


This presentation and materials are for informational purposes only and are not 

an offer  nor do they constitute legal services of any kind. No third-party entity 

may rely upon anything contained herein when making legal and/or other 

determinations regarding any business practices. You should consult with an 

attorney prior to embarking upon any specific course of action.





Why Is Complaint Management 
So Important?
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Complaint Management
History 

• Complaint Management History 
• Creation of the Consumer Financial Protection Bureau 

(CFPB)
– Regulated entity defined  
– The role of title/settlement agents
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Lender Compliance Needs

• Third Party Service Providers
• Don’t forget the states - State Consumer Protection Laws
• Examples of Industry Actions

– American Land Title Association (ALTA) Best Practices
– Escrow Institute of California (EIC) Model Policies and 

Procedures



Defining a Complaint
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Suggested Consumer Complaint 
Definition for Title and Settlement 
Industry
• All criteria must be met to qualify as a consumer/customer 

complaint.

1. Submitted by or on behalf of a consumer/customer
2. Expresses verbal or written notice of poor service, 

dissatisfaction, non-compliance with the law, demand, 
discrimination, litigation (or threat thereof)

3. Relates to the agreed upon service that has been or is being 
provided

4. A response or resolution is explicitly or implicitly expected
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Example #1

• Settlement agent receives a letter from your state’s DOI 
representing a consumer who is upset, because they needed 
to bring more money to closing than was previously advised 
by the lender

• Audience poll - Is this a complaint?
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Identifying a Consumer Complaint

• Settlement agent receives a letter from your state’s DOI 
representing a consumer who is upset, because they needed 
to bring more money to closing than was previously advised 
by the lender

� Submitted by or on behalf of a consumer/customer
� Expresses verbal or written notice of poor service, 

dissatisfaction, non-compliance with the law, demand, 
discrimination, litigation (or threat thereof)

� Relates to the agreed upon service that has been or 
is being provided

� A response or resolution is explicitly or implicitly 
expected
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Example #2

• Call from buyer that their hazard/fire insurance company is 
telling them the premium was not paid - although it was 
collected and is on the Closing Statement.  They want their 
premium paid immediately. 

• Audience poll - Is this a complaint?
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Identifying a Consumer Complaint

• Call from buyer that their hazard/fire insurance company is 
telling them the premium was not paid - although it was 
collected and is on the Closing Statement.  They want their 
premium paid immediately. 

� Submitted by or on behalf of a consumer/customer
� Expresses verbal or written notice of poor service, 

dissatisfaction, non-compliance with the law, demand, 
discrimination, litigation (or threat thereof)

� Relates to the agreed upon service that has been or 
is being provided

� A response or resolution is explicitly or implicitly 
expected
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Example #3

• Lender sends a letter informing title agent that they have 
requested a title policy several times and as of today they 
have not received it.  They threaten legal action. 

• Audience poll - Is this a complaint?
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Identifying a Consumer Complaint

• Lender sends a letter informing title agent that they have 
requested a title policy several times and as of today they 
have not received it.  They threaten legal action. 

Submitted by or on behalf of a consumer/customer
� Expresses verbal or written notice of poor service, 

dissatisfaction, non-compliance with the law, demand, 
discrimination, litigation (or threat thereof)

� Relates to the agreed upon service that has been or 
is being provided

� A response or resolution is explicitly or implicitly 
expected



Title/Settlement Agents Written 
Policies and Procedure
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Put it in Writing

• Policies need to be in writing
• Procedures need to be in writing
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Exemplar of Policies
and Procedures
• Written Policy

– Company will accept consumer 
complaints regardless of source, record 
all complaints using our standard intake 
form, review and if validated route and 
assign a single point of contact, and 
provide an initial response within 2 
business days, and attempt to resolve 
complaints within 21 days, and record 
responses and track resolutions in a 
complaint log.

• Written Procedure Elements

– Complaint capture and intake form

• Standardized form

• Data to capture, respond, track 
and report

– Review

• Validate complaint meets definition

• Identify associated transaction

• Assignment of single point of 
contact

– Response 

• Timing for first response

• Personnel research and 
investigation, respond, address 
and/or resolve complaint

• Determine final 
response/resolution

– Logging and Tracking

• Record actions taken

• Record responses

• Record final response and 
resolution
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Assessment Ready Checklist

• Developed for managers to self assess their company 
readiness for a complaint management assessment or audit
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Resources and Samples

• Resources
– American Land Title Association

• http://alta.org/bestpractices/documents.cfm
– Escrow Institute of California

• http://www.escrowinstitute.org/2014/eic-model-
policies-procedures/

• Sample Policies and Procedures
– Most Title Insurance Underwriters
– Rizolv Template



Questions and Answers? 
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Thank You For Attending

• Materials will be available online:
– Recording Of Today’s Webinar
– Presentation Slides With Suggested Complaint Definition 
– Internal Complaint Management “Assessment Ready” 

Checklist
– Complaint Management Policies And Procedures 

Template


