Education and Engagement
Consumer Financial Protection Bureau


http://www.consumerfinance.gov/askcfpb/
http://www.consumerfinance.gov/your-money-your-goals
http://www.consumerfinance.gov/mortgage
http://www.cfpb.gov/
http://bookstore.gpo.gov/products/sku/048-013-00003-1?ctid=224

HAVE A PROBLEM WITH A FINANCIAL PRODUCT OR SERVICE?

SUBMIT A COMPLAINT TO THE CFPB

- £--1.
§ Consumer Financial
|| r ¥ Protection Bureau

Enforce

Educate

Study

As a housing counselor, you may often work with clients
facing one or many financial challenges. It may be difficult to
find help or your attempts to serve a consumer sometimes
fall short because something in the financial system does not
work the way it should.

When your best effort does not get the consumer the
response the consumer deserves, the Consumer Financial
Protection Bureau (CFPB) may be able help. You can submit
a complaint on behalf of a consumer, or direct consumers to
where they can submit their own complaints.

Live telephone assistance in English and Spanish is available
at:

X (855)411-CFPB (2372) or

X (855) 729-CFPB (2372) TTY/TDD.

The CFPB provides complaint services to consumers in more
than 180 languages, and its contact centers answer calls with

little to no wait time.

The CFPB has handled more than 395,000 complaints (as of
July 1, 2014) and accepts complaints about the following
financial products and services:

Mortgages

Debt collection

Payday loans

Credit reporting

Student loans

Bank accounts and services
Credit cards and prepaid cards
Money transfers

Auto or other consumer loans

X X X X X X X X X

Types of complaints received by the CFPB as of June 2014

1% 3%
Other*

Consumer loan

3%
Student loan

8%
Credit
reporting

15%

Bank
account
and service

*Includes
money
transfers

Housing counseling agencies can use the information
available through the CFPB’s public Consumer Complaint
Database to research trends and identify concerns. The
database updates nightly, and contains anonymized
complaint information provided by consumers in the
complaint process, including the type of complaint, the date
of submission, the consumer’s zip code, and the company
that the complaint concerns.

The database also includes information about the actions
taken by a company in response to a complaint — whether the
company’s response was timely, how the company
responded, and whether the consumer disputed the
company’s response.

At the Consumer Complaint Database, housing counselors
can:

X  Filter data based on specific search criteria

X  Aggregate data in various ways, such as by
complaint type, company, location, date, or any
combination of available variables

X Download data

CFPB Director Richard Cordray listens to a call
at the CFPB’s contact center in Coralville, lowa
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THE CFPB COMPLAINT PROCESS

1. Complaint Submitted

The consumer submits a complaint about a consumer
financial product or service. He or she will receive email
updates and can log in to track the status of the complaint.

2. Review and Route

The CFPB forwards the complaint and any documents the
consumer provides to the company and works to get a
response from it. If another government agency would be
better able to assist, the CFPB forwards the complaint to
that agency and lets the consumer know.

<SS

3. Company Response

The company reviews the complaint, communicates with the
consumer as needed, and reports back to the CFPB and to
the consumer about the issue identified in the complaint.

4. Consumer Review

The CFPB lets the consumer know when the company
responds. The consumer can review that response and
give feedback to the CFPB.

5. Review and Investigate

The CFPB shares complaint data with state and federal
law enforcement agencies. Complaints tell the CFPB
about business practices that may pose risks to
consumers. The CFPB will let the consumer know if more
information is needed about the complaint.

Complaints are prioritized for investigation based on a
review of the complaint, the company’s response, and the
consumer's feedback. In some cases, complaints are
referred to the CFPB's Division of Supervision,

Enforcement, and Fair Lending & Equal Opportunity for
further discussion.

6. Analyze and Report

Complaints help the CFPB supervise companies, enforce
federal consumer financial laws, and write better rules and
regulations. It also reports to Congress about the
complaints it receives and posts anonymized information
in the Consumer Complaint Database.
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PROTECTIONS FOR MORTGAGE BORROWERS

Know Before You Owe

Time to mortgage disclosure
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Servicing Protections for Struggling Consumers:
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Help For Struggling
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10,2014
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(continued from page 6, Key Provisions in New Mortgage Servicing Rules)
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CONSUMER EDUCATION AND ENGAGEMENT
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Financial caregiving can also be a challenge. The CFPB’s
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One in five Americans over the age of 65 has reportedly been the victim
of a financial scam. The Consumer Financial Protection Bureau will help

protect all consumers from unscrupulous practices at the hands of
financial services providers like those that scam our senior citizens.

(continued on page 9)
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YOUR MONLEY, YOUR GOALS

A New Toolkit for Social Services Providers

Your Money, Your Goals

TOOLKIT FOR SOCIAL

T-#0'1:3#3.0:0#7!7--&1!C-/'D-#1%:0/1!K;-13/0!'17/%
7-1:3?010#41!:007!3/0!#-71031"17-1C6#4F!VCCOD7¢{
#-7! -#&'1 2/-L640! 9316D! C6#3#D63&! 04%D376-#
2/-C0116-#3&1! 1%D;! 31! ;-%16#.! D-%#10&-/1! 7
D&60#71!39-%7!7;06/'C6#3#D63&!.-3&1F!

f-%/!' T-#0'+!f-%/! P-3&A Financial Empowerment Toolkit
for Social Services Programs C/-:!the Consumer Financial
Protection Bureau (CFPB) 2/-L6401!7--&1!;-%16#.!D-%#
D3#!9%10! K;0#! 6#D-/2-/376#.! C64#3#D63&=0:2-K0/
6#7-17;06/'K-/?'K67;!D&60#71!3#4!:3?6#./0C0//3&
2/-L640/1F!

G;0!7--&767!:-4%&01!D-LO/M!

H%6&46#.13#10:0/.0#D'113L6#.1!1C%#4
WHO0/173#46#.+!D-//0D76#.+!3#419%6&46#.!
T3#3.6#.14097

,31;=C&-K!9%4.076%#.
"40#76C'6#.!1C6#3#D63&!2/-4%D71!3L36&39
L3/6-%1!C6#3#D63&!3#41&6C0!.-3&1
AT7/0#.7;0#6#.120/1-#3&!:-#0'1:3#3.0:0# 711?76/

>-/10U3:2&0+! 7;0! 7--&?67! 6#D&%401! 6#C-/:376-
D-%#10&-/11D3#!%10!7-!,0&2!7;0!20-2&0!7;0'110/

176&&1! K67;! 9316D! C6#3#D63&! 73171+! 1%D;!

102-/713#41%+#40/173#46#.13#4!:3#3.6#.14097F!

G:0!,>5HIC60&4!1701704!7:0! 7--&?67!9'1 7/36HE&aH
1-D63&!10/L6D01!173CC!7;/-%.;!(c!-/.3#6N376-#1!4
D-::%#676011H%/! T-#0'+! f-%/! P-3&1A Financial

Empowerment Toolkit for Social Services Programs 619064
/0&03104#376-HEEBIMZ) F!

(continued from page 8, Consumer Education and Engagement)

Empowerment of Traditionally Underserved
Consumers

T3#'! OD-#-:6D3&&" L%&#0/39&0! D-#1%:0/1! 90#0C
D-##0D76#.! 7-1 #07K-/?1! -C! 2%9&6D! 3#4! #-#2/-Cf
2/-L.640/1!7-1;0&2!344/011!7,06/!6::046370! C6#3#D6:
The CFPB’s 8CC6DO0!-C!>6#3#D63&! V: XKDPAHT1! -#!
&-K6#D-:0! 3#4! 0D-#-:6D3&&' L%&#0/39&0! D-#1%:0,
:3'l C3DO0! 93//60/1! 7-! 3DD0116#.! 3CC-/439&0! (
2/-4%D7113#4!10/L6DO1F!

G;0! 8CC6DO0! ;31! 6:2&0:04#704! 2/-./3:1! 3#4! 6#67€
6#D&%46#.! YoOt Money, Your Goals C6#3#D63&
0:2-KO/:0#7! 7--&?67! 7-! ;:0&2! 1-D63&! 10/L6D01! 2
2/-C0116-#3&1!31!7;0''K-/?'K67;! D-#1%:0/1! 7-!;0&2
90D-:0! :-/0! C6#3#D63&&" D3239&0F! G;61! C
D-#1%:0/1! 7-! 6:2/-L0! 7;06/! D/0467! 1D-/0+! :3#3.0!"
-#0'+1 D;--10! 7;0! /6.;7! C6#3#D63&! 2/-4%D71! C-/1 7
#3L6.370! 3#' -7;0/! C6#3#D63&! 40D616-#! 7;37! ;0
3D;60L0!7;06/!C6#3#D63&!.-3&1F!!

G;0! ,>5H! 61! K-/?6#.! K67;! OW<! 3#4! -7,0/! 3.0#D60
6#70./370!7;010!7--&116#7-17;012/-./3:117,37!7;0"1%2.
-CCO0/!7-1,0&2!/03D;!31!:3#'1C/-#71&6#0!173CCI3#4!L
31! 7;0'" D3#F! G-! D-#73D7! 7;0! 8CC6D0O+! 2&03



http://www.consumerfinance.gov/your-money-your-goals/
http://www.consumerfinance.gov/your-money-your-goals/
http://www.consumerfinance.gov/blog/empowering-americas-consumers/
http://www.consumerfinance.gov/your-money-your-goals/
mailto:empowerment@cfpb.gov

INQUIRING MINDS WANT TO KNOW

Q: 'm a HECM Counselor that needs to meet the Q: How does the revised Form HUD 9910,
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CHAMPIONS

Cathy Lesser Mansfield

Cathy Lesser Mansfield, Policy Analyst with CFPB’s
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Congratulations
Cathy Lesser Mansfield,
we honor you as a
Champion of Service!
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El &

#.17/36#04! -#!
>5H! 37!

THE BRIDGE is pleased to recognize Champions of Service who have provided exemplary service in the Housing Counseling arena.

Nominations of persons both inside and outside of HUD are welcomed.

Please send your nominations by the 20t

h of each month to: 7;09/64.09;%4FFL
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PROTECTIONS FOR MORT

GAGE BORROWERS, cont.

(continued from page 7, Key Provisions in New Mortgage Servicing Rules)

Completing an Application
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Evaluation of Complete Applications
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Enforcing the Law
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CFPB TOOLS AND RESOURCES

Consumer Complaints and Questions
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ON THE HORIZON

Upcoming Training and Stakeholder Meetings
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