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We're on your side

We are the Consumer Financial Protection Bureau, a
U.S. government agency that makes sure banks,
lenders, and other financial companies treat you fairly.
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STEP 1: DATA ACQUISITION AND
PREPARATION FOR TEXT ANALYTICS
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than the 2 % listed on the purchase and sales egreement. On the day of settlement, they changed the
emount to 2 % increasing my closing cost. There was never any change to the transfer tax amount
through the entire process.- s stating they were allowed to make this chenge.
On XXXX XXXX, 2015 | made contact wit+{| - Ooino Business As =s[
-hrough the web site XXXX. | agreed to apply for a mortgage to refinance my personal
residence. The mortgage terms were to be 30 year fixed at an interest rate of 3.375 %, origination fees
of {§350.00} and & 30 day rate lock. After multiple delays on their part, on XXXX XXXX, 2015, two days
prior to closing, they informed me that instead of paying origination fees of {$350.00} as originally stated
in the Good Faith Estimate ( GFE ) dated XXXX XXXX, 2015, if | wanted the loan at the original terms
| would have to pay origination fees of {$2700.00} as a rate lock extension charge. When | pointed out
that the bulk of the delays were on their side and that on two occasions | was told by

representatives thet if | was timely in my production of documents | would not have to
pay for a rate lock extension, | was told by XXXX XXXX, XXXX XXXX XXXX, to take it or leave it.
Given thet rates had increased 84 % from the 3.375 % to eround 4.0 % in the intervening 67 days
and the XXXX is assumed to start raising rates in XXXX, | could do nothing but take it and pay the
increase in fees.
On XXXX XXXX 2014 | asked for a8 GFE and they gave me Closing Costs Worksheet with Estimated
Closing Costs of almost XXXX and an interest rate of XXXX for 180 months. After that, they sentme a
lerter dated XXXX XXXX 2014 with additionel closing costs totaling XXXX. | then spoke to XXXX XXXX
and XXXX XXXX and XXXX assured me of the XXXX if the appraisal comes in okay. XXXX also
acknowledged that the property was & duplex. On XXXX XXXX 2014, the settlement statement ( HUD-1)
showed XXXX due for closing costs that | rolled into my loan, which originally was XXXX less discounts
ended up being XXXX. | ended up closing the loan due to the amount of time that had passed.

I Refi " XXXX loans XXXXVA, XoOXFHA with | :'o: g the funds ststed in

Frequency
3

(8]

AAN/\ /NN

Apr2015

May2015

Jun2015 Jul2015
DATE_RECIEVED

Aug2015

Sep2015




Before After

Initial TIL disclosure + Good Faith Estimate Loan Estimate

S N - B y
pedteinaiatumrestat ety . ot § 4 Sy T ANN
e [r——— -—— =
— ppas o~
~ e = = T Loan Estimate
— S e ¥ ST e ———— = ioas
= —— = - - —
e L . Y ot b Mo e
w—s + - to— = 0 2 5 oo
T e e —— L b
— —— — — - e —
= ——— - — - T
[Er—
— w ol —————— o=
— — = N =
o e — o [ v————
- [ - e
-
[,
. [reeer—
-——-u-.lll !
- [hr—
v
—— e
—_—lm
e
=
[ —
— ey
== T —
P ——
-

I Bl
RS Tageyemn
[y e

B
-

View these two forms as a PDF @ View the Loan Estimate as a PDF @
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ISSUE

B Account opening, closing, or management

B Deposits and withdrawals

B Problems caused by my funds being low
Using a debit or ATM card

B Loan servicing, payments, escrow account

B Making/receiving payments, sending money

I Managing the loan or lease
B Other




All Response Hierarchy > Closed with monetary relief
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B Creditcerd
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ISSUE

M Billing disputes
B Late fee
B Other

Closing/Cancelling account
B Account opening, closing, or management
B Managing the loan or lease
B Payoff process
B Transaction issue
B Communication tactics

Customer service / Customer relations

B Other
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DISCUSSION

« Widely applicable methodology
« 500+ rows, target variable associated to the text

* Tip lines, surveys, medical encounters, peer
reviews, intelligence

« \Who should care?
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