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Collectors are largely chasing the wrong person, 
according to complaints data 
____________________________________________________________________________________ 

A majority of consumers using the Consumer Financial Protection Bureau’s (CFPB) complaint 

intake tool claim in one way or another that debt collectors are chasing an account the 

consumer does not think they should pay. And the numbers are growing. 

When a consumer begins a debt collection complaint on the CFPB site, they are given six 

broad debt collection issues used to classify the nature of their complaint. The most common 

issue, accounting for 41 percent of all complaints, was “Continued attempts to collect debt not 

owed.” Communication tactics accounted for another 20 percent of complaints, followed by 

“Disclosure verification of debt” at 18 percent. 

The initial categories, while helpful, do not really explain why the consumer was compelled to 

log a complaint. The real reasons for complaints are revealed in the next step, sub-issue 

selection. 

After one issue is selected, another set of sub-issues specific to each main issue is revealed. 

This list is much longer and more varied and reveals the true nature of the problem. Even with 

more selections, 25 percent of consumers claimed that the debt in question was not theirs. 

Another 13 percent of consumers said that not enough information was given to verify the debt 

in question and nearly 12 percent said that the debt had already been paid. Finally, 2 percent 

said that the debt in question was the result of identity theft (see table below with “Other” 

issues). 

When taken in total, more than half – 51.5 percent – of complaints are indicating that the 

consumer thinks the debt should not be paid, one way or another. 

Every day the Consumer Financial Protection Bureau (CFPB) adds new consumer complaints 

to its public database. Even in the short time since debt collection complaints were added to the 

roster, the data shows that more people are complaining about debt collectors chasing the 

wrong person. 

The shifts are to be expected, as the total number of debt collection complaints has grown 

significantly in just three weeks. The CFPB publicly released 5,326 debt collection complaints 

on Nov. 6; today the number stands at 7,005, a 31.5 percent increase. So it stands to reason 

that the numbers have changed a bit. 

Our analysis of the initial complaints data showed that 24.6 percent of consumers claimed that 

the debt was not theirs. That number increased to 25.1 percent in just three weeks. 

 
Source: insidearm.com 
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About Profitera Corporation Sdn. Bhd. 

Profitera Corporation is a leading technology provider of Revenue & Arrears Collections, Debt Recovery 

and Agency Management Software Solutions. Profitera provides specific solutions to help its Customers 

focus on their clients, reduce arrears and optimize profits throughout their Revenue and Profitability 

Lifecycle. As experts in Revenue & Arrears Collections, Debt Recovery and Agency Management, 

Profitera continuously brings enterprise level scalable software technologies to the doorstep of its 

Customers. This helps to reduce Arrears Delinquency, Bad Debt and Improve Tracking & Profitability. 

Profitera, being a MSC status and TUV Quality certified company has its global HQ in Malaysia and 

leverages on partners for regional presence in ASEAN, Asia South, Middle East and Africa. 

 

Enterprise Revenue Collections & Debt Recovery Software Systems 

SMS Notification and 2-way SMS Interaction software platform 

Data Management and Software Integration Services 

Data Analysis, OLAP and Multi-dimensional Cubes for Online Interactive Reporting 

 

 

 

 

 

 

 

 

 

 

 


