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Records Schedule for the Program Records of the CFPB Office of Consumer Response- REVISED 4-30-2012 

Attachment to SF 115 

Consumer Fmancial Protection Bureau (CFPB), RG 587 

Division of the Chief Operatmg Officer - Office of Consumer Response 

Office of Consumer Response - Program Records Schedule 

Background Records created and received by this office relate to the mission-critical functions 
and the mtemal admm1strat1on of the Bureau reqmred for compliance with the govemmg 
prmciples of the Dodd-Frank Wall Street Reform and Consumer Protection Act of 2010 

1) Consumers are protected from unfair, deceptive, or abusive acts and practices and from 
discrimmation, 

2) Federal consumer financial law 1s enforced consistently without regard to the status of a 
person as a depository mstitution, and 

3) Markets for consumer financial products and services operate transparently and 
efficiently to fac1htate access and mnovation 

One of CFPB 's primary functions is to collect, assess and respond to consumer complamts 
regardmg certam financial products and services Currently, seven Federal agencies and 
numerous state agencies receive these complamts The Dodd-Frank Act directs CFPB to 
facilitate the centralized collection, momtoring and response to these complamts To support 
these miss10n-critical functions, the CFPB Office of the Chief Operatmg Officer, Office of 
Consumer Response (CR) creates and receives records and mformation m paper and electronic 
formats m the course of CFPB mteraction with consumers of financial products and financial 
mstitutions 

This records schedule con tams the program records of the Office of Consumer Response 
The records relatmg to the Consumer Response System (CRS) were submitted to NARA on a 
separate Request for Records Disposition Authority 

Item 1. Consumer Response and Complaint System Development Records 

Fmal policies/decisions on the creation of the Consumer Response Right Now system, 
mcludmg development, education, and marketmg mformatlon Records also mclude 
electromc system reqmrements documents, design documents, complamt types and 
mechamsm (product) launch schedules, correspondence, periodic workload reports, 
proJect plans, and other records related to the development and implementation of the CR 
Right Now system and services 

Disposition: TEMPORARY. Cut off at the end of each calendar year m which the final 
product has been completed Destroy/delete 10 years after cutoff or when no longer 
needed, whichever is later 
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Records Schedule for the Program Records of the CFPB Office of Consumer Response - REVISED 4-30-2012 

Item 2. Consumer Protection Research and Analysis Files 

Records associated with the research and analysis of ex1stmg, pendmg and emergmg 
consumer protection legislation and regulations, both state and federal, as 1t affects 
consumers, such as research and analysis used to mamtam and update the CRS/R1ght 
Now system 

Disposition: TEMPORARY. Cut off files at end of each calendar year m which activity 
has been completed Destroy/delete 5 years after cutoff or when superseded, whichever 1s 
later 

Item 3. Consumer Response Investigation Files 

Records created and received by Consumer Response mvestigators m the course 
of an mvestigat1on mto a consumer complamt Records mclude correspondence, 
commumcat1ons, financial documents and other records received from consumers, banks, 
and other regulators regardmg complamts 

Note: "Closed" 1s defined as the completion of the analys1s/mvest1gat1on of a consumer 
complamt and 1s also defined as the transfer of a case to the CFPB Office of Superv1s1on and 
Enforcement for superv1S1on or enforcement action 

a. Documents duplicated m the Consumer Response/Right Now System 

Records mclude correspondence, commumcat10ns, financial documents and other records 
received from consumers, banks, and other regulators collected m the course of resolvmg 
md1v1dual complamts and stored m the electromc system as part of the electromc case file 

Disposition: TEMPORARY. Cut off files at end of each calendar year m which the 
analys1s/mvestigation has been completed or closed by a transfer of the complamt Destroy/ 
delete 5 years after cutoff 

b Complamt population research and analysis records 

Research and analysis records contammg mformatlon on populations of complamts where 
the mformat10n 1s not created and mamtamed m the Consumer Response/Right Now system 
Records mclude but are not hm1ted to electromc mail messages and spreadsheets 

Disposition: TEMPORARY. Cut off files at the end of each calendar year m which the 
research/analysis has been completed Destroy/delete 5 years after cutoff 

Item 4. Routine Non-Complaint Consumer Correspondence 

Records mclude routme consumer correspondence or commumcations relatmg to an mqmry 
or feedback, 1 e , non-complamt related, where the correspondence or commumcation may be 
received from consumers or from CFPB offices and 1s either responded to by the Office of 
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Records Schedule for the Program Records of the CFPB Office of Consumer Response - REVISED 4-30-20 I 2 

Consumer Response or forwarded to the appropnate CFPB office for response 

Note: Consumer complamts pertammg to specific financial matters will be analyzed by the 
Office of Consumer Response for appropnate response and may be referred to Intake or other 
mternal CFPB offices as appropnate 

Disposition: TEMPORARY Cut off files at the end of each calendar year m which response 
has been completed by the Office of Consumer Response or the correspondence has been 
forwarded to the appropnate CFPB office for response Destroy/delete 3 years after cutoff 

Item 5. Employee Speeches, Presentations, and Training Program Records 

Speeches, presentations, trammg matenals and related records created by and for CRC 
employees m the course ofworkmg for the Consumer Response Center Records also mclude 
course announcements, curricula, lesson plans, trammg matenals, presentations, handouts, 
library materials, audiovisual aids, and course admmistratlon records such as registrations, 
enrollments, and course evaluations 

Disposition: TEMPORARY. Cut off files at the end of each calendar year m which act1v1ty has 
been completed Destroy/delete 5 years after cutoff or when superseded, whichever 1s later 

Item 6. Stakeholder Relations 

Correspondence and commurncat1ons with CFPB external stakeholders, mcludmg banks and 
financial comparnes Records mclude presentations to external stakeholders, stakeholder 
records and reports, user agreements with financial mst1tut1ons, process enhancements, 
recommendations, user decisions and feedback, live meetmgs and group trammg materials, and 
mmutes of meetmgs. (Note These are not the responses to consumer complamts from financial 
mstltutions ) 

Disposition: TEMPORARY. Cut off files at the end of each calendar year m which activity has 
been completed Destroy/delete 5 years after cutoff. 

Item 7. Data Analytics 

Records relatmg to data analysis, data reportmg prepared for external audiences, and records 
relatmg to data reportmg requirements Files may mclude wntten reports, spreadsheets, charts 
and graphs, aud1ov1sual presentations, or s1m1lar types of records, based on the nature of the 
report and reportmg requirements 

Disposition: TEMPORARY. Cut off files at the end of each calendar year m which activity has 
been completed Destroy/delete 5 years after cutoff 

Item 8. Quality Analysis and Control 
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Records Schedule for the Program Records of the CFPB Office of Consumer Response - REVISED 4-30-2012 

Records relatmg to quahty analysis planmng, call momtormg, and Tier III call escalation records 

Disposition: TEMPORARY. Cut off files at the end of each calendar year m which act1v1ty 
has been completed Destroy/delete 3 years after cutoff or when superseded/no longer needed, 
whichever 1s later 

Item 9. Attorney Workpapers 

Records relatmg to routme/non-Enforcement legal consultations or analysis conducted by or for 
Consumer Response. 

Disposition: TEMPORARY. Cut off files at the end of each calendar year m which act1V1ty has 
been completed Destroy/delete 5 years after cutoff or when superseded, whichever 1s later 

Item 10. Call Center Procedures Records 

Records consist of the call center scnpts, telephone operations mstructlons, and call center 
mstruct1ons for the associated with the Consumer Response/Right Now system. 

Disposition: TEMPORARY. Cut off files at the end of each calendar year m which document 1s 
finalized Destroy/delete 5 years after cutoff or when superseded, whichever 1s later 
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