
If you try a new restaurant and have 
a disappointing experience, you can 
speak up to your server, the chef or the 
owner. But what happens when a per-
son has a complaint about something 
more substantial than too much pepper 
in his paprikash—like the complex pro-
cess of buying a home? As a member 
of the real estate industry, do you know 
what the government now expects your 
company to do to respond effectively to 
consumer complaints and inquiries? 

Most settlement service providers 
have their own internal procedures for 
handling consumer concerns—and 
obviously, those companies that pride 
themselves on providing excellent 
service to home buyers and sellers 
respond more effectively than others. 
As Dick Reass, founder of RynohLive, 
puts it: “It’s always been about know-
ing what you had to do, and doing it. 
Other than underwriting procedures, 
this industry really hasn’t had any stan-
dard operating procedure for handling 
complaints.”

And consumers, of course, have their 
own ways of conflict resolution, such 
as lodging a formal complaint on a 
company’s website, contacting the 
Better Business Bureau (BBB) or even 
“Yelping” or taking to social media to 
gather support and incite response. 
Sometimes, companies respond. Oth-
er times, they respond slowly.

And often times, they don’t respond at 
all. That’s what the Consumer Financial 
Protection Bureau (CFPB) found in a 
recent examination of consumer com-
plaints about financial institutions, and 
now it’s on a mission to change things, 
one complaint at a time. Last summer, 
the CFPB—the bureau established 
by Congress to protect consumers by 

EASING THE PAIN OF COMPLAINTS
CFPB issues minimum standards for handling of consumer disputes— 
does your company’s procedure pass muster?

“Innovation distinguishes between a 
leader and a follower.”

- Steve Jobs
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‘BIG AND SMALL, WE 
PROTECT THEM ALL’
RynohLive announces 
227-percent growth
RynohLive announced this month that the company 
monitored more financial transactions in 2013 than 
the last four years combined.  In line with this expo-
nential growth, RynohLive will also soon launch a new 
website designed to showcase its five software mod-
ules and provide customers multiple access points to 
engage with RynohLive’s client service team.

RynohLive managed its 1-millionth closing and pro-
tected more than $250 billion in real estate transac-
tions as of October 2013, according to Richard M. 
Reass, the company’s CEO and founder. Last year, 
RynohLive was lauded by the U.S. Federal Bureau of 
Investigation when it identified and prevented a mal-
ware attack on a Virginia Beach, Va., title insurance 
agency that could have resulted in a $2-million loss.

“In fact, there are seven companies that are only in 
business today because they had RynohLive protect-
ing their escrow accounts,” Reass notes.

With clients in 44 states —ranging from small firms 
that close five transactions per month to national 
agencies that close several thousand transactions 
per month—RynohLive’s largest client processed 
$1.9 billion in real estate transactions in December 
2013, Reass adds.

“Big and small, we protect them all,” he says.

During the month of February, RynohLive surveyed 
our clients and asked them to share with us how our 
solution has made a difference in their company...and 
the response was overwhelming!  We received 155 
responses and learned firsthand how RynohLive has 
saved them time and money.  Below are the responses 
to two of the survey questions.

RYNOHLIVE CLIENTS 
SHARE THEIR LOVE

RYNOHLIVE...  
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carrying out federal consumer financial laws—released its 
Summer 2013 Supervisory Highlights, a two-year review of 
consumer complaints, including problems involving mortgage 
servicing practices at banks and lenders. Notably, this report 
found that more than 70,000 complaints in its database—more 
than half of the total complaints it received—involved mortgag-
es in some way. 

Many of the complaints involved loan servicing and payments, 
which of course happened to raise eyebrows at the CFPB, a 
bureau that is laser-focused on cases in which banks admit 
fault and give monetary relief to customers. And because the 
Dodd-Frank Act bestowed upon the CFPB the responsibility to 
adopt specific mortgage rules, the bureau has stepped up to 
the plate with the launch of a database consumers can use to 
file complaints.

But hoping to cut down on the filing of formal complaints, the 
CFPB has also released regulations requiring companies to 
establish procedures to track, handle, investigate and resolve 
consumer inquiries, disputes and complaints. A “supervised 
entity” at the company must collect information from consum-
ers, organize it, retain it and use it as part of a compliance 
management system. A standard complaint intake form must 
Include the following: customer contact information, date, de-
tailed transaction information, a description of the complaint 

and a summary of the consumer’s expected resolution. Com-
panies should assign a single point of contact for the consum-
er, and notify that person who will be responding to his or her 
complaint. Companies must then keep a log of the complaint 
as things progress. And oh, one more thing—all of this has to 
be in writing. Be prepared to document!

In addition to the CFPB’s regulations, there are many things 
companies can do to address consumer complaints, such as 
training your staff to be better listeners and refraining from 
judging a consumer’s experience, Reass says. 

“If you show a customer that you have worked hard to under-
stand the problem and resolve it expeditiously, they will return. 
You will always have more repeat customers if you handle a 
problem well, than if you don’t handle it at all,” he says.

But to take just one more step in a positive direction, Reass 
says RynohLive will be using Rizolv, a software platform from 
First American Professional Real Estate Services that cap-
tures consumer complaints and assigns them a single point 
of contact. Accessible to RynohLive’s clients via a “customer 
feedback” link on the company’s website, the service will meet 
the CFPB’s regulatory demands while providing customers 
with an easy way to resolve potential disputes.

“Every company gets complaints, but it’s how you handle them 
that matters,” Reass notes. “Rizolv will help us handle com-
plaints in an efficient, proactive manner.”

With more than a half-century of real 
estate experience, Francine D’Elia 
Wirsching, founder of Community 
First Abstract in Blue Bell, Pa., prides 
herself on being an independent 
title insurance agent and “deliver-
ing exceptional service and peace 
of mind to every client, every time.” 
Based in a 6,000-person town, Com-
munity First Abstract closes about 30 
transactions a month and has never 
had an alliance with any real estate 
or lending entity. Says Francine, a li-
censed title insurance agent in both 
Pennsylvania and New Jersey who 
also currently serves as president 
of the Pennsylvania Land Title As-
sociation: “I like to say that we don’t 
have competitors, but colleagues 
who are all trying the best they can 
in an ever-changing regulatory envi-
ronment,” Francine tells us. “There is 
enough business for everyone, and 

as long as you are ‘earning’ the busi-
ness by being hands-on, proactive 
and competent, you will retain your 
client base.”

Francine recently answered some 
questions about her RynohLive expe-
rience.

When did you first become a Rynoh-
Live customer, and why?

Francine: July 2013; we were seeking 
client peace of mind. With our busy 
schedules, RynohLive’s automatic up-
loads to the bank mean we don’t have 
to worry about not being in the office 
to do that. In addition, the reconcilia-
tion feature is a huge timesaver, and 
we set alerts to make sure key checks 
such as payoff and insurance premi-
ums do not go uncashed.

How does RynohLive address your 
concerns regarding financial trans-
actions? 

Francine: My main concern is keep-
ing other people’s money safe and 
secure. With RynohLive’s automatic, 
multiple-times-a-day Positive Pay up-
dates to the bank and all the reporting 
modules, I can definitely concentrate 
on what we do best—making sure our 
clients receive a positive experience. 
At the end of the day, they, too, have 
the peace of mind that no one will be 
knocking on their door saying, “get out 
of my house!” RynohLive is not a luxu-
ry—it’s a necessity!
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