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Chapter 1 Introduction 

[Sample Client] is committed to the highest standards of federal consumer compliance and requires all 

management, employees, and third-party vendors to follow these policies and adhere to these 

standards. 

1.1  Goals and Objectives 

The standards set out in this policy represent minimum requirements based on applicable legal and 

regulatory guidance and apply throughout [Sample Client]’s operations.  These requirements are 

intended to prevent [Sample Client], its employees, and third-party vendors from violating federal 

regulations related to mortgage banking and consumer compliance with respect to the Telemarketing 

and Consumer Fraud and Abuse Prevention Act. 

1.2 Required Review 

[Sample Client] requires this policy be reviewed no less than annually.  The review will include the 

compliance of this policy with current law, regulation or directive, the procedural implementation of 

this policy within the then-current scope of [Sample Client]’s business lines and operations, internal or 

external audit results received during the previous year, and then-current industry trends or regulatory 

guidance. 

1.3 Applicability 

The purpose of this policy is to implement consumer protection mechanisms as required by the United 

States statutes and related federal regulations administered by the Consumer Financial Protection 

Bureau (CFPB) and other prudential regulators as identified by the CFPB including the Board of 

Governors of the Federal Reserve System (FRS), the Federal Deposit Insurance Corporation (FDIC), the 

National Credit Union Administration (NCUA), and the Office of the Comptroller of the Currency (OCC). 

Wherever state or local regulations overlap and are stricter than the requirements set out in this 

policy, the more conservative approach will be applied.  If any applicable laws or prudential regulator 

requirements conflict with this policy, [Sample Client] must consult with the appropriate legal counsel 

to resolve the conflict and to set forth [Sample Client]’s policies and procedures for compliance.  
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Chapter 3 Staff and Training 

[Sample Client] requires initial and ongoing training for all management and staff concerning this 

policy, other related policies, and underlying laws and regulations.  

Training may be conducted in a variety of settings utilizing any established education modality.  

Regardless the method of training delivery, all training must include the following:  

• Presentation of the subject material oriented for the adult learner 

• An assessment of the learner to validate command of the subject matter with a minimum passing 

grade of 70% 

• A completion certificate documenting satisfactory completion of the required training  

[Sample Client] must maintain adequate records of this training program including the following: 

• A description of all training programs 

• Evidence of attendance and satisfactory completion for each employee subject to this policy  

• Management response relative to additional training, reassignment or other responses for those 

employees who may not have achieved a passing grade on the assessment and/or were not issued 

a completion certificate 

3.1 Ongoing Training 

All [Sample Client] employees will receive annual training commensurate with their job functions to 

ensure current knowledge of this policy and the underlying laws and regulations which may impact 

[Sample Client] and the current state of law, regulation, and industry best practices.  

At a minimum, annual training should address the following requirements as covered in this policy:  

• [Sample Client]’s policies and any changes within the last year  

• The laws and regulations underlying this and other policies including, but not limited to, the 

following: 

o Availability of Funds and Collection of Checks and Regulation CC 

o Electronic Fund Transfer Act (EFTA) Regulation E 

o Electronic Signatures in Global and National Commerce Act (E-Sign Act) 

o Telemarketing and Consumer Fraud and Abuse Prevention Act 

o Telemarketing Sales Rule (TSR) 

o Telephone Consumer Protection Act (TCPA) 

o Truth in Lending Act (TILA) Regulation Z 
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Chapter 5 Telemarketing Sales Rule Policy Practices 

Telemarketing is an effective way to conduct sales activities and in doing so, [Sample Client] institutes 

policies and practices to prevent fraudulent, deceptive, and abusive practices.  These policies and 

practices include but are not limited to the following: 

• Zero participation in a pattern of unsolicited telephone calls which the reasonable consumer

would consider coercive or abusive of such consumer ’s right to privacy.

• Adherence to restrictions on the hours of the day and night when unsolicited telephone calls

can be made to consumers.

• Promptly and clearly disclosing to the person receiving the call that the purpose of the call is to

sell goods or services and making such other disclosures, including the nature and price of the

goods and services.

5.1 Required Telemarketing Acts or Practices 

5.1.1 Disclosure 

[Sample Client] requires employees engaged in telemarketing activities to clearly disclose the following 

material information before the customer consents to pay for goods or services: 

• The total costs to purchase, receive, or use, and the quantity of, any goods or services that are

the subject of the sales offer1

• All material restrictions, limitations, or conditions to purchase, receive, or use the goods or

services that are the subject of the sales offer

• A statement of all material terms and conditions of any policy under which refunds,

cancellations, exchanges, or repurchases are not allowed, if applicable

• The specific amount for which the customer is liable for any goods or services represented to

protect, insure, or otherwise limit a customer ’s liability in the event of unauthorized use of the

customer’s credit card

• If the offer includes a negative option feature, all material terms and conditions of the negative

option feature, including, but not limited to, the fact that the customer ’s account will be

charged unless the customer takes an affirmative action to avoid the charges, the dates the

1 For offers of consumer credit products subject to the Truth in Lending Act, 15 U.S.C. 1601 et seq., and Regulation Z, 12 CFR 
226, compliance with the disclosure requirements under the Truth in Lending Act and Regulation Z constitutes compliance 
with §310.3(a)(1)(i) of the rule. 
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Chapter 8 National Do Not Call Registry 

It is a violation of the rule for [Sample Client] or any telemarketer on behalf of [Sample Client], to 

initiate, or cause any telemarketer to initiate, an outbound telephone call to any person whose 

telephone number is within a given area code unless [Sample Client] first pays the annual fee required 

by §310.8(c).  This fee, which  may be paid directly or through another person, is for access to 

telephone numbers within a given area code that are included in the National Do Not Call Registry 

maintained by the FTC under §310.4(b)(1)(iii)(B) which governs abusive telemarketing practices.  An 

exception to the payment of the required fee applies only if [Sample Client] initiates, or causes a 

telemarketer to initiate, calls to persons solely as permitted under an exception for a written express 

authorization or established relationship and [Sample Client] does not access the National Do Not Call 

Registry for any other purpose. 
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