Draft - Work in Progress

CFPB Call 0006 Consumer Satisfaction Survey - National Pilot Survey
Questionnaire Structure (Generic clearance mapping)

COMPLAINT - Survey ScriptSurvey tem COMPLAIT - Response Chaices FEEDBACK - Survey ScriptSurvey tem FEEDBACK - Response Choices Comusponding Generic
[SURVEY SCRIPT: This survey is about your recent contact with the Consumer
[SURVEY SCRIPT: This survey is Protection > act with t
Sireas (CHPB) 10 ot  compiaimt,povide Jedpack], begiming on of oot [owe [Financial Protection Bureau (CFPB) to [submit a complaint, provide feedbackd,
eginning on or about [Date],
ves ves 552 Consumer
1 [pic you fsubmit a compaint,provide feedback] to the Consumer Financial Protection Bureau (CFPB) on| %2 2 [pid you [submita complaint,provide feedback] o the Consumer Financial res cation channels.
v about on [Datel? Jprotection Bureau (CFPB) on or about on [Date]?
{1 o, route consumer out of survey] {1, route consumer out of survey) restEea )
pdverisng Advertising
ough a news report or story Through a news report or story
el search Iternet search
78.2 How consumer learned
- Lend, famiy orcoleague Fiow cid you first hear about the Consumer Financial Protection Bureau? Friends, family or colleague £
5 [How did you fst hear about the Consumer Financial Protection Bureau? (sefect one) R g s 2 fsclecione) Aot sovamant about cea (Generic
ancil secesnstton Erancalsenies nstuion B
Consumer advocac Consumer advocacy gro
Section 1 Cocal iy inormaion services (311 ol fre ine) Local ity information servlces (31110l free line)
her: __[Open Tex Other: __{Open Test
it “anciher government agency” to item 2] If“another government agency” o ftem 2]
g oot fowar yourfrratoicomplan 1 CFPe? 3 Collect and forward your information/complaint to CFPB? Isub-question, No. 2 (see
oid the agency: (select one) Tell you o contact CFPB direc bid the agency: (select one) Tellyou 0 contact CFPB directy? above)
Toresolve an issue | was having dsfacti
Iy did you submit & complaint o CFPB? (select allthat apply) Forhdp aacno s compaforgnzaion | s g nsuo i 1y did you provide feedback to CFPB? (select all that apply) Towpothow iwmstested 92 Overal Satisfaction
T i omaton e 550 ) e Ty 4 T er G aboul misbehinior by companyine renciel - Coulpgef el
Toreport how 1 w
To i G apot o by a campanylive fnancialncusty To thank CFPB for assisting me Feedback Tab)
your complaint o e ow you expecting No hecks (Ganen: Ciearan
inventory, Foedback Tab)
0.2 Consumer - Referral
- ves ’ . ; " ves [Feedback Tab); see also
6 [oidyou ry to resoive your issue before you contacted CFPB: e 6 [pid you tryto resolve your issue before you contacted CFPB s e na o
[Form, OB Control No. 3170-
oo
Section 2
The ompany s g an e vt e company s g an sue v
I — Another gove Ifyes to tem 6] Anaiher gov agen: e
v Stte atomey. geuera\ (oice Stte atomey geuera\ s e e
6a Beter Business B 6ahere cid you try to resolve your isue before you contacied CFPB? (select | Better Busi g
ere did you try toresolve your issue before you contacted CFPB? (selectal that apply) B et ganization [here gy Sy o e sanizaion [Consumer Response Intake
[Form, OB Control No. 3170-
Private atorney Private attorney o
Other: __{Open Text Giver: " [Open Texq
Collctand send nformaion bout my ssue 0 e companyrganzaion
s he campary respond oy s 1.2 Overal Satistaction
4 [Wnen youfirst contacted CFPB, what did you expect CFPB would do for you? (select all that appl) o rose o [consumer expectation
Examine and investgate my ndividual case
Enlore aws and eguaions [Feedback Tab)
—[Open Text]
[SURVEY SCRIPT: Now think about you overall experience wih GEPB  the total time you were in [SURVEY SCRIPT: Now think aboutyour overall exprience with CFPS ~ the
ontact with CF total time you were in contact with
How satisfied are you with: How satisfied are you with
1 Notat al satified Lot alsated
2 Somewhat dissatsf 2 Somewhat dssais L2 overat satstaction -
S Nt saisaror gissatsfed S Notr satitqno disatsfed lconsumer ex
8 [vour overall experience with CFPB? 3 Neiher satfied 7 |Vour overall experience with CFPB? 3 Neither satisfid nor
5 Exremely satsfied 5 Extremely satisied [Feedback Tab)
0 (Dont know/Does not apply) 0 (@ont know/Does not apph)
LNotatal satisfied o 72 82,92, 212 cFPB
5 Nmmcv satsfednordisatiied S I
9 [The communications provided by CFPB? it s [
& Somentat s lor 21.2 (Generic Clearance
3 o Do o apph) RS
ISURVEY SCRIPT: Indicate how much you agree or disagree with the following statements: [SURVEY SCRIPT: Indicate how much you agres or disagree with the following
1 Strongly disagree 1 Strongy disagree 76.2 Consumer satistaction,
o 2 Disagree [Recommendatons o rends
Nt aree nor isaree § Neiheragre nor dsagree and family with s
10 [1would recommend GFP8 to frends and family. pos 8 f would recommend CFPB to friends and famiy. el
& Stonay are 5 Stongly agre (Clearance inventory,
= 3 ot knowiboes ot app) 3 ot Knowoes ot apph) [Feedback Tab)
1 Strongly disagree
2 Disagree 1.2 Overal Satistaction -
11 [Working with CFPB helped me achieve more than | could have on y own 3 horaer agree nordisagee NA o mectation
5 Strongly agree [Feedback Tab)
0 (Don' know/Does not apply)
1 Strongy disagree 1 Strongly disagree e Ty ——
2 Disagree 2 Disagree satisfaction,likelihood of
12 [Based on my experience, | would contact CFPB again ey agree nor disagree 9 [Based on my experience, | would contact CFPB again  Nepir agree nor dsagree future contact (Generic
5 Strongly agree 5 Strongly agre g:;’:'":;}‘b“") Exp
3 ot knonipoes ot app) 3 ot KnowDoes ot apph)
1 Stongly dagree
2 Disagre 1.2 Overall Satisfaction
13 [oFPB dd al it could do o assistme. 3 ter agoe o cisagres NA e
5 Strongly agres [Feedback Tab)
3 ot knonipoes ot app)
1Stongly dagree 1 Siong dagree
1.2 Overal Satisfaction
o, | fnancial products and services work Americans H Ngeunev agree nor disagree 10 [£EP8 makes cons products and ser H N;wher agree no disagree [consumer expectation
5 Strongly agres 5 Sirongly ag [Feedback Tab)
3 ot knonipoes ot app) 3 ot Knowoes ot apph)
ISURVEY SCRIPT: These next few questions are about the initial process to submit information for your [SURVEY SCRIPT: These next few questions are about the iniial process to
Jcomplaint or issue. submit your feedback.
inicate how much you agree or disagree with the following statements: indicate how much you agree or disagree with the following statements:
1 Strongly disagree 1 Strongly disagree 4.2 Al stakeholders,
2 Disagr 2 Disagree lcomplaint intake form, overall
3 Neither agree nor disagree 3 etrr agre no disagree satisfaction, allelements or
15 [submiting my complaint was simple and easy. e 11 fSubmiting my feedback was simple and easy. e i n
5 Strongly agree & Shoray care (Clearance nventory,
0 (Don't know/Does not apply) 0 (Don't k"DW/DUES not apply) [Feedback Tab)
1 Swongly disagree 1 Strongly disagree o o]
HE SO e
16 fetthe information | provided to CFPB was safe and secure. P o 12 | fet the information | provided to CFPB was safe and secure. il o specific elements; Also 842,
& Stonay agre 5 Stong e
3 ot knowiboes ot app) 3 ot Knowoes ot apph) erons Feetbaoe fab]
1Stongly dagree 4.2 Al stakeholders,
20
17  [cFPB made it lear what kind ofinformation would be required o submit my complaint 3 ”‘3‘"'5' agree nor disagree NiA
& SHomy agree Hearance iventory,
0 (Don' know/Does not apply) [Feedback Tab)
4.2 Al stakeholders,
To much nformation e
18 || thought the amount of information | had to provide was: (select one) Moutrght NA e Smares (aneio
i (Clearance nventory,
[Feedback Tab)
4.2 Al stakeholders,
Toolong lcomplaint intake form, overall
satisfaction, all elements
19 [ though the time ittook o provide my information was: (select one) About right NA e e Gerec
Too short Jrpecitc sloment
Fecaback Taby
[ PHONE COMPLAINT, present tems 20 - 221
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CFPB Call 0006 Consumer Satisfaction Survey - National Pilot Survey
Questionnaire Structure (Generic clearance mapping)

COMPLAINT - Survey Script/Survey ltem COMPLAINT - Response Choices FEEDBACK - Survey ScriptiSurvey ltem FEEDBACK - Response Choices D
ISURVEY SCRIPT: Indicate how much you agree or disagree with the following statements:
50.2 Phone, clarity of info
1 Strongly disagree relayed by CSR; 56.2 Phone,
2 Disagree Ihelpfulness of CSR;_57.2
20 [The CFPB phone representative provided clear information and answers. 3 Neither agree nor disagree NIA Faone fmanieclgshass)
5 Strongly agree of relevant info by CSR
0 (Don't KnowiDoes not apply)
[Fecdback Tab)
1 Swongly disagree
2 Disagre 5
1.2 Phone, Courteousness
21 [The CFPB phone represenaive was courteous. 3 opeer agree nor disagree NA
5 Srongly agree esde )
0 (Don't know/Does not apply)
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CFPB Call 0006 Consumer Satisfaction Survey - National Pilot Survey
9)

Questionnaire Structure (Gene

clearance mappi
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COMPLAINT - Survey ScriptSurvey item

COMPLAINT - Response Choices

FEEDBACK - Survey Script/Survey ltem

FEEDBACK - Response Choices

rresponding Gener
Clearance ltem

SURVEY SCRIPT: These next question is about th tme atter you submitted

Section 7.

Section 8

Section 9

47848501
011282021, 22:33:14

22 [The CFPB phone representative was helpful in guiding me through the submission process.

SURVEY SCRIPT: These next questions are about the time after you submitted a complaint to CFPB,
jhen information about your complaint was sent to the company for review and response.

indicate how much you agree or disagree with the following statements:

1 Strongly disagree

2 Disagree

3Netrer agree nor isagree
Agree

& SHonyagr
3 (Do KnowiDoes not apph)

feedback

indicate how much you agree or disagree with the following statement:

54.2 Phone, Obtain
Complaint assistance; s
Frone, hlprainess of CSR..

[Feedback Tab)

1 Strongly disagree.
2 Disagree

3 Neiher agree nor disagres

3 Sronay disagree
2Dis:

[23.2 Consumer

[communications, generally,

responsiveness,clarty of
information, clarity of "next

ISURVEY SCRIPT: These next few questions are about the company's response o your issue.

& Shongly agre
0 (DontknowiDees not apph)

25 [ceP ld me whatwouls hapen e submited my compiai. . —— gNwmww dsagree
ss«mng\y agre M S?"mg Istep" communications
3 @on knowiboes not apply) 8 @on knowboes not aply) (Generc Clear
25.2 Consumer
1 Strongly disagree lcommunications, generally,
2 Disagree responsiveness, carity of
. o - 3 Nettr ages nordisaree rmation, clarity of “next
2 ffom CFPB kept me adequately pdated after my complaintwas sent o the company. NiA e et
& SHomy agre dmeli
3 Dot knoniboes ot app) delivery (Generic Clearance
inventory, Feedback Tab)
Yes checked he s of my complinon CFPB's websic
Yescaled CFPB (o chec e siats of my compa 39.2 Consumer
. Yes, | checked the status of my complaint by mailfax lcommunication, Status
25 [oid you check the status of your complaint ith CFPB? (seect all hat apply) e o 2ty NiA [Checks (Generic Clearance
No, the status of my complain was provided directly to me by the company inventory, Feedback Tab)
No, I checked the status of my complain with a Congressiona office
i tem 25 is “Ves, | checked the status of my complaint on CFPE's websie",present ems 25a and 2507
NiA
ISURVEY SCRIPT: Indicate how much you agre or disagree with the following statements:
452 Consumer Poral, esseof
1 stongy gsagree use: 212 Con
2 Disagres icati urlsv B'ner:l'y
3 Neter Saree o disagree overai satstaction, mesting
25a.[CFPB's website gave me the informaion | needed about my complaint ithe NiA e
& Stongy gt [Availability of information
3 ot knonipoes ot app)
Feedback Tab)
1 Strongly disagree
2 Disagree
28 [ was easy to check th status of my complaint on CFPEs website 3 Neither agree nor disagree NiA Juse (Generic Clearance
A agee inventory, Feedback Tab)
0 (Dot know/Does not apply)
i tem 25 is "Yes, | called CFPB to check the status of my complaint”, present item 25¢:]
A
indicate how much you agree or disagree with the following statement:
rongly disagree 4.2 Phone, clarty of
1 Stongly disag information, clariy of “next
3 Naner agre ordsagres o picx =R
25c [The CFPB phone representative provided a clear descripton of the status of my complaint NiA [Phone, clarity of information,

[clarity of information relayed
neric Clearance
linventory, Feedback Tab)

SURVEY SCRIPT: These next few questions are about your dispute of the company's response to your
omplaint.

Agre:
& SHongy agre
3 @on Knowiboes notapply)

NA
indicate how much you agree or disagree with the following statements:
1 Swongly disagree 1.2 all offerings, overall
satisfaction, anticipating
26 [ had enough time to review the company's response to my complaint 3 hermer agree nordisagree NiA [consumer needs (Generic
[Clearance inventory,
Ssxmnmy agre g
3 @on Knowiboes ot apply) fresdbee b))
1 Strongly disagree
2 Disagree 25:2 consumer experience,
. & Netther agree nor disagree
27 [ was satisfied with the company's response to my complaint. e NA i s o
5 Stongy inventory, Feedback Tab)
3 @on Knowiboes notapply)
[27.2 Al offerings, consumer
1 Strongly disagree
A lexperience, i
28 [cFPB clearly communicated when my complaint was closed. 3 heither agree nor disagree NiA fout or f

r final di
lconsumer satisfaction

[Feedback Tab)

5 Strongly agree.
0 (Don't know/Does not apply)

NA
indicate how much you agree or disagree with the following statements:
1 wongly disagree 2 ceve compint
2Disagre onsumer
26 1had a good understanding ofwhat would ocur  disputed 3 Neter agree nor disagree NiA g esionion,
5 Sl agre
0 (Don't KHUW/DDES not apply) |Feedback Tab)
1 Strongly disagree 17 2 CFPB Complaint
2Disagre munication, Gonsumer
30  [was satstd vith the communications 1 eceived flom CEPB afe | disputed 2 Nether agre nor disagree N fesponsa pacinesstoston)

[Feedback Tab)

[SURVEY SCRIPT: CFPB publishes complaint data abou theissues consumers are submitting
lcomplaints about in a public database at http:/iwww.consumerfinance.gov.

[This database is updated nightly. Any information published is completely anonymous and does not
reveal any specific information about you or other consumers.

are submiting complaints about n  pubic Gaiabase
Ittp:/iwww.consumerfinance.g

IThis database is updated nightly. Any information published is completely

fanonymous and does not reveal any specific information about you or other

Colected and s issue to
Hade hecs ,y Tecpond oy et 2 overa satstacion
42 [What do you belleve i the most important thing CFPB id for you? (select all that apply) Resouod Ty SSUe - eat o A
Enforced laws and regulati
CFPB i nothing important for me [Feedback Tab)
Other __[Open Tex]
ISURVEY ScriPT: tthe

[1.2 Overall satisfaction,

cut ot manytmes i you eract i or instance, submitt
status, checked stalus on the website, elc.

34 fyour complaint was closed), a
. sentan

[Throughout the eniire time you worked with CFPB (from the time you first contacted CFPB to the time
b ed

Very mpor
& (ont kooniDoes not apply)

6-10 times.
More than 10 times

| ves u believe a complaint database like this could help consumers make Yes ipating
32 |00 you believe a complaint database like this could help consumers make betee financial decisions? | € 14 ooy believe 2 complay e 5
[Feedback Tab)
[1.2 Overall satisfaction,
[SURVEY SCRIPT: Indicate how much you agree or disagree with the following statement
[Feedback Tab)
1 Notat all important
2 Somewhat notimportan
33 [Howimportantis it o you that your complaint contributes to this public database? 3 Netter importantnor nimporant o

[39.2 Consumer

[Checks (Generic Clearance
jInventory, Feedback Tab)
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Email Fax Phone Postal Referral Web
283 2,688 20,820 21,663 72,450 146,607 264,511
0.11% 1.02% 7.87% 8.19% 27.39% 55.43%
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