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Section I -- Executive Summary 
 
1. Mission and Values   
 
The mission of the Office of Regulatory Staff (ORS) is to represent the public interest in utility 
regulation by balancing the concerns of the using and consuming public, the financial integrity of public 
utilities, and the economic development of South Carolina. 
 
Fundamental to the success of the agency are these basic values: 
 
Integrity. We uphold the law in every action and interaction necessary to the regulation of public 
utilities. 
Impartiality.  We abide by our legislative mandate of impartiality as we strive to represent all facets of 
the public interest. 
Responsiveness.  We respond to all requirements, requests, and concerns with a sense of urgency and 
efficiency. 
Respect.  We respect the individual contributions of our employees and empower them to attain their 
professional and personal potential. We respect the consumers, public utilities, and regulatory bodies 
with whom we interact. 
Professionalism. We uphold the highest standards of professionalism in our conduct, our work ethic, 
and our interactions with utilities, regulatory bodies, and the using and consuming public. 
Innovation. We are innovative in the way we conduct our work, solve problems, and address 
challenges. We strive to exceed the status quo in all we do. 
Excellence.  Above all, we remain committed to excellence in our work, in our attitudes, and in our 
dealings with utilities, regulatory bodies, and the using and consuming public. 
 
2. Highlights of Major Achievements from the Past Year  
 
Note: These achievements were recognized by the S.C. General Assembly in concurrent 
resolutions (H.4285 and S.936) issued on June 14, 2005. 
 
Administrative: 
 

♦ Acquired, equipped, and furnished office space within budgetary requirements; hired an 
outstanding staff of 60. 

♦ Created a comprehensive website, an agency mission statement and values, and an agency logo. 
♦ Established office procedures, began work on an agency strategic plan, and on a collaborative IT 

plan with the Public Service Commission (PSC).   
♦ Automated process to provide decals and certificates to transportation carriers, resulting in a cost 

savings of approximately $10,000 annually. 
♦ Assumed the administration of programs and funds formerly with the PSC – Telephone 

Equipment Distribution Program, closed captioning, and Lifeline program; Universal Service 
Fund (USF), Interim Local Exchange Carrier fund, and Telephone Relay Service (TRS) fund. 
These funds combined exceeded $52,000,000 in fiscal year 2004/2005. 
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♦ Based on the LAC’s report of the USF while under the administration of the PSC, the ORS (as 
the new fund administrator) began establishing procedures and systems to resolve the issues 
outlined in the LAC report as well as other administrative issues beyond the scope of the report. 

♦ Established a contract to create auditable books and records for the USF program from its 
inception to December 31, 2004, when the program was under the management of the PSC.  
Also, began the RFP process for obtaining the services of an auditing firm for a third-party audit 
of the USF program. 

♦ Expanded the reach of the Lifeline and Link-up programs under the BellSouth settlement 
agreement to provide Lifeline benefits to qualified customers up to 125% of the poverty level.  
Secured two new full-time positions to promote and administer the Lifeline program.  

♦ Established an open communication line, with regular reporting, to the State Regulation of 
Public Utilities Review Committee. 

♦ Developed open lines of communication with the media, evidenced by television and print media 
coverage as well as frequent inquiries from media outlets. 

♦ Established working relationships with the regulated utilities and the PSC within parameters 
specified by Act 175. 

 
Regulatory: 

 
♦ Consumer Services.  From July 26, 2004 (date on which the ORS acquired consumer complaint 

jurisdiction) through June 30, 2005, the Consumer Services Division of the ORS handled 
approximately 3,924 consumer complaints and inquiries and has saved consumers approximately 
$323,183 via the investigation of complaints. 

♦ Chesnee Telephone Company.  Facilitated the development of a mutual telecommunications 
traffic agreement between Chesnee Telephone Co. and KMC Telecommunications.  As a result 
of these collective efforts, Chesnee customers maintained their local calling status into the 
Spartanburg area. 

♦ Graniteville.  ORS rail inspectors were among the first on the scene at the January 7th accident 
and continue to play a key role in the ongoing investigation by the National Transportation 
Safety Board (NTSB).   

♦ Electric and Gas Service Disconnection Agreement.  Achieved consensus among all 
jurisdictional electric and gas utilities to adopt an interim disconnection policy for the remainder 
of the ’05 winter season that supplemented what is required under current law.  An agreement in 
principle has been reached which provides for additional safeguards for special needs customers. 

♦ SCE&G Fuel Case Settlement.  Initiated and facilitated a settlement of all issues in SCE&G’s 
annual review of base rates for fuel costs.  Although there will still be an increase in the fuel 
factor, the settlement will save industrial and commercial customers approximately $12.5 million 
and residential customers approximately $6.5 million in aggregate electric charges, compared to 
the requested increase, for the 12-month period beginning May 1, 2005. 

♦ Progress Energy Fuel Case Settlement.  Facilitated a settlement of all the issues in the Progress 
Energy (CP&L) fuel case to reach an agreement that will reduce the annual increase to 
residential customers by approximately $13,000,000; to commercial customers by approximately 
$11,000,000; and to large industrial customers by approximately $20,000,000.   

♦ Chem Nuclear Settlement.  Played a key role in achieving a settlement of the Chem Nuclear 
cost recovery application before the PSC.   
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♦ Collaboration with the Department of Health and Environmental Control (DHEC). 
Established a collaborative process with DHEC to coordinate efforts for bringing companies into 
compliance with both PSC and DHEC regulations and, when necessary, to find solutions for 
non-compliant utilities. 

 
3. Key Strategic Goals for the Present and Future Years 
 

♦ Represent the public interest with integrity and impartiality by balancing the concerns of all 
stakeholders. 

♦ Monitor utility compliance with rules, regulations, and statutes. 
♦ Operate the ORS with professional excellence. 
♦ Develop and maintain productive and trusting relationships through communication with all 

stakeholders. 
 
4. Opportunities and Barriers That May Affect the Agency’s Success in Fulfilling Its Mission and 
Achieving Its Strategic Goals 
 
Opportunities: 
 

♦ Balance all aspects of the public interest in utility regulation – consumers, public utilities, and 
economic development of the state. 

♦ Develop and maintain mutually beneficial alliances with other governmental agencies and 
organizations for both policy and administrative matters.  

♦ Maximize efficient use of publicly funded resources by aligning with other public agencies or 
organizations to streamline services and consolidate databases. 

♦ Offer online accessibility to customers and stakeholders for needed services. 
♦ Make policy recommendations to state lawmakers and advocate for needed changes to state 

regulations or laws. 
♦ Monitor federal laws and regulations as they relate to the state’s regulatory environment. 
♦ Increase staff expertise in regulatory and technical matters through training and sharing of best 

practices. 
♦ Provide leadership opportunities as an integral part of ongoing staff retention and development.  

 
Barriers: 
 

♦ Meet the staffing challenge of devoting the necessary time and expertise to explore possible 
collaborative initiatives with other public organizations that share similar customer-base 
attributes. 

♦ Identify the expertise and embrace the appropriate technology to develop a robust database(s) 
that can be shared by the ORS, the PSC, and (possibly) other pertinent organizations.  

♦ Identify the expertise and embrace the appropriate technology to provide an interactive interface 
for customers and stakeholders via the agency Internet site. 

♦ Increase the regulatory and technical expertise of ORS staff through training. 
♦ Meet the challenge of monitoring federal statutory and regulatory developments in the various 

utility industries as they relate to the state’s regulatory environment. 
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♦ Meet the challenge of monitoring statutory and regulatory developments at the state level and 
advocating for needed changes to state regulations or laws. 

 
5. Use of Accountability Report to Improve Organizational Performance 
 
As a new agency, the ORS will use the Accountability Report in tandem with the agency’s strategic plan 
to set baseline measures, establish parameters for organizational performance, and measurably gauge 
overall progress in fulfilling the organization’s mission and objectives.  The Accountability Report will 
become an integral tool for the ORS to use in a continuous improvement effort involving input from 
agency staff, the State Regulation of Public Utilities Review Committee, and the South Carolina 
Legislature. 
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Section II –  Business Overview  
 

1. Number of Employees. At the end of FY 05, the ORS had 69 full-time employees. 
 

2. Operation Locations.  The ORS is located at 1441 Main Street in Columbia, South Carolina, in 
the former First Union building. The agency occupies the third floor and a portion of the fourth 
floor. 

 
3. Expenditures/Appropriations Chart. 

 
                                  Base Budget Expenditures and Appropriations 
 

 03-04 Actual Expenditures 04-05 Actual Expenditures 05-06 Appropriations Act 
 
Major B  
Categories 

 
Total Funds 

 
General Funds 

 
Total Funds 

 
General Funds 

 
Total Funds 

 
General Funds 

 
Personal Service 

 
$0 

 
$0 

 
$2,012,217 

 
$0 

 
$4,142,764 

 
$0 

 
Other Operating 

 
$0 

 
$0 

 
$1,173,575 

 
$0 

 
$1,037,525 

 
$0 

 
Special Items 

 
$0 

 
$0 

 
$1,806,430 

 
$0 

 
$2,500,000 

 
$0 

Permanent 
Improvements 

 
$0 

 
$0 

 
$0 

 
$0 

 
$0 

 
$0 

 
Case Services 

 
$0 

 
$0 

 
$0 

 
$0 

 
$0 

 
$0 

Distributions 
to Subdivisions 

 
$0 

 
$0 

 
$0 

 
$0 

 
$0 

 
$0 

 
Fringe Benefits 

 
$0 

 
$0 

 
$533,409 

 
$0 

 
$1,165,125 

 
$0 

 
Non-recurring 

 
$0 

 
$0 

 
$0 

 
$0 

 
$0 

 
$0 

Total $0 $0 $5,525,631 $0 $8,845,414 $0 
 
 

                     Other Expenditures 
 

Sources of Funds 03-04 Actual Expenditures 04-05 Actual Expenditures 
 
 
Supplemental Bills 

 
 
0$ 

 
 
$0 

 
 
Capital Reserve Funds 

 
 
$0 

 
 
$0 

 
 
Bonds 

 
 
$0 

 
 
$0 
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4. Major Program Areas Chart   
 

Program Major Program Area FY 03-04 FY 04-05 Key Cross  
Number Purpose Budget Expenditures Budget Expenditures References for  
and Title (Brief)             Financial Results*  

I.  Legal  

-To represent ORS and the public in 
legal proceedings before the Public 
Service Commission                                      
-To provide legal services to ORS 

State:     State:     7.2-4, 7.2-5  
Federal:    Federal:       
Other: 0.00    Other: 482,720.00       
Total: 0.00    Total: 482,720.00       

% of Total Budget: 0% % of Total Budget: 9%    

II. Support Services 

-To provide customer service to 
consumers of transportation companies 
and regulated utilities                                               
-To perform audits of regulated utilities  

State:     State:     7.1-1, 7.1-2, 7.2-1  
Federal:    Federal:       
Other: 0.00    Other: 986,470.00       
Total: 0.00    Total: 986,470.00       

% of Total Budget: 0% % of Total Budget: 18%    

III. Telecommunications, 
Transportation, 
Water/Wastewater 

-To ensure safety of State railways           
-To monitor regulated 
telecommuncations, water and 
wastewater utilities and transportation 
carriers                                                                          

State:     State:     7.2-2, 7.2-3, 7.2-4,   
Federal:    Federal:    7.2-6, 7.2-7, 7.2-10   
Other: 0.00    Other: 1,077,687.00    7.2-11  
Total: 0.00    Total: 1,077,687.00       

% of Total Budget: 0% % of Total Budget: 19%    

IV. Utilities, Electric and 
Gas 

-To ensure safety of gas pipelines            
-To monitor regulated electric and gas  
utilities                                                             

State:     State:     7.2-4, 7.2-5, 7.2-9  
Federal:    Federal:       
Other: 0.00    Other: 504,826.00       
Total: 0.00    Total: 504,826.00       

% of Total Budget: 0% % of Total Budget: 9%    

I.  Dual Party 
-To regulate a statewide program to 
provide access to basic phone service 
for the hearing and speech impaired 

State:     State:     7.2-8  
Federal:    Federal:       
Other: 0.00    Other: 1,806,430.00       
Total: 0.00    Total: 1,806,430.00       

% of Total Budget: 0% % of Total Budget: 33%    
Below:  List any programs not included above and show the remainder of expenditures by source of funds.      

Executive Director and Administration 

 
 
 
 

 Remainder of Expenditures: State:     State:       
   Federal:    Federal:      
   Other: 0.00    Other: 667,565.00      
   Total: 0.00    Total: 667,565.00      
   % of Total Budget: 0% % of Total Budget: 12%   
*  Key Cross-References are a link to the Category 7 - Business Results.  These References provide a Chart number that is included in the 7th section of this document. 
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5. Key Customer Segments Linked to Key Services 
 
Prior to Act 175 of 2004, the PSC handled all aspects of utility regulation.  The creation of the ORS by 
Act 175 provided a revised structure for addressing the public interest that clearly separates the 
adjudicative function (which remains with the PSC) from the investigative, legal, prosecutorial, and 
educational roles necessary to utility regulation that are now within the purview of the ORS. 
 
Specifically, the ORS has sole responsibility for the inspection, auditing, and examination of public 
utilities.  The agency must be considered a party of record in all filings, applications, or proceedings 
before the PSC.  

The ORS is charged with representing the public interest of South Carolina in utility regulation for the 
major utility industries – electric, natural gas, telecommunications, water/wastewater, and transportation 
– before the PSC, the court system, the S.C. General Assembly, and federal regulatory bodies.  The ORS 
also has responsibility for railroad safety and natural gas pipeline safety in South Carolina. 

Key Customer Segments: 

Act 175 defines public interest as a balance among three essential components, which serve as the key 
customer segments of the ORS: 

1) concerns of the using and consuming public  

2) financial integrity of public utilities and  

3) economic development of South Carolina 

 

Key Services: 

The ORS serves these key customer segments by providing the following:  
 

♦ In legal matters ~ 
o Filing testimony 
o Providing staff witnesses 
o Securing expert witnesses, as necessary 
o Conducting formal mediations/arbitrations 
o Initiating/mediating settlement agreements  
o Conducting audits -- On-site audits, business audits, management audits, and prudence 

audits 
o Conducting studies of purchase practices and other operating procedures 

 
♦ In consumer issues ~ 

o Educating consumers of public utility services 
o Investigating and resolving complaints and inquiries 
o Informally mediating consumer complaints 
o Providing on-site equipment testing 
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o Administering funding for assistance programs like Lifeline and Link-up, Sprint Relay 
Center, Telecommunications Relay Service, and Telephone Equipment Distribution 
Program 

 
♦ In safety matters ~ 

o Inspecting the state’s railroad system 
o Monitoring natural gas pipeline safety 
o In collaboration with other state agencies, monitoring safety issues in transportation and 

water/wastewater 
 

♦ In policy matters ~ 
o Monitoring regulatory and statutory developments at the state and federal levels 
o Developing and advocating policy positions that represent the public interest with state 

and federal lawmaking and regulatory bodies 
 

♦ In economic development matters ~ 
o Providing input on utility facility siting and on certifications of public convenience and 

necessity 
o Providing input on certain territorial matters involving utilities 
o Reviewing and making recommendations regarding utility-filed industrial economic rate 

incentives 
 
 

6. Key Stakeholders (other than customers) 
 
Taxpayers and the general public; S.C. General Assembly; S.C. Public Service Commission; affiliated 
state agencies; ORS employees; attorneys appearing before the PSC; the media 
 
7. Key Suppliers 
 
S.C. Budget and Control Board; State Regulation of Public Utilities Review Committee; federal 
regulatory agencies; affiliated state agencies 
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8. Organizational Structure 
 
 

 
Executive Director

Chief of Staff
 

Legal
 

Telecom, Transportation, 
Water/Wastewater

 

Electric and Natural Gas
 

Auditing
 

Consumer Services
 

 Internal Operations
 

Finance
 

 
Water/Wastewater

 
Telecommunication

 
Transportation 

Information 
Technology

 

                        
Human Resources 

 

                             
Water/Wastewater 

Audits
 

                      
Electric Utility 

Audits  
 

                
Telecom  and 
Transportation 

Audits
 
                        

Gas Utility 
Audits

 

Gas Utility
 

                             
Electric  Utility

 

Information Services
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Section III – Elements of Malcolm Baldrige 
Award Criteria 
 
1.0 Leadership 
 
The leadership team of the Office of Regulatory Staff consists of the Executive Director, the Chief of 
Staff, and a management team of eight individuals who report directly to the Chief of Staff. 
 

1.1 How do senior leaders set, deploy, and ensure two-way communication for: 
 

A. Short- and Long-term Direction.  The ORS works closely with the State Regulation of Public 
Utilities Review Committee to establish the agency’s long-term goals, objectives, and performance 
measures. As these directions are set, senior management communicates expectations with staff 
via departmental staff meetings, emails, and the office policy manual. Since the ORS just 
completed its first year of operation, management found it particularly important to document 
policies and procedures as they developed. 

 
B. Performance Expectations.  Agency performance measures were established as part of the ORS 

strategic plan and are to be reviewed annually by the State Regulation of Public Utilities Review 
Committee.  In addition, performance measures are set as part of individual staff members’ EPMS 
planning stages. Supervisors are responsible for monitoring and evaluating these measures through 
a review process for actual performance.  

 
C. Organizational Values.  The agency’s strategic planning process is based upon the foundation of 

values identified by senior management during the agency’s first few months of existence. These 
values (listed earlier in this document) are the touchstones by which the ORS measures its conduct 
and its success. 

 
D. Empowerment and Innovation.  To encourage open communication, senior management 

employs an open door policy for all ORS employees. ORS employees at all levels are encouraged 
to identify any opportunities or barriers they encounter with regard to achieving individual and 
agency objectives. The ORS encourages employees to take initiative and to solve problems. The 
management team supports process review and redesign and supports the efforts of staff to try new 
approaches. 

 
E. Organizational and Employee Learning.  The ORS spent its first year amassing a very talented 

cadre of professionals. During the agency’s first year, many of these professionals attended 
regulatory training workshops – such as regulatory boot camps and rate schools sponsored by the 
National Association of Regulatory Utility Commissioners (NARUC), environmental conferences 
sponsored by the American Waterworks Association and the Water Environment Association, and 
others. 
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Weekly managers’ meetings and weekly departmental staff meetings provide forums for 
communicating legal and policy updates, key agency or governmental decisions, program 
enhancements, and other information critical to the operation of the agency. 

 
F. Ethical Behavior.  Integrity is the watchword for all ORS operations. As stated in the agency 

values, “We uphold the law in every action and interaction necessary to the regulation of public 
utilities.” Senior management communicates this high standard through positive examples of 
agency leadership and by adhering to and modeling agency policies and procedures. State OHR 
core policies are incorporated into the agency policy manual and are carried out via standard 
operating practices at all levels of the agency. In addition, all ORS staff are required to 
participate in 6 hours annually of ethics training. 

 
1.2 How do senior leaders establish and promote a focus on customers and other stakeholders? 

 
By virtue of the ORS mission, the public interest is always the focus of the agency’s intentions, 
decisions, and actions. Senior leadership models open lines of communication with diverse agency 
customers and stakeholders. In its first year, the ORS created several customer-oriented 
communication and feedback mechanisms and will continue to create more in the coming year. A few 
examples accomplished in the past year were: an agency web site dedicated to informing and 
communicating with customers and stakeholders – this web site includes a comprehensive section 
dedicated to consumer issues as well as an online consumer complaint/inquiry form; a collaborative 
partnership with the PSC to coordinate Information Technology (IT) efforts; a focus group with 
attorneys who appear before the PSC to gain input on what would constitute beneficial IT 
enhancements to them; and a quarterly newsletter sent to regulated motor carriers. 

 
1.3 How do senior leaders maintain fiscal, legal, and regulatory accountability? 

 
Agency senior leaders are responsible for monitoring and maintaining accountability in all agency 
operations for both state and federal regulations through continuous review of operations, ongoing 
legal consultation, continuous contacts with accountability personnel from other regulatory agencies 
(state and federal), attention to high standards of operation, and implementation of accountability 
systems through technology. 
 
Management worked with other state offices to implement the GAFRS accounting system and the 
Human Resources Information System to assist in maintaining and reporting accountability on the 
fiscal level. Senior leaders also worked with other state agencies to ensure compliance with other state 
guidelines and laws. 

 
 

1.4 What key performance measures are regularly reviewed by your senior leaders? 
 

Categories of key performance measures are utility compliance data, cost effectiveness of programs 
and services, case management review and evaluation, audit and compliance reviews, tracking of 
utilities’ financial health, customer satisfaction data, strategic plan review and evaluation, EPMS data, 
budgetary and financial data, and personnel management data.  
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 As a new agency, the ORS has not been in existence long enough to have longitudinal data for some 
performance measures. Nonetheless, processes for regularly reviewing and adjusting performance 
measures have been established by senior management and communicated to all levels of the 
organization. 
 
1.5 How do senior leaders use organizational performance review findings and employee 

feedback to improve their own leadership effectiveness and the effectiveness of management 
throughout the organization? 

 
The ORS senior management team has set in place a continual review process with performance 
findings that is designed to evaluate effectiveness and efficiency in all programmatic and operational 
aspects of the agency. This continual review process involves an open exchange of communication 
between the senior leadership and all levels of agency staff. Performance measures at the 
division/department level are designed to incorporate significant data that pertain specifically to the 
program(s) housed there. Agency-wide data is incorporated into the overall agency’s performance 
measures. 
 
1.6 How does the organization address the current and potential impact on the public of its 

products, programs, services, facilities and operations, including associated risks? 
 

The activities of the ORS are driven by a concern to balance the three aspects of public interest that the 
agency is charged to represent in utility regulation – the using and consuming public, the financial 
integrity of public utilities, and the economic development of South Carolina. Current information on 
relevant rules, regulations, and laws is disseminated to appropriate staff members throughout the 
agency. The ORS seeks professional assistance of other state agencies, federal agencies, or consultants 
in areas that require expertise beyond the agency staff. Key agency staff conduct on-site audits, 
business audits, management audits, rate impact analyses, and other fact-finding endeavors. With 
regard specifically to pleadings by regulated utilities before the PSC, the potential effect on each facet 
of the public interest is part of the consideration of findings that the ORS reviews in making its 
recommendations to the PSC. 
 
1.7 How does senior leadership set and communicate key organizational priorities for 

improvement? 
 

The agency’s newly begun strategic planning process is the mechanism by which most of the 
organization’s key priorities for improvement will be set, gauged, and adjusted as necessary. In 
addition to the strategic planning process, senior management also employs the use of meetings of 
stakeholder groups, observations of programs and facilities, program reviews, staff reviews, formal 
and informal communication with staff, EPMS reviews, and other two-way feedback mechanisms. 
 
1.8 How does senior leadership and the agency actively support and strengthen the community? 

 
Currently, the senior leadership team determines areas of emphasis for professional civic involvement 
based on the fact that the ORS is new and must spread the word about its role and the services it can 
provide. Consequently, management has proactively sought opportunities for public speaking to 
inform stakeholders about the ORS. Presentations to civic and professional clubs around the state have 
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heightened public awareness of the agency. Additional community awareness activities, particularly 
with regard to consumer-oriented services, are being planned for the coming year. 
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2.0 Strategic Planning  
 
 
 

Program 
Number 
and Title 

Supported Agency Related FY 04-05 Key Cross 
 Strategic Planning  Key Agency References for 

Goal/Objective Action Plan/Initiative(s) 
Performance 
Measures* 

Agency 
Wide 

Represent the public interest with 
integrity and impartiality by balancing the 
concerns of all stakeholders. 

1  Ensure quality service at fair pricing  2 Represent 
the public interest 

7.1-2, 7.2-4, 7.2-5, 7.2-
11, 7.5 

Agency 
Wide 

Monitor utility compliance with rules, 
regulations and statutes. 

1 Audit utility activity  2 Inspect facilities  3 Monitor 
compliance 

7.2-1, 7.2-2, 7.2-3, 7.2-
6, 7.2-7, 7.2-8, 7.2-9, 

7.2-10 

Agency 
Wide 

Operate the ORS with professional 
excellence. 

1 Operate in compliance with state guidelines  2 
Operate efficiently 7.3, 7.4, 7.5 

Agency 
Wide 

Develop and maintain productive and 
trusting relationships through 
communication with all stakeholders 

1 Reduce the average response time to respond to 
customers 7.1, 7.1-1 

 
 
*  Key Cross-References are a link to the Category 7 - Business Results.  These References provide a Chart number that is included in 
the 7th section of this document. 
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2.1 What is your strategic planning process, including KEY participants, and how does it 

account for: 
 

A. Customer Needs and Expectations. The Office of Regulatory Staff employs a three-year strategic 
planning process. During the first few months of operation as a new agency, the ORS senior 
management team developed a mission statement and organizational values which became the 
basis of its prototype strategic plan. Using that foundation, a larger management team participated 
in a deliberative process with an outside consultant to identify the actual elements of the plan. 
From that process, a structure of strategies and initiatives – categorized by core goals and 
prioritized using time frames for completion -- was established. As of this writing, the ORS is 
finalizing the draft of its strategic plan. 
 
The ORS senior management team comprises the key participants in the strategic planning 
process. Looking ahead, senior management envisions the strategic planning cycle to flow 
annually as follows: 

a. Quarterly reviews of the strategic plan by senior management in which needs of the 
agency’s customer base are discussed 

b. Early spring – surveys of stakeholders and customers, both internal and external to the 
agency, to assess their needs and priorities  

c. Annual planning session in mid-to-late spring to realign the plan 
d. Creation of the following fiscal year’s projected budget, based on priorities and needs 

identified in the strategic plan, to be submitted to the Budget Office 
 

B. Financial, Regulatory, Societal, and Other Potential Risks. The agency’s intention is to develop 
and review cost-benefit analyses for initiatives, as appropriate, as we move into the second and 
third years of this first three-year strategic planning cycle. 
 
Regulatory changes could have an impact on the plan, and modifications will be made as needed to 
incorporate required changes. In addition, changes in the environment, regulated utilities, or 
consumer base may also affect the plan. If necessary, the agency will review and modify the plan. 

  
C. Human Resource Capabilities and Needs. In the strategic planning process, staffing patterns are 

analyzed to ensure that staff receives appropriate training and that succession planning is 
accomplished. 

 
D. Operational Capabilities and Needs. Financial, technological, and human resource needs of the 

agency are discussed and reflected in the strategic planning process. 
 

E. Supplier/Contractor/Partner Capabilities and Needs. The needs of customers and stakeholders, 
identification of gaps in programs or services, and the relevance of these to the agency mission are 
identified and discussed in the strategic planning process. 

 
2.2 What are your key strategic objectives? 
 

See Section 2.0 Strategic Planning Chart.  
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2.3 What are your key action plans/initiatives? 
 

 See Section 2.0 Strategic Planning Chart.  
 

2.4 How do you develop and track action plans that address your key strategic objectives? 
 

As initiatives are implemented, those responsible for each initiative will collect both quantitative 
and qualitative information (as applicable) regarding the efficacy of the initiative, its continued 
relevance to the agency mission, the tracking of resources used in its implementation, and so forth. 
These variables will be reviewed during quarterly strategic planning meetings and, based on these 
quarterly assessments, the strategic plan will be realigned during the annual planning process held 
in the spring. 

 
2.5 How do you communicate and deploy your strategic objectives, action plans, and 

performance measures? 
 

Implementation of strategic objectives, actions plans, and related performance measures will be 
discussed at weekly senior management meetings, weekly departmental staff meetings, quarterly 
strategic plan meetings, and the annual strategic planning meeting. In addition, efforts are being 
made to include achievement of strategic objectives, actions plans, and performance measures in 
the annual EPMS performance appraisals of staff at all levels of the agency. 

 
2.6 If the agency’s strategic plan is available to the public through the agency’s Internet 

homepage, please provide an address for that plan on the web site. 
 

As noted under Section 2.1A, the ORS is currently finalizing the draft of its strategic plan. 
Therefore, the plan is not yet posted on the ORS Internet web site. 
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3.0 Customer Focus 
 

3.1 How do you determine who your customers are and what their key requirements are? 
 
The customers of the ORS and their key requirements are determined according to the agency’s 
enabling legislation, which defines customer groups as facets of the public interest: 1) concerns of the 
using and consuming public 2) financial integrity of public utilities and 3) economic development of 
South Carolina. The ORS meets the key requirements of these customer segments by fulfilling the 
investigative, legal, prosecutorial and educational roles necessary to utility regulation. 
 
3.2 How do you keep your listening and learning methods current with changing 
customer/business needs? 
 
The ORS employs several means of keeping current with changing customer/business needs. The 
agency and its staff are affiliated with professional regulatory organizations such as the National 
Association of Regulatory Utility Commissioners (NARUC). These professional affiliations provide a 
forum for sharing best practices among regulatory agencies and identifying consumer trends 
nationwide and regionally. 
 
On the state level, the ORS collaborates with other state agencies to keep abreast of new technology in 
the provision of services to its customers. The agency also makes full use of its web site as an 
interactive tool with customers and stakeholders. The site provides email links to staff, and an online 
consumer complaint/inquiry form is accessible throughout the site.  The ORS has conducted focus 
groups, attended community meetings, distributed newsletters, and engaged in other efforts that allow 
for a sharing of information with its customer base. 
 
3.3 How do you use information from customers/stakeholders to keep services relevant and 
provide for continuous improvement? 
 
As a new agency, the ORS is in the process of collecting, analyzing, and reviewing data in order to 
establish benchmark measures for the agency to help guide its future direction. Collection and analysis 
of information is conducted at the agency, division, and departmental levels. Updates on ongoing 
initiatives and development of techniques to respond to changing customer needs are components of 
staff meetings at all levels. 
 
The ORS Consumer Services Division records all consumer contacts in its tracking system by type of 
utility industry and by category of complaint/inquiry. Review and analysis of this data allows the ORS 
to identify patterns in consumer issues that may need to be addressed with regulated utility companies. 
 
The ORS also obtains input from the regulated utilities and their representatives with regard to the 
utility industry environment and its impact on the utilities and their customers. 
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3.4 How do you measure customer/stakeholder satisfaction? 
 
The ORS already has in place some qualitative and quantitative means of measuring 
customer/stakeholder satisfaction, and the agency has plans to develop more for the future. Current 
means include analyzing patterns in consumer complaints via the Consumer Services tracking system; 
conducting focus groups with stakeholders (i.e., one was held this spring with attorneys who practice 
before the PSC); and having meetings and discussions with key stakeholder and customer groups such 
as consumer groups, regulated utilities, and legislators. 
 
3.5 How do you build positive relationships with customers and stakeholders? Indicate any key 
distinctions between different customer groups? 
 
Building positive relationships is a top priority item for the senior management of the ORS. While the 
specific method used may vary depending on the type of customer/stakeholder group, the end result is 
the same – that of developing rapport, trust, and open lines of communication. Examples include: 
 

♦ Online access to ORS staff for consumers and stakeholders via the ORS web site 
♦ Online ability to submit consumer complaints and inquiries to the ORS  
♦ Online consumer education information 
♦ Online publication of or links to regulated utilities’ schedules of tariffs 
♦ Online links to PSC for docket, hearing agenda, and other information 
♦ Online posting of news releases for media and public access 
♦ Quarterly newsletter to transportation motor carriers 
♦ Accessibility to the media 
♦ Periodic newsletters sent to State Regulation of Public Utilities Review Committee 
♦ Frequent meetings with representatives of regulated utilities to address consumer 

issues, prepare for hearings pending before the PSC, discuss possible facility sitings, 
etc. 

♦ Weekly senior management meetings and weekly departmental meetings 
♦ Focus groups with stakeholder groups as needed 
♦ Frequent attendance of community/neighborhood association meetings 
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4.0 Measurement, Analysis, and Knowledge Management 
 

4.1 How do you decide which operations, processes, and systems to measure for tracking 
financial and operational performance? 
 
The ORS is required to track various measures of financial and operational performance as mandated 
by state statute, federal requirements, and federal guidelines. The agency’s enabling legislation, for 
example, states that the ORS has sole responsibility for the inspection, auditing, and examination of 
public utilities. The agency must be considered a party of record in all filings, applications, or 
proceedings before the PSC. Therefore, much of the tracking that is done relates to analysis of 
utilities’ operational and fiscal performance.  
 
In addition, the ORS is beginning to track other measures that relate to internal productivity and 
service delivery to ensure that the agency mission of representing the public interest in utility 
regulation is being achieved. As benchmark measures are created this year, the agency will be able to 
gauge its progress more fully in the coming years. 
 
4.2 What are your key measures? 

 
   Regulatory compliance   Regulatory fiscal oversight 
   Safety and health    Customer satisfaction 
   Consumer education and outreach  Public information 
   Finance     Human Resources 

 
4.3 How do you ensure data integrity, timeliness, accuracy, security, and availability for decision 
making?  
 
Within the ORS, internal operations data is monitored and reviewed by senior management on a 
regular basis to ensure that accurate indicators are being provided. Data quality controls are also in 
place which provide for the security of confidential information and ensure that only designated staff 
has access to this information. 
 
From a programmatic standpoint, the ORS as a new agency is still developing reliable data sources 
which will be used to track and monitor performance. The establishment of a joint database shared 
with the Public Service Commission as well as related strategic Information Technology (IT) efforts 
of the two agencies will help ensure that data being used for decision making is timely, accurate, and 
accessible. 
 
4.4 How do you use data/information analysis to provide effective support for decision making? 
 
Programmatic data is continuously used in making decisions within the various utility-industry 
departments. Federal and state accounting, personnel, and procurement standards and guidelines are 
used in conjunction with agency data to guide policy and operational decision making. 
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The ORS is in the process of developing the information infrastructure necessary to the generation of 
pertinent data and information. As an initial step, the ORS led an effort with the Public Service 
Commission to establish a joint database containing information on regulated utilities that is of use to 
both agencies. This database has been created and, as of this writing, improvements to it are 
continuing to be made. In addition, the ORS is leading a collaborative effort with the PSC to make a 
comprehensive assessment of all IT needs for the two agencies. Toward this end, a function-point 
analysis to review all systems has already been conducted among the agencies’ various departments, 
and a focus group with a subset of stakeholders (attorneys practicing before the PSC) was held this 
spring. As a result, further enhancements to the joint database are being planned as well as 
enhancements to the PSC’s docket management system and to features of both agencies’ web sites. 
Also, the automation of critical processes – such as case filings, submission of annual reports by 
regulated utilities, and submission of gross receipt reports by regulated utilities – is being evaluated. 
 
4.5 How do you select and use comparative data and information? 
 
For some regulatory compliance measures (i.e., in Transportation), the ORS can refer to longitudinal 
data collected by its predecessor in regulatory oversight, the Public Service Commission.  Otherwise, 
the ORS can draw comparisons based on regional measures, such as those generated by other states’ 
regulatory bodies. Professional-standard measures, such as those generated by the National 
Association of Regulatory Utility Commissioners (NARUC) and its regional subset group, the 
Southeastern Association of Regulatory Utility Commissioners (SEARUC), provide another means of 
comparison. The ORS can also compare its data to national norms and standards generated in areas 
such as natural gas pipeline safety and railroad safety. Viewed collectively, the ORS can use these 
sources to gauge its progress and to determine its comparative standing among utility regulatory 
bodies. 
 
4.6 How do you manage organizational knowledge to accomplish the collection and transfer and 
maintenance of accumulated employee knowledge and identification and sharing of best 
practices? 
  
The ORS employs a variety of means to manage organizational knowledge and share best practices. In 
all instances deemed beneficial, the ORS implements cross-training of employees. For the coming 
year, the Human Resource Department is in the process of developing training plans based on each 
employee’s specific skill set. Modeled by senior management and filtered through the entire agency 
are inter-departmental collaborative efforts to share information and best practices. These efforts occur 
regularly on both a scheduled and an ad hoc basis. Looking outside the agency, the ORS makes use of 
best practices information shared among state agencies in South Carolina and among regulatory 
agencies regionally and nationwide. 
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5.0 Human Resource Focus 
 

5.1 How do you and your management/supervisors encourage and motivate employees (formally 
and/or informally) to develop and utilize their full potential? 
 
During the agency’s first year of operation, the Human Resource focus was primarily one of recruiting 
and hiring a talented staff. With staffing essentially complete, focus can now shift to training, 
retention, and employee development. Recent initiatives (some of which are still being planned) are to 
1) provide cross-training opportunities among staff where appropriate 2) offer employees training 
opportunities based on their individual skill sets 3) implement an employee recognition program 4) 
develop an employee orientation program and 5) develop a benefits awareness program . 
 
To encourage open communication, senior management employs an open door policy for all ORS 
employees. ORS employees at all levels are encouraged to identify any opportunities or barriers they 
encounter with regard to achieving individual and agency objectives.  
 
5.2 How do you identify and address key developmental and training needs, including job skills 
training, performance excellence training, diversity training, management/leadership 
development, new employee orientation and safety training? 
 
The ORS spent its first year amassing a very talented cadre of professionals. The staff’s regulatory 
background is assessed in conjunction with employees’ job duties to identify training needs. As a 
result, during the agency’s first year, many of these professionals attended regulatory training 
workshops – such as regulatory boot camps and rate schools sponsored by the National Association of 
Regulatory Utility Commissioners (NARUC), environmental conferences sponsored by the American 
Waterworks Association and the Water Environment Association, and others. 

 
Weekly managers’ meetings and weekly departmental staff meetings provide forums for 
communicating legal and policy updates, key agency or governmental decisions, program 
enhancements, and other information critical to the operation of the agency. In these meetings, 
discussions of issues and agency needs help to identify additional training needs. 
 
In addition, the ORS Human Resource Department began a survey process to determine specific 
training needed by staff in terms of computer/technical skills and business professional skills. As of 
this writing, the results of this survey are being evaluated. 
 
5.3 How does your employee performance management system, including feedback to and from 
employees, support high performance? 
 
The ORS recognizes that the degree of success the agency achieves in fulfilling its mission is 
dependent upon the degree of success each employee achieves in reaching individual and collective 
goals and objectives. Therefore, the agency concentrates its performance evaluation efforts on linking 
job responsibilities and expectations with the agency mission and its strategic priorities. 
 



2/19/2013  ORS Accountability Report FY 2004-2005 24 

Supervisors understand the need to have position descriptions that include duties tied directly to 
achieving the agency’s objectives. The agency uses the EPMS process as its foundation for planning 
work priorities, professional development, and evaluation of employees. This process encourages 
employees to perform well because expectations are communicated and discussed. 
 
5.4 What formal and/or informal assessment methods and measures do you use to determine 
employee well being, satisfaction, and motivation? 
 
The ORS will track the attrition rate, employment longevity, training and development, trends in 
EPMS evaluations, and any other information that may be useful in assessing employee well being.  
 
Managers have regularly scheduled staff meetings as well as individual meetings with employees to 
openly discuss issues, ensure open communication, and identify any human resource-related problems. 
 
5.5 How do you maintain a safe, secure, and healthy work environment? (Include your 
workplace preparedness for emergencies and disasters.) 
 
The ORS has in place an agency emergency preparedness plan for safe evacuation of its building in 
the event of fire or some other emergency. Staff has been notified of appropriate paths of egress from 
the building and of a meeting place outside. Rechargeable flashlights are prominently installed in 
outlets around the office headquarters, and regular fire drills are conducted by the building’s 
management company. 
 
In addition, when employees identify potential safety hazards, management moves quickly to find a 
solution and thereby eliminate the hazard. 
 
 
5.6 What activities are employees involved with that make a positive contribution to the 
community? 
 
The ORS encourages community involvement among its staff. Employees are involved in a wide array 
of philanthropic and civic organizations such as the Lions Club, Rotary Club, and Junior League.  The 
agency’s executive director is a frequent speaker at civic clubs around the state. In addition, employees 
participate in and are members of many professional organizations. 
 
The ORS is the primary state agency for Emergency Support Function 12 (ESF-12) of the state’s 
Emergency Management Plan and also has staff represented in other emergency support functions – 
ESF-1, ESF-2, ESF-3, and the Governor’s Storm Assessment Team. 
 
During its first year of operation, the ORS held a food drive to benefit Harvest Hope Food Bank and 
collected gift items for needy families that were distributed through the Families Helping Families 
program. The agency has plans to establish a committee to review other venues for charitable 
involvement. 
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6.0 Process Management 
 

6.1 What are your key processes that produce, create, or add value for your customers and your 
organization, and how do they contribute to success? 
 
Key processes of the ORS, as derived from its statutory mission to represent the public interest in 
utility regulation, are categorized as follows: 
 

♦ Serving as a party of record in all filings, applications, or proceedings before the Public 
Service Commission 

♦ Inspecting, auditing, and examining public utilities 
♦ Serving as a mediator between the using and consuming public and regulated utilities to 

resolve informal complaints and inquiries 
♦ Providing consumer education to the using and consuming public 
♦ Monitoring and enforcing safety standards for railroads and for natural gas pipelines 

 
Taken collectively, these processes form the foundation for providing a balanced representation of the 
public interest in utility regulation for the using and consuming public, the regulated utilities, and the 
economic development of South Carolina. 
 
6.2 How do you incorporate organizational knowledge, new technology, changing customer and 
mission-related requirements, cost controls, and other efficiency and effectiveness factors into 
process design and delivery?  
 
As a new agency, the ORS has taken advantage of the rare opportunity to build processes “from 
scratch.” In doing so, the agency has made a conscious effort to examine its key processes and, where 
possible, to focus on structuring those processes in ways that optimize the delivery of services to 
customers. In some cases, this effort has involved collaboration with other agencies, such as the Public 
Service Commission or DHEC. In other instances, strictly internal processes have involved 
collaboration among ORS departments to achieve the most efficient means of operating. In the design 
and delivery of all processes, the ORS sets priorities based on the goals and objectives of its strategic 
plan and monitors its costs to ensure that budgetary limits and guidelines are met. 
 
During FY 2004-2005, the ORS streamlined and improved procedures for calculating gross receipts 
assessments and for the regulated utilities’ filing of gross receipts reports. The agency plans to track 
the level of gross receipts collected over time and would expect to see an increase in filings and 
collections as a result of these procedural improvements. 
 
Also, as noted elsewhere in this report, a prime example of process collaboration to heighten value to 
customers is the inter-agency IT project that is underway between the ORS and the PSC. The ORS has 
led the way in this effort, beginning with the creation and ongoing improvement of a joint data base of 
regulated utilities.  
 
The data base project has already enabled the ORS to improve its delivery of services in the 
Transportation Department in two ways. The first is the automation of the decal issuance process – 



2/19/2013  ORS Accountability Report FY 2004-2005 26 

leading to savings in staff time and mailing costs and leading to reductions in turnaround time for the 
motor carriers. The second is the more efficient alignment of transportation inspectors with geographic 
inspection territories – thereby enabling more inspections to be conducted with fewer inspectors than 
was done prior to the ORS assuming this function. 
 
As the IT project continues to purposefully integrate technology and information between the two 
agencies, the ORS foresees realizing more savings due to increased efficiencies and economies of 
scale in providing services to its customers. 
 
6.3 How does your day-to-day operation of these processes ensure meeting key performance 
requirements? 
 
Daily operations of the ORS are guided by its enabling legislation, mission statement, policies, 
procedures, and strategic plan. All functions of the ORS are established, operated, and monitored so 
that they comply with relevant laws and regulations, meet budgetary requirements, and occur within 
appropriate time frames. 
 
6.4 What are your key support processes, and how do you improve and update these processes to 
achieve better performance? 
 
Human Resources, Finance and Accounting, Legislative Relations, and External Communications 
serve as support processes within the ORS. Continuous maintenance and improvement of these 
processes involves a range of efforts including inter-departmental meetings to share information, 
frequent budgetary and HR reporting and projections, and the formation of inter-departmental 
committees to spearhead agency-wide initiatives. 
 
6.5 How do you manage and support your key supplier/contractor/partner interactions and 
processes to improve performance? (Note: The term supplier refers to other organizations that 
provide you with good and services.) 
 
Key suppliers to the ORS are those that provide the agency with information and expertise essential to 
its operation. They are the State Regulation of Public Utilities Review Committee, the S.C. Budget and 
Control Board, federal regulatory agencies, and affiliated state agencies. The ORS incorporates the 
input of these suppliers into its processes and strives to maintain open lines of communication with 
them through meetings, reports, and other means of sharing information. As noted earlier, the ORS 
collaborates with affiliated state agencies to improve its processes, increase efficiency, and enhance 
service delivery. 
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7.0 Business Results 
 
7.1 What are your performance levels and trends for the key measures of customer 

satisfaction? 
 
The ORS is in the process of collecting, analyzing, and reviewing data in order to identify and track key 
measures of customer satisfaction. Thus far, some qualitative and quantitative means of measuring 
customer/stakeholder satisfaction are in place, with plans for more in the future.  

 
From a qualitative standpoint, focus groups, meetings, and discussions with customer and stakeholder 
groups – such as consumer groups, regulated utilities, and legislators – provide the agency with a sense 
of issues most important to its constituencies.  

 
Most of the agency’s quantitative information on customer satisfaction is being generated by the 
Consumer Services Division. Consumer Services records all consumer contacts in its tracking system by 
type of utility industry and by category of complaint/inquiry. Review and analysis of this data allows the 
ORS to identify patterns in consumer issues that may need to be addressed with regulated utility 
companies.  

 
The Consumer Services Division became operational on July 26, 2004. It serves as a mediator between 
customers and investor-owned utilities in South Carolina. The role of Consumer Services is to resolve 
disputes or settle inquiries on an informal basis. Consumer Services also serves in the role of consumer 
education to help utility customers make educated choices and understand their rights and obligations as 
consumers of public utility services.  

 
From July 26, 2004 through June 30, 2005, Consumer Services processed a total of 3,924 consumer 
contacts (complaints and inquiries). Chart 7.1-1 depicts the average length of time (in days) that 
Consumer Services took to resolve customer contacts. These are categorized by utility industry.  
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7.1-1  Resolution of Consumer Contacts
Total Contacts:  3,924
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Chart 7.1-2 illustrates, by utility industry, the total dollars recovered --$323,183 -- on behalf of 
consumers through the intervention of the Consumer Services Division.  

 

7.1-2 Consumer Money Recovered     
Total Recovered: $323,183

Telecommuni-
cations

$150,403 

Water / 
WasteWater

$472 

Transportation
$440 

Gas
$1,070 

Electric
$170,797 

 
 
As the ORS moves into its second year of operation, the Consumer Services Division is planning 
additional initiatives in the areas of consumer education and consumer relations. On a trial basis, the 
ORS will soon be partnering with the S.C. Department of Consumer Affairs to visit designated locations 
in primarily rural areas to offer in-person consumer education and assistance.  Also, Consumer Services 
is beginning compliance audits with regulated utilities to ensure that they are offering customer service 
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that meets required standards as mandated by governing rules and regulations. The ORS will track the 
results of these initiatives as it continues to develop its key measures for customer satisfaction.  

 
 

7.2 What are your performance levels and trends for the key measures of mission 
accomplishment and organizational effectiveness? 

 
The mission of the Office of Regulatory Staff is to represent the public interest in utility regulation by 
balancing the concerns of the using and consuming public, the financial integrity of public utilities, and 
the economic development of South Carolina. Fiscal year 2004-2005 was the agency’s first year of 
existence, with full regulatory authority coming into play only for the latter six months. Therefore, most 
measures provided in this section are workload measures. For next year’s report, we will be able to 
include longitudinal data that begins to track our record of performance over time.   

 
Inspecting, Auditing, and Examining Public Utilities 

 
The ORS has sole responsibility for the inspection, auditing, and examination of public utilities. The 
agency must be considered a party of record in all filings, applications, or proceedings before the PSC.  

 
From January 1, 2005 (when the ORS gained its full authority as a regulatory agency) through June 30, 
2005, the ORS conducted five audits for rate adjustment cases; two audits for annual review of fuel cost 
adjustment cases; one audit for annual review of purchased gas adjustment (PGA) cases; one special 
audit for a cost recovery case (Chem Nuclear); financial reviews of twelve applications for certification 
of public convenience and necessity (PC&N); three impact studies related to transportation companies’ 
requests for tariff increases; and fifteen on-site assistance visits at Water/Wastewater and Transportation 
companies to assist with utility accounting issues and rate application filings. These numbers are 
presented graphically in Chart 7.2-1.   

 

7.2-1 Auditing Activity:  January - June 2005
Rate Cases, 5

Fuel 
Adjustment 
Clauses , 2

PGAs, 1

Cost Recovery, 
1

PC&N 
Requests, 12

Impact Studies, 
3

Technical 
Assistance, 15
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Similarly, the ORS has conducted an impressive number of inspections, business reviews, and contract 
reviews of water/wastewater utilities. These evaluations fulfill a variety of purposes, including assessing 
applications for rate adjustment or for expansion of facilities, addressing consumer complaints, and 
conducting general inspections. Chart 7.2-2 illustrates the water/wastewater inspection/review activity 
for January 1 through June 30, 2005. 
 

7.2-2 Water/Wastewater Inspections & Reviews

Inspections, 23

Contract Reviews, 
2

Business Reviews, 
7

Rate Case Inspections:   9
Complaint Inspections:  9
General Inspections:      4
Expansion Inspections:  1

 
 
Since assuming transportation inspection and enforcement duties on January 1, 2005, the ORS 
has been able to achieve significant increases in productivity. Much of this improvement is due 
to refocusing the efforts of the transportation inspectors and more efficiently aligning inspectors 
with geographic inspection territories. As explained in Section 6.2 of this report, this re-
alignment enabled more inspections to be conducted with fewer inspectors than was done prior 
to the ORS assuming this function. Also, inspectors were given higher productivity goals – i.e., 
conducting 5 inspections per day, in addition to other required duties.  

 
Chart 7.2-3 provides a snapshot-view of this productivity increase by comparing inspections conducted 
in June 2004 with those conducted in June 2005. When the ORS assumed the transportation oversight 
function in January 2005, the number of inspectors decreased from eight to three.  Nonetheless, from 
January 1 through June 30, 2005, the number of inspections per officer and the total number of 
inspections increased. (NOTE: One of the three ORS inspectors did not become certified until March 25, 
2005. Therefore, 2.5 inspectors is a more accurate description.)  

 
This gain in productivity correlates with more fines collected by 2.5 inspectors  -- $28,301 during the 
first six months of calendar year 2005 – than that collected by eight inspectors during the entire FY 04 -- 
$20,132.  

 



2/19/2013  ORS Accountability Report FY 2004-2005 31 

7.2-3 Transportation Inspections:  Total & per Officer
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Representing Public Interest in the Adjudicative Process 
 

The ORS is charged with representing the public interest of South Carolina in utility regulation for the 
major utility industries – electric, natural gas, telecommunications, water/wastewater, and transportation 
– before the PSC, the court system, the S.C. General Assembly, and federal regulatory bodies.   

 
From January 1 through June 30, 2005, the ORS participated in a total of 66 proceedings before the 
Public Service Commission. As illustrated in Chart 7.2-4, about half of these (32) were hearings. The 
other half included expedited reviews (23), night hearings (6) and settlement hearings (5). A breakdown 
by utility industry is provided.  
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7.2-4 Matters before the Public Service  Commission

Hearings 32

Settlement 
Hearings 5

Expedited 
Reviews/ No 
Hearing 23

Night Hearings 6

Matters By Utility/Type

Hearings:
1 - Electric
1 - Other
14 - Telecommunications
11 - Transportation
5 - Water/Wastewater

Settlement Hearings:
2 - Electric
1 - Gas
1 - Other
1 - Water/Wastewater

Expedited Reviews:
9 - Electric
10 - Telecommunications
2 - Transportation
2 - Water/Wastewater

Night Hearing
6 - Water Wastewater

 
 

The ORS participated in numerous informal meetings to assist in narrowing the focus of issues to be 
decided upon at formal PSC proceedings. Research and testimony by staff proved instrumental in the 
pre-hearing settlement of several major cases that were pending before the PSC.  

 
As an example of benefits derived from such settlement cases, chart 7.2-5 shows the projected combined 
savings -- $63,355,802 -- to retail electric consumers from the settlement of two annual review of base 
rates for fuel cost cases – SCE&G and Progress Energy over twelve-month periods (5/1/05-4/30/06 for 
SCE&G; 7/1/05-6/30/06 for Progress). The chart delineates the projected savings per retail customer 
segment – residential, industrial, and commercial.  

 

7.2-5 Projected Combined Savings to Consumers 
Resulting from Settlement of Fuel Cases
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Pursuant to these settlement agreements, the ORS has begun a study of SCE&G  encompassing 
alternative procurement methods for natural gas used in electric generation, coal transportation and 
pricing, and the company’s fuel mix and fuel purchasing and generation practices. The ORS will soon 
begin a similar study of Progress Energy. Since coal represents 60-65% of the electricity generated by 
the three electric companies under its purview, the ORS will be making efforts to gain a better 
understanding of the production of coal and the contractual nature of coal pricing.  

 
Ensuring Utilities’ Regulatory Compliance 

 
As part of its oversight duties, the ORS is charged with ensuring utilities’ compliance with established 
regulations and statutes.  

 
Since assuming its regulatory oversight function on January 1, 2005, the ORS has made progress in 
improving water/wastewater utilities’ compliance with various requirements. For example, Chart 7.2-6 
shows a 40% increase in the number of water/wastewater utilities in compliance with annual reporting 
requirements during the first six months of 2005. For the long term, the ORS hopes to achieve 100% 
compliance.  
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Similarly, over the long term, the ORS hopes to bring all water/wastewater utilities into compliance with 
the PSC’s bonding regulations that require a minimum of $100,000 posted for each utility. As shown in 
Chart 7.2-7, 8 out of 63 water/wastewater utilities were in compliance with bonding regulations prior to 
calendar year 2005. By June 30, 2005, this number had increased by 50% to 12 companies -- with an 
additional four receiving directives to come into compliance by calendar year-end 2005.  
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7.2-7 Water/Wastewater Performance Bonds in 
Compliance with PSC Regulations
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In telecommunications, the ORS has made great progress in increasing compliance with the 
requirements of the Dual Party Relay Fund, which provides a means for the hearing-impaired citizens of 
our state to place and receive telephone calls. Local telecommunications providers are required to report 
the number of access lines they have and to pay 16 cents per month per line into the Dual Party Fund. In 
January of 2005, when the ORS became the Dual Party Fund administrator, 90 companies were in 
compliance with the requirements of the Fund. By June of 2005, this number had more than doubled to 
182 companies – over a 100% increase in six months. See Chart 7.2-8. This significant increase was the 
result of improvements to the data base of telecommunications companies and to a concentrated mailing 
effort.  

 

7.2-8 Carrier Participation in the Dual Party Relay Fund 
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Monitoring Safety Issues 

 
In addition to its regulatory oversight functions, the ORS has responsibility for natural gas pipeline 
safety and railroad safety in South Carolina.  

 
Natural Gas Pipeline Safety. The ORS has pipeline safety responsibility over the operators of natural 
gas distribution and transmission pipeline systems, liquefied natural gas facilities, certain liquefied 
propane systems, intrastate liquid pipelines, landfill gas systems, and lateral pipelines from interstate 
pipeline systems.  

 
From January 1, 2005 through June 30, 2005, the ORS conducted 60 pipeline safety inspections, 
equating to 90.5 person days. The types of inspections conducted included emergency plan reviews, 
operations and maintenance procedures reviews, facility evaluations, and new construction. Chart 7.2-9 
illustrates the number of person days spent on inspections at each different type of gas operator facility. 
About half (45 person days) were spent on inspections of investor-owned gas operators.  

 

7.2-9 Pipeline Safety Inspections at Various Operators
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Railroad Safety. The ORS shares responsibility with the Federal Railroad Administration (FRA) for 
inspecting track and motive power and equipment on the state’s railways. As illustrated by Chart 7.2-10 
covering the period from January 1, 2005 through June 30, 2005, ORS inspectors were very thorough in 
their inspections of South Carolina’s railway system – discovering a higher percentage of defects per 
inspection than their federal counterparts.  
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7.2-10 Percentage of Defects Found Per Inspection
January 1 - June 30, 2005 
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When the tragic derailment occurred in Graniteville on January 7, 2005, ORS inspectors were among the 
first on the scene and continue to serve as key investigators for the ongoing investigation by the National 
Transportation Safety Board (NTSB).  

 
Strengthening Safety Nets for Utility Consumers 

 
In representing the public interest, the ORS has assumed a leadership role in two initiatives aimed 
directly at improving quality of life for some of the state’s most vulnerable utility consumers. These 
initiatives are the electric and natural gas safety net initiative and the Lifeline and Link-up expansion 
initiative.  

 
Electric and Natural Gas Safety Net Initiative. The electric and natural gas utilities under the purview 
of the PSC and the ORS have a long-standing record of providing safety net programs for their 
customers – programs such as third-party notification and winter-months medical certificates.  

 
However, the tragic incident in December of 2004 in which a fatality occurred after electric service was 
terminated to a home revealed the need for a deliberative process of collectively examining existing 
safety net programs to determine where improvements could be made. To offer immediate short-term 
protection, the ORS spearheaded a successful initiative to reach consensus among electric and natural 
gas utilities on an interim measure for the remainder of the ’05 winter season. Supplementing what is 
required under current law, this interim agreement (effective from February 15 through March 31, 2005) 
specified that no residential service disconnections would occur when temperatures were projected to 
reach 32 degrees Fahrenheit or lower in the ensuing 24-hour period.  

 
In addition, the ORS led the way in developing a proposal to evaluate what long-term measures should 
be in place to better protect at-risk customers from electric and gas service disconnections. After a series 
of meetings to gain input from utility companies and various social service agencies, the ORS developed 
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a proposed safety net program. As of this writing, the ORS has received positive feedback and support 
for the proposal from most of the utilities and from the social service agencies.  

 
Lifeline and Link-up Expansion Initiative.  On January 1, 2005, the ORS assumed its role as 
administrator of several funds formerly under the auspices of the PSC. One of these funds – the 
Universal Service Fund (USF) – provides monies for the Lifeline and Link-up programs. These 
programs provide monetary assistance to low-income households for the installation and monthly usage 
fees of their landline telephone bills. As part of the ORS mission to represent all facets of the public 
interest, the agency sought and obtained authorization to use Universal Service Funds (USF) to increase 
participation in and awareness of these programs.  

 
Specifically, in FY 2005-2006 the ORS will begin to implement a two-pronged approach of 1) 
increasing outreach efforts to capture citizens who qualify for assistance by virtue of receiving 
Temporary Assistance to Needy Families (formerly AFDC), Food Stamps, or Medicaid, yet do not 
currently receive Lifeline benefits and 2) qualifying additional applicants who meet expanded eligibility 
requirements (125% of the poverty level) as outlined in the BellSouth 125% agreement.  
 
Chart 7.2-11 gives an overall picture of the progress that the ORS hopes to make in increasing the 
number of Lifeline participants. To date in calendar year 2005, 23,000 qualified households participate 
in the Lifeline program. By June 30, 2006, the ORS hopes to increase this number by 44% to 33,000 
households. A long-term goal for the program would be to reach a 50% participation rate – specifically, 
that half of all qualified households (based on data from the 2000 U.S. Census) are participating.  

 

7.2-11 Lifeline Participation Rate Goals
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Maximizing awareness and usage of the Lifeline program could have a tremendous, positive economic 
effect on our citizens and our state. At the individual level, the impact of the credit -- approximately 
$162 per year – could, for example, be of great assistance to an elderly family on a fixed income who 
may be faced with rising medical costs.  At the aggregate level, the credit could provide a significant 
boost to the state’s economy. Since only $3.50 monthly comes from the state USF and the remaining 
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$10 per month comes from the federal USF, increasing the number of participants in the Lifeline 
program would greatly increase the amount of federal USF dollars coming into the state.  For example, 
if the ORS increased the number of Lifeline participants by 10,000 households per year, South Carolina 
would realize an additional influx of $1,200,000 annually.   

 
7.3 What are your performance levels for the key measures of financial performance? 
 
The ORS uses a variety of measures to evaluate financial performance.  Because the ORS is a 
new agency, some of these measures are in place, and others are in the process of being 
implemented.  The emphasis this year has been on creating the financial infrastructure and 
putting processes in place that will allow the ORS to collect the data needed for monitoring and 
management.  
 
The ORS will be monitoring utility compliance with Section 58 of the Code of Laws of South 
Carolina 1976.  Key measures include the level of compliance with the collection of data (gross 
receipts, annual reports, access lines) and the receipt of gross receipts and decal revenue.  
 
Compliance with the requirements of Universal Service Fund and the Interim LEC Fund filings 
and payments will also be monitored.         
 
 
7.4 What are your performance levels and trends for the key measures of Human 

Resource results?  
 
The ORS has plans to continue to develop the human resource infrastructure.  The Employee 
Performance Management System is in place, and other human resource programs such as an 
employee recognition system, training plans, an orientation program, a benefits awareness 
program, etc. are being developed.  Measures will be developed once these programs are in 
place. 
 
7.5 What are your performance levels and trends for the key measures of   

regulatory/ legal compliance and community support?   
 
The ORS has implemented processes and procedures to ensure compliance with the state’s 
financial guidelines such as the GAAP Accounting Standards as well as the requirements of the 
Comptroller General and the Treasurer’s Office.  The GAFRS system has been installed and is 
operational.      
 
In addition, the ORS has processes in place to ensure compliance with the procurement code.  A 
requisition system has been established as well as procurement procedures.   
 
The ORS is complying with the guidelines developed by the S.C. Budget and Control Board’s 
Office of Human Resources.  The EPMS system has been implemented, and the ORS is using the 
Human Resource Information System to maintain employee and agency human resource data.   
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A number of initiatives are being developed to assist the community in using the services of the 
ORS.  Initiatives include planning outreach efforts to various segments of the community, 
enhancing the reporting systems regarding complaints and inquiries, and developing programs 
for special needs within the community.  
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