Compliance Coffee Break Recap: CFPB Complaint Portal 101 —
Who Must Register, What to Expect, and Whether It's Worth It

July 16th, 2026 | Rebecca E. Kuehn, Megan Nicholls and Robert D. Tilley

Executive Summary

The CFPB continues encouraging companies to enroll in its Complaint Portal, but participation is
not appropriate—or required—for every organization. During this Compliance Coffee Break, the
presenters discussed which companies should consider participating, how to evaluate CFPB
invitations to register, practical considerations for responding to complaints, and recent CFPB
enhancements designed to reduce misuse of the portal. The discussion emphasized that companies
should make a thoughtful, strategic decision regarding participation rather than assuming
registration is mandatory.

1. Not Every Company Should Register
¢ Participation is mandatory only for alimited group of supervised financial institutions.
« Evaluate whether your company provides a consumer financial product or service.
o Consider whether your organization has a direct consumer relationship, can investigate

complaints, and can provide relief.

2. Companies That May Want to Decline Participation
Commercial-only lenders

Business finance companies

Technology providers and infrastructure vendors with no consumer interaction

Back-end processors and certain service providers

3. How to Decline a CFPB Invitation
e Explain your business model.

¢ Describe why not a consumer financial product or service.
¢ Outline why participation may not benefit consumers.

o Offer dternative complaint channels where appropriate.

4. Benefits of Registration
o Gain early visibility into consumer concerns.

e |dentify complaint trends and vendor issues.

¢ Strengthen compliance management and operational improvements.
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5. Complaint Response Process
¢ Consumer submits complaint.

CFPB performsinitial review.

Complaint is forwarded to the company.

Company generally has 15 calendar daysto respond.

Additional time may be requested when needed.

Consumer reviews the response.

Complaint is archived after resolution.

6. Recent CFPB Updates

o Two-factor authentication for complainants.

Planned address verification.

Additional administrative response categories.

Improved handling of FCRA-related complaints.

Efforts to reduce fraudulent or unauthorized submissions.

7. Complaint Management Best Practices
¢ Track complaints across al channels.

¢ Monitor trends and escalate systemic issues.
o Keep senior management informed.

¢ Use complaint data to improve products, services, and compliance processes.

Practical Compliance Considerations
¢ Determine whether CFPB registration aligns with your business model.

Assign clear ownership for Complaint Portal administration.

Develop written procedures for complaint investigations and responses.

Monitor complaint trends across all consumer channels.

View complaints as opportunities to strengthen compliance and customer experience.

Final Thoughts
e The CFPB Complaint Portal can be a valuable compliance tool for organizations that directly

serve consumers. However, participation should be a strategic decision based on regulatory
obligations, business operations, and the organization’s ability to meaningfully investigate and

resolve consumer complaints.

Five Questions to Ask Before Registering
* Do we offer aconsumer financial product or service?

¢ Do we have adirect consumer relationship?
¢ Can we investigate complaints?
e Can we provide consumer relief?

o Will participation strengthen our compliance management program?
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Thank You

Thank you for joining us for this edition of Compliance Coffee Break. We hope these insights help
your organization evaluate the CFPB Complaint Portal and strengthen your complaint management
program.

If you have questions about the Complaint Portal, CFPB supervision and enforcement, complaint
management, or consumer reporting compliance, please contact one of the presenters. We're
always happy to help.

Continue the Conversation

Next Compliance Coffee Break — (After an August Recess)
Bank Partnership Programs: Regulatory Developments and Practical Considerations
Tuesday, September 8, 2026 | 2:00-2:30 p.m. ET

Join Hudson Cook Partner Cathy Brennan as she discusses recent developments affecting bank
partnership programs, emerging compliance risks, and practical considerations for financial

ingtitutions, fintechs, and their service providers.

Register today at HudsonCook.com.
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