
~~~5 
- .3. A:<~ 

199~ jq7 
- CcfY ~ 



"Be-~5 
r,l I fl21.. 
,_jq(pfq7 

STATE OF SOliTH CAROLINA 

~fY 2 JIM Mll..ES P.O. BOX 11350 
COLUMBIA, SC 29211 I SECRETARY OF STATE 

October 15, 1997 

His Excellency, The Governor, and 
Members of the General Assembly of the 
State of South Carolina 

S. C. STATE U£3R.'\;?Y 
DEC 1 7 1997 

STATE DOCUMENTS 

It is with great pleasure that I transmit to you herewith the repon of this office for the fiscal year 
ended June 30, 1997. 

In determining our agency' s mission, objectives, and performance measures, we used several 
tools: Our mission is defined by the South Carolina Code and interpreted to the best of our 
knowledge and ability. Our objectives were determined by examining the areas that needed 
improvement, with an emphasis on the busiest areas in our agency. Finally, our performance was 
then measured by customer feedback which was gathered through comment cards available to our 
customers. 

The fiscal year 1996-1997 has been a very rewarding year for the Secretary of State ' s office. We 
have successfully continued to make improvements in our efficiency and service, and, as a result, 
have receiv ed many positive comments from our customers. Our quest for excellence will 
continue and we will pursue our goal of offering the same level of service as private industry. 

JIM Mll..ES 
Secretary of State 
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Fiscal Year 1996-1997 was the first year the Secretary of State's office operated without the 
Securities and Charities Divisions. Our focus changed considerably. We had to reevaluate our 
programs and goals to accommodate a smaller agency.- In order to rank our remaining programs, ·. A 

we focused on the busiest areas in our office, ranking them first. The rankings are as follows: 

Program: New Filings 
FY 91-92: FY 95-96: FY 96-97: 

Business Filings 
Corporations 7,744 23,264 26,551 
Uniform Commercial Code 45,982 47,723 47,856 

Notaries, Boards and Commissions 11,960 12,963 

Trademarks 780 553 

Employment Agencies 109 160 

Business Opportunities 52 61 

Our first and foremost goal in each program was customer satisfaction. To achieve this goal, 
several factors were essential to its success. Customers want pleasant, knowledgeable staff and 
efficient service. Therefore, our emphasis first needed be on our employees, ensuring that they 
demonstrated a high standard of performance and teamwork, and produced quality work. Our 
staff responded, and as a result, according to customer feedback, satisfaction with our service has 
been very positive and encouraging. 

These rankings are also evident by examining the programs from a budgetary standpoint. With a 
total budget of$922,000 for FY 96-97, Business Filings comprised 73%. Notaries, Boards, and 
Commissions were 18% ofthe budget, Administration at 4%, and Employment Agencies, 
Trademarks (including summons & complaints), Business Opportunities (including special 
purpose districts), each at 1% of the budget. 

The Secretary of State ' s office received this feedback from our customers by printing customer 
comment cards and mailing them to customers. The response was overwhelming, over 13%, 
considering that we did not put return postage on the card. The comment card had five questions 
as well as a space for writing additional comments. 
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Section 1: 
1. 
2. 
3. 
4. 
5. 

Speed of Service 
Attentiveness 
Special Request . 
Compare other Agencies 
Overall Rating 

-
-,.. · 

..-
71% rated this area as excellent 
66% rated this area as excellent 
68% rated this area as exc·ellent· 
71% rated this area as excellent 
69% rated this area as excellent 

.... 

Section 2: Comments: 69% of the comments were positive, 14% were negative, and 16% were 
mixed comments. 

Respondents were from out of state as well as South Carolina. In fact, 31% of respondents were 
from out of state. 17% were from the Upstate, 14% from the Pee Dee, 16% from the Low 
Country, and 23% from the Midlands. 

The comment cards were an excellent tool to gauge what our customers were pleased with, things 
that need a little more work, as well as any suggestions they may have. This survey was also 
completed at very little cost, $178.00. 

The basic purposes of the Secretary of State's office are defined by the South Carolina Code. 
The Secretary of State is the registrar of corporations, security interests under the U. C. C. , 
commissions, notaries, ratified acts, eleemosynary institutions, employment agencies, business 
opportunities, and all municipal charters in South Carolina. The Secretary of State is also the 
custodian of all Acts ratified each year by the General Assembly. 

Our most important duties in the Secretary of State's office are directly tied to the public, 
therefore, our most important mission is to provide outstanding service to those whom we serve. 
Our most important concern that has been a constant stumbling block in our success has been our 
computer system Operating on the budget of a small agency, computer problems and necessary 
upgrades can be a tremendous obstacle. 

The Secretary of State's office is unique in the fact that as the registrar of corporations, we come 
in contact with every corporation that does business in the state of South Carolina. Therefore, 
because we have contact with so much of the public, it is extremely important that we continually 
strive to improve upon on most important goal, customer satisfaction. 


