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September 16,2004 

Attention: J d e r  J. Johnson 
Secretary, Board of Governors 

of the Federal Reserve System 
2 0 ~  Street and Constitution Avenue, N.W. 
Washington, DC 20551 

Law Division 
MAC N823S-048 
7WOMsta Drive 
Wen Des Moine3,lA 50263 
515 327-4291 
515 3274196 F&? 

VIA FACSIMILE 
(202) 452-3819 
AND REGULAR U. 

. -, ,* -a 
Cdi --, ', 

Re: Docket No. OP-1209 < A I - -, -" 
Study on Investigations of Disputed Consumer Information Reported to 
Consumer Repoaing Agencies 
(FACT Act Section 313@): Notice of Study and Request for laformation) 

Dear Ms. Johnson: 

Wells Fargo & Company aod its af6liates, including Wells Fargo Bank, N.A. (of which Wells 
Fargo Hume Mortgage is now a division) and Wells Fargo F h c i a l ,  kc .  (wllectively r e f d  
to hexrin as Wells Fargo"), appreciate the opportuuity to comment on the issues that are the 
subject of the Board's study and report to Congress regarding the investigation of disputed 
consumer information reported to Credit Reporting Agencies. Wells Fargo is a diversifid 
financial senioes company that owns and operates, among other thiogs, a national bank in 23 
Westan and Midwesfem states, the nation's leading retail mortgage lender and one of the 
nation's leading consumer finance companies. 

A. %?hat type of entity reports negative and/or positive infa~mation to a consumer reporting 
agemy and what type of entity does not report negative andlor positive information to a 
consumer reporting agency? If an entity does n o h o r t  information to a commer reparting 
agency, why not? 

The following divisions ofWells Fargo Bank, N.A. report both negative and positive information 
ta creditreportixrg agencies: (I) Home Mortgage; (2) Card Saioes; (3) Personal Credit 
Management; (4) Home Equity; (5) Auto Finance Oroup; (6) Private Client Savices and (7) 
~ducationFinanoia1 Services- Wells Pargo Financial, an &ate of Wells Fargo Bank, N A ,  
also morts both negative and positive information to credit reporting agencies. Finally, the 
~ e ~ o s i t s  division ofWells ~ a r &  Bank, N.A. also reports infoi&ti&6 ChexSystems (a 
"consumer reporting ag&")garding consumer deposit accounts; however, since this study - -  - .  - 
appears to foius primarily on disputes &d concerns Gth information reported to credit bureaus, 
Wells Fargo's comments contained in this letters will focus primarily on these issues 

B. Of all disputes received bythe furnisher, what percentage of the disputes or complaints 
comes through a consumer reporting agency? What percentage comes directly fIom 
consumers? What percatage comes ifom other sources @credit repair entities)? 
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Wells Fargo receives all credit bureau disputes either directly from a d t  reporting agency or 
directly or indirectly b r n  the consumer. The respective divisions and affiliates of Wells Fargo 
receive between .seventy-one percent (71%) and ninety-eight percent (98%) of all credit bureau 
disputes directly from oredit reporting agencies, whiIe between two percent (2%) and twenty- 
nine percent (29%) of all disputes are reoeived directly or indirectly from consumers. 

C. Do the answers to the questions below vary based on industry, size of entity, type of credit, 
or other characteristics? Are there any generalizations that can be made based on industry, 
size of entity, m e s  of credit, or other characteristics? 

Wells Fargo does not beliwe that the relative percentage of credit bureau disputes received 
directly from credit reporting agencies or directly or indirectIy &om consumers is based on 
industry, size of entity, type of wedit or other ohamobdstics. 

11. Disputes Communicated by Consumers Directly to Farnishers 

A. Does the furnisher provide an address for consumms to use if they want to dispute 
information directly with the fumishd If not, why? If an address is provided, how is the 
wnsuma informed about this address? 

Some divisions and aEIkte6 of Web Fargo Bank, N . k  do provide addresses to consumers who 
want to dispute i n f o d o n  directly with We& Fargo. In these instances, the addresses are 
fumistred 61 loan documents md &count bilkg statements. Other divisions and affiltates of 
Wells Fargo Bank, N.A. do not provide addresses to consumers in loan documents or billing 
statements. In these oases, the ktorner service departments for these divisions and &liates 
typically resolve disputes via telephone. In the event a dispute canuot be resolved telephonically, 
the customer service department ntwill W s h  an address to the customer for future written 
correspondenoe. Within the next several months, vistually aIl of these divisions and affiliates of 
Wells Fargo B&, N.A pian to begin fu&hing addresses ta consumers who want to dispute 
information directly with Wells Fargo. 

B. Regardless of whether an address is provided, what is the firmisher's process and timeline in 
h;mdling disputes and wrnplaints &t come directly from consumers? Under what 
circumstances do furnishers currently invffitimte disputes regarding information in a - 
consumer fib, based on a direct req&st of the cons&? 

- 

Wells Fargo will investigate a dispute based on a direct request from a consumer, When Wells 
Fargo receives a dispute directly limn a consumer, the general process for researching and 
resolving the dispute involves a review of the following: (1) coosumer name, address and social 
s d t y  numb% (2) consumer account numb=; (3) account payment bistory, (4) accmmt 
servicing notes and collectionnotes; (5) loan documents and (6) deferrd modification and 
extension history. WeUs Fargo's policy requires such disputes to be resolved within thjrEy (30) 
days. However, Wells Fargo is able to resolve a very bigh percentage of these disputes within 
two (2) business days. 
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C. Xs SUfIicient relevant information provided to the W e r  by the consumer? If not, what 
relevant information is often missing, and why'? If relevant information is lacking, how does 
the furnisher resolve the dispute? 

WelIs Fago ~~ that up to twenty-five percent (25%) of the disputes received directly from 
c o m e r s  do not contain sufhcient relevant information. It i s  diflicult to specify what relevant 
information is missinn in these instances, as this can vary from dispute to dispute. However, in 
these instances cons&s generally fail include suffikent d d -  as to whfthey believe a 
oarticular niece of d e r o ~ a t o ~  infamation is inaccurate. If a c o m e r  does not provide 
&kicient hformation to W&S Fargo to resolve a dispute, thm Wells Fatgo attempts to contact 
the c o m m a  to obtain the information necessary to resolve the dispute, 

D. What are the comumers' experiences in resolving a dispute where the furnisher provided an 
address? 

Wells Fargo does not believe that a furnisher's decision to provide an address to consumers for 
credit bureau disputes has a large impact on the consumer's experience in resolving the dispute. 
Rather, in most instances, consumers desire a prompt resolution of a dispute. 

E. What are conmuners' experiences in resolving disputes where the furnisher does not pmvide 
an address? How were the disputes resolved and what entity or person && fbrnk.her, 
wnsumer reporting agency, credit repair entity, legal representative, etc.) was instrumental in 
resolving the dispute? 

Wells Fargo does not believe that a furnisher's decision to not provide an address to consumers 
for credit bureau disputes has a large impact on the consumer's experience in resolving the 
dispute. many times a dispute can be resolved more q u a y  if the consumer contacts the 
famisher directly viatelephone. Again, in most instances, consumers ace most appreciative of a 
prompt resolution of a dispute. However, despite a prompt resolution, consumers can still feel 
fhstvded if the iimisher's m m h  indicates that. the derogatory information is being accmtely 
reported to a c o m e r  reporting agency. 

Other Furnisher Duties 

k How does the furnisher ensure that it complies with the applicable statutory requirements 
regarding the accuracy and completeness of info~mation it reports to the consumer reporting 
agency? 

To ensure compliance with FCRA requirements, Wells Fargo maintains written policies and 
procedures that address the credit bureau dispute reso,lutionpmcess. Wells Fargo also conducts 
paiodic audits and quality assurance reviews to validate compliance with statutoxyrequirements. 

B. What are the fw&herers procedures and timelines if it &ds the infomation is aot complete 
or accurate? 
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If Wells Fargo determines that information reported to a credit reporting agency is not complete 
and/or amrate, then Wells Fargo updates the incomplete information or corrects the inaccurate - 
idonnation within thirty (30) days. 

C. What are the furnisher's procedures and timelines for reporting idonnation that has been 
b t l y  disputed by a consumer? 

When Wells Fatgo receives a dispute directly ftom a consumer, the general process for 
researching and resolving the dispute involves a review of the following: (1) consumer name, 
address and social secutity number, (2) commnes a c c o ~ t  number, (3) accouut payment hisiov, 
(4) accouut servicing notes and collection notes; (5) loan documents and (6) d&al, 
moditication and atemion history. As a gmeral rule, disputes received directly from a 
c o m e r  are resolved within twenty (20) days. However, a very bigh percentage of these 
disputes are resolved within two (2) business days. 

D. What are the furnisher's procedures and timelines for reporting when a delinquency began on 
an account that has been placed for collection, charged oft; or subjected to similar action? 

With resueGt to accormts that have been ulaced for collection or c h a r d  off. Wells Fargo's 
policy is$. report the date of first &lin~uencY as the date of the com&ence&ent of the 
delinquency which immediately preceded the collection activity or charge-off transaction 

E. What are the furnisher's procedures and timelines for notifying a consumer reporting agency 
that a consumer has voluntatily closed a credit account with the furnisher? 

?he respeotive divisions and aBEates of Wells Fargo report voluntary credit account closures to 
consumer reporting agencies at the next regularly scheduled reporting period. 

F. What are c o m e r s '  experience with comrnunicatjng with furnishers, with the timing of the 
notice of dispute appea&g on. the credit report, or other matter related to haviqghe 
notice of dimute placed on the credit rewort when disuuted infomation continues to be 
reported but"withtha notice of the dispute? 

- 

Wells Fargo does not have any information on which to base an. opinion on c m e r s '  
experiences in this situation. However, Wells Fargo believes that, inmost instances, wnsuaers 
are appreciative of Wells Fago resolving a dispute before a oredit reporting agency has placed a 
notice of dispute on the consumer's credit report. 

G. What are consumers' experienceswia Wshers repoidng that credit accounts with the 
fumishers have been voluntarily closed? What is the time span between the consumer 
closing the account and information about the closure appearing on the credit report? 

Wells Fargo does not have any information on which to base an opinion on constuness' 
experiences in this situation. The respective divisions and affiliates of Wells Fargo report 
voluntary credit account closures to consumer reporting agencies at the next regularly scheduled 
reporting peziod. Wells Fargo i s  unable to opine on how long it may take a credit reporting 
agency to place this information on a consumer's credit report once it is received from Wells 
Fargc. 


