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CFPB Issues Annual Report on
Servicemember Complaints

May 24, 2016 | by

The CFPB issued its annual report detailing complaints submitted to the CFPB by
servicemembers, veterans, and their families. According to the Report, the CFPB received
271,600 complaints in 2015. Of those, 19,200 (approximately 7 percent) were from the
military community. Consistent with the CFPB's monthly reports, the three most
common complaints involved debt collection, mortgage, and credit reporting.

The CFPB report notes servicemembers’ complaints are twice as likely to involve debt
collection activity when compared to complaints received from the general population.
Chief among their most common debt collection complaint is collection activity on debts
not owed. The Report clarifies that in many cases, the collection attempt itself is not the
problem - rather, at root is the calculation of the amount owed because the calculation
is either inaccurate or unfair according to the complaints. The Report also notes that
medical debt issues comprise 13 percent of servicemember debt complaints, coming
largely from the veteran population.

Regarding mortgage-related complaints, the most common servicemember complaint
concerns issues with servicers and loss mitigation, though on a positive note, these
complaints are down 8 percent from 2014 (falling from 48 to 40 percent). Occurrences of
incorrect information appearing on servicemembers’ credit report remains a central
complaint issue.

So what can we draw from this Report? The Report indicates the complaints received
from the general population and the products involved are very similar to
servicemember complaints. However, the report demonstrates a higher prevalence of
consumer loan issues among the military as compared with the general population.
Specifically, the Report identifies problems with auto financing that may in part be
attributable to the unique travel requirements military personnel often face. Of
particular interest, the Report suggests that a top complaint from servicemembers
involves a common auto financing product that prohibits servicemembers from taking a
financed vehicle out of the country. On a positive note, according to the Report, the
majority of complaints across all the various product types are closed with explanation.
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