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HIGHLIGHTS

The bank must pay a $9 million civil penalty to the CFPB.

The bank neither admitted nor denied the allegations but must develop a compliance plan to
ensure its credit card account management complies with the Truth in Lending Act and
Regulation Z.

CASE SUMMARY

The CFPB settled a lawsuit originally filed in January 2020 against a large national bank, claiming it
violated the Truth in Lending Act and its implementing Regulation Z, as well as the Consumer Financial
Protection Act, by allegedly failing to investigate and resolve billing error notices and claims of
unauthorized use while servicing credit card accounts. The CFPB also alleged the bank failed to
properly credit consumer credit card accounts when unauthorized use and billing errors occurred, and
failed to provide credit counseling disclosures required by Regulation Z. If a person reports a billing error
or fraud regarding a credit card account, the Truth in Lending Act requires the credit card issuer to
investigate the allegations, send certain notifications to the individual, and, when claims are valid, refund
the error or fraud amount.

Specifically, the Bureau alleged the bank failed to reasonably investigate and resolve billing error notices
and claims of unauthorized use of credit cards by automatically denying such claims if they did not
include a fraud affidavit, failed to credit consumers' accounts for fees and finance charges resulting
from the unauthorized use of credit cards and billing errors, failed to provide consumers with
appropriate disclosures of the denial of billing error notices, and failed to disclose required credit
counseling information to consumers.

The bank did not admit or deny these allegations. To resolve the lawsuit, it agreed to a five-year consent
order requiring the bank to create a compliance plan to ensure its credit card account management
complies with the Truth in Lending Act and Regulation Z, as well as pay a $9 million civil penalty. The
bank also agreed to an injunction requiring itto implement policies and procedures to ensure the proper
handling of billing error notices and unauthorized use claims, prohibit employees from requiring
consumers to complete a fraud affidavit in support of a credit card claim, ensure proper refunds of fees
or finance charges are made upon finding any billing error notice or unauthorized use claim to be valid,
with such refunds to be calculated from the date of the error or unauthorized use. The bank further

https://www.hudsoncook.com/attorney/michael-goodman/
https://www.hudsoncook.com/attorney/erik-kosa/


with such refunds to be calculated from the date of the error or unauthorized use. The bank further
agreed to ensure consumers who call the bank's toll-free number seeking credit counseling are given
proper referrals to credit counseling services.

RESOURCES:

You can review all of the relevant court filings and press releases at the CFPB's Enforcement page.
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provided both by attorneys with Hudson Cook, LLP, and by other outside authors, for information
purposes only. Hudson Cook, LLP, does not warrant the accuracy or completeness of the content, and
has no duty to correct or update information contained on its website. The views and opinions
contained in the content provided on the Hudson Cook, LLP, website do not constitute the views and
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Cook, LLP. For legal advice on a matter, one should seek the advice of counsel.

SUBSCRIBE TO INSIGHTS 

https://www.consumerfinance.gov/enforcement/actions/citizens-bank/
https://files.consumerfinance.gov/f/documents/cfpb_citizens-bank_complaint_2020-01.pdf
https://files.consumerfinance.gov/f/documents/cfpb_citizens-bank_proposed-final-stipulated-judgment-order_2023-05.pdf
https://www.consumerfinance.gov/about-us/newsroom/cfpb-action-require-citizens-bank-pay-9-million-unlawful-credit-card-servicing/
https://www.hudsoncook.com/insights-subscribe.cfm
https://www.hudsoncook.com/insights-subscribe.cfm


Hudson Cook, LLP is a national law firm 

representing the financial services 

industry in compliance, privacy, litigation, 

regulatory and enforcement matters.

7037 Ridge Road, Suite 300, Hanover, Maryland 21076 
410.684.3200

hudsoncook.com

© Hudson Cook, LLP. All rights reserved. Privacy Policy  |  Legal Notice  
Attorney Advertising: Prior Results Do Not Guarantee a Similar Outcome


