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How are debt collectors handling complaints! 
____________________________________________________________________________________ 
The Consumer Financial Protection Bureau (CFPB) has been accepting debt collection 

complaints from consumers for about four months. Just last week, the regulator released some 

of the complaints data to the public. So how are collection agencies doing with their handling of 

the complaints? 

Judging by the data provided so far, pretty well. The caveat here is with the data provided. The 

volume of debt collection complaints released by the CFPB is considerably lower than volumes 

previously reported, notably by the FTC’s Consumer Sentinel annual report. 

As of Tuesday, there have been 5,625 debt collection complaints made public. These represent 

complaints received over four months; the totals from the FTC averaged nearly 15,000 per 

month. The issue here probably lies in what the CFPB actually released. The regulator said that 

the complaints represent only those that had responses from the companies named in the 

complaint. This means that any complaints against scam artists are not included. But it also 

means that complaints against legitimate collection agencies not yet registered with the CFPB 

are not included. 

And there is some indication that registration is still an issue. In a recent survey on compliance 

technology sponsored by Columbia Ultimate and conducted by insideARM.com, 24 percent of 

respondents indicated they had not yet registered with the CFPB. And of that total, 42 percent 

said they had no intention of signing up. 

ACA International Tuesday also made a push to get their collection agency members to 

register. The group said that during a presentation at last week’s Fall Forum & Expo, the head 

of the CFPB’s Stakeholder Support Group said many of the consumer complaints the CFPB 

considers “unresponded” are the result of agencies having not signed up for the complaint 

portal. 

Of the debt collection complaints received, responded to, and released by the CFPB, collection 

agencies appear to be doing a good job resolving the issues. More than 68 percent of the 

complaints were ultimately Closed with Explanation. Another 20 percent were Closed with Non-

Monetary Relief (like taking a consumer off a call list or removing a trade line). Only 2.6 percent 

of the complaints required monetary relief to satisfy the consumer. 

Consumers were largely satisfied with collection agency responses. Just 16.9 percent disputed 

the collector’s proposed remedy. Those complaints that were simply marked Closed had the 

highest dispute rate (20.4%), while those that were Closed with Explanation fared only a little 

better (18.9% dispute rate). Complaints that were closed with some type of relief had much 

lower dispute rates, with non-monetary relief being disputed only 10.4 percent of the time and 

monetary relief seeing an 11.6 percent dispute rate. 

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 

 

 

 

 

 

 

 

 

 

 

 

 

 


