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AskCFPB Program Overview



Getting to FIX is key

Consumer Needs and Mindsets



Ask CFPB Overview

 Objectives
• Provide just-in-time help and make CFPB a trusted source for 

Americans facing imminent financial situations.
• Meet consumers where they are and provide clear, impartial and 

action-oriented guidance or resources at the right time.

 Stakeholders
o External:

• Consumers who are experiencing moments of financial crisis or 
confusion.

• 82.4% of traffic comes from search engines (compared to 63.1% for 
cf.gov).

o Internal:
 CTO | D&D | EDA | Bureau-wide SMEs |CR



Background

 719 articles across 12 financial subjects as of 7/31/24 available in English and 
Spanish.

 As the Bureau’s flagship financial education product, it served 11.5 million 
visitors and 16.8 million pageviews in the past year (as of 5/30/24).

Served 61.6 million visitors since launch.
 500+ articles are being reused by CR Call Center associates.

 Routine review and rapid response processes established to keep the content 
accurate, timely and authoritative .

 Focused on content consolidation and optimization to enhance easier access 
and minimize unnecessary duplications and consumer confusion. 

Non-decisional. For internal discussion.  



Performance Highlights

Non-decisional. For internal discussion.  

▪ Overall performance
▪ Ask CFPB accounted for 54% of the top 100 and 44% of the top 25 

webpages on cf.gov and contributes 26% of the total web traffic.
▪ 97 out of the top 100 Ask CFPB pages have achieved either  “position 

zero” (featured snippets at the top of search engine results pages),  
1st, or 2nd spot on search engine results pages

▪ Content Updates
▪ Total # of questions went down by 37% while # of visitors increased 

by 30% in FY23.
▪ Content newer than 2020 increased to 91% as of 4/30/24.

▪ Schema implementation 
▪ 154 schemas (97 English and  57 Spanish) have been applied to Ask 

CFPB pages 



Traffic to Ask CFPB increases while the number of Ask 
CFPB pages goes down
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Content newer than 2020 increased to 88% in 
2024 (as of end of March*)
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Ask CFPB’s share of all CF.gov traffic has been increasing
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Traffic to Ask CFPB from search engines (organic) has 
increased faster than other channels
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Ask CFPB Traffic Patterns
 Top 200 pages are accounted for 85% of the total traffic and top 300 for 92%.

Non-decisional. For internal discussion.  
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Non-decisional. For internal discussion.  



Non-decisional. For internal discussion.  



Non-decisional. For internal discussion.  



Ask CFPB Content Inventory FY24

OFFICE OF FINANCIAL EDUCATION FOR INTERNAL USE ONLY



Overall Strategy

Content 
optimization

Process 
improvement

UX 
enhancements

Non-decisional. For internal discussion.  



Focuses and Priorities

 Optimization and content prioritization
SEO, Schema, Share of Voice

 Process improvement for operational efficiency
• Workflow management

• Potential system integration

 User research to enhance overall UX
• Better understand search and navigation behavior via 

usability testing, search log analysis & other tools

• Explore options  Money Topic Portals for better user 
engagement

• Resurrect user satisfaction survey

Non-decisional. For internal discussion.  



▪ Search Generative Experience (GSE)

 Impact on SEO & challenges
 Reduced Click-Through Rates (CTRs)

 Evolving search engine algorithms

 Evolving search behavior and increased competition

 AI-driven financial fraud and scams

Shift from SEO to GSE: Impact and Challenges
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FAQ References for Competitive Analysis

https://www.helpwithmybank.gov/index.html
https://www.canada.ca/en/services/finance.html

https://www.bankofamerica.com/help/overview/

https://www.nintendo.com/us/switch/faq/
https://www.airbnb.com/help
https://www.zappos.com/general-questions
https://answers.microsoft.com/en-us/page/faq

https://www.helpwithmybank.gov/index.html
https://www.canada.ca/en/services/finance.html
https://www.bankofamerica.com/help/overview/
https://www.nintendo.com/us/switch/faq/
https://www.airbnb.com/help
https://www.zappos.com/general-questions
https://answers.microsoft.com/en-us/page/faq


Non-decisional. For internal discussion.  

Ask CFPB Content Inventory



Routine Content Review Process

Non-decisional. For internal discussion.  



 Anchor links

https://www.consumerfinance.gov/consumer-tools/auto-
loans/#anchor_getting-an-auto-loan_3b41b6d394ee46

 Long list of things 
https://www.consumerfinance.gov/ask-cfpb/what-are-
some-common-types-of-scams-en-2092/

 Downloadable links

https://www.consumerfinance.gov/ask-cfpb/what-
should-i-do-when-a-debt-collector-contacts-me-en-1695/

AskCFPB Page Type Examples (1/2)
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- 314 - https://www.consumerfinance.gov/ask-cfpb/how-do-i-dispute-an-error-
on-my-credit-report-en-314/ - This is an example of a “How To” question.

- 1229 - https://www.consumerfinance.gov/ask-cfpb/does-requesting-my-credit-
report-hurt-my-credit-score-en-1229/ - This is an example of a “Know your 
rights” question.

- 117 - https://www.consumerfinance.gov/ask-cfpb/what-is-a-conventional-loan-
en-117/ - This is an example of a “Basics” question, that is also a straightforward 
question primarily answered by the snippet, with a minimal “answer” portion. 

- 31 - https://www.consumerfinance.gov/ask-cfpb/what-do-i-do-if-i-think-i-have-
been-a-victim-of-identity-theft-en-31/ - This is an example of a “Common 
Issues” question.

- 1791 - https://www.consumerfinance.gov/ask-cfpb/what-is-a-debt-to-income-
ratio-en-1791/ - This is an example of a question that provides a platform for our 
video content.

AskCFPB Page Type Examples (2/2)
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