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Abstract 

In the state of South Carolina of 2018, there were 15,535 vehicles that were involved in an 

investigated accident where proof of insurance was required. According to the South Carolina 

Automobile Liability Insurance Reporting System (SCALIR), 14,709 of those vehicles were 

insured at the time of the accident while approximately 7% of those customers were not insured. 

In an effort to notify customers of who they’d need to contact to obtain releases of liability, 

installment agreements, and to post a security deposit with the South Carolina Department of 

Motor Vehicles (SCDMV), the Financial Responsibility Accident Unit (FRAU) types and mails 

advisory letters. Because these letters are only released from the FRAU, not only is the typing of 

the advisory letters time-consuming but has increased incoming phone calls for SCDMV’s 

Customer Contact Center and the FRAU. The primary source of these calls come from the branch 

offices, who call for assistance. 

Findings – later detailed in this paper – revealed some customers are uninsured at the time of a car 

accident, not by choice, but because of hardships, medical reasons, insurance company errors and 

various other reasons. Findings also revealed that the SCALIR system is an extremely effective 

reporting system that monitors insurers (insurance companies) who report weekly VIN files to the 

SCDMV. These reports identify vehicles that are currently insured in South Carolina and helps the 

FRAU determine who is not insured when an accident occurs. Based on the analysis from the 

SCALIR system, there has been an increase in drivers and registered owners having and keeping 

insurance on their vehicles. If a customer’s vehicle is insured at the time of an accident, according 

to the minimum requirements set by the South Carolina Motor Vehicle Law (56-9-351), the 

customer’s driver’s license will not be suspended. However, if a vehicle is not insured at the time 

of accident, a customer’s driver’s license will be suspended. 
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This paper will examine the smaller percentage of customers who are not insured, suggesting better 

practices for informing customers about the requirements before and after a suspension is placed 

on their driver’s license, which results from being insured at the time of a car accident. 
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Vehicle Collision Advisory Letters 

Have you ever been involved in a car accident in the state of South Carolina? Do you know 

the South Carolina Motor Vehicle Law requirements regarding being involved in an automobile 

accident in the state South Carolina? What happens at the scene of the accident? Who are the 

involved parties and what is the follow-up process after the accident occurs? Annually, there are 

nearly 20,000 – if not more – individuals involved in a car accident in South Carolina. Of those 

20,000 accidents, 15,000 vehicles are insured while 5,000 are not insured. According to the South 

Carolina Motor Vehicle Laws, the registered owner of the vehicle is required to have liability 

insurance. Although the majority of South Carolinians are insured, what happens to those who are 

not insured? 

Problem Statement 

If you’ve asked yourself the above questions and you’re not certain, you’re not alone. It’s 

for this reason this project was selected to bring awareness to the citizens of South Carolina. While 

exploring the subject of uninsured drivers, three main challenges became noteworthy: (Problem 1) 

A small, yet significant number of uninsured drivers lack knowledge about the before and after 

requirements of a suspension being placed on their driver’s license. (Problem 2) Anytime a driver 

is involved in an accident, the FRAU must correspond with the customer through manually typed 

advisory letters. While these letters inform customers of contact information for: obtaining releases 

of liability, establishing installment agreements, and posting a security deposit with the SCDMV, 

they also limit the FRAU staff in several ways. These letters are (a) time consuming – decreasing 

productivity on an average of 6-7 minutes per written letter – and (b) generating a greater, 

imbalanced demand on SCDMV’s Customer Contact Center and the FRAU, through increased 
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calls. Research findings revealed the majority of the calls stem from SCDMV branch offices 

requesting assistance.  

In an effort to improve the FRAU’s quality of service to its customers and staff, there are 

two goals this project aims to achieve: (1) increase awareness of the FRAU suspension process to 

SCDMV’s customers and (2) implement an automated system that electronically processes the 

Vehicle Collision Advisory Letters – replacing the manual letters. This initiative aligns with the 

SCDMV’s values of competence, commitment, and courtesy by allowing the FRAU to provide 

quality and efficient customer service experiences to its customers, achieving a higher standard of 

excellence. 

Data Collection 

To gain a better understanding of the implications involved for uninsured drivers, one must 

first understand the historical foundation of automobile insurance. Through methods of 

observation, recording processes, web-based research, and data analytics, data was obtained to 

discover suitable solutions to the current challenges. The following paragraphs will delve into the 

data collected, highlighted the historical background of automobile insurance. 

Since 1897, automobile liability insurance was first purchased to protect motor vehicle 

operators in the event of injury or vehicle damage. During the late 19th century, this ‘policy’ rapidly 

grew in popularity. Gradually, the concept of risk protection became a requirement through state 

and federal legislation. Interestingly, the idea of establishing a form of security to protect property 

owners is an ancient ideology. Insurance to secure goods dates back as early as China of 3000 BC. 

The loss of valuable merchandise in a shipwreck prompted merchants to combine the cargo of 

their ships rather than transport one type of singular load. By doing this, the complete cargo was 

not lost. Only a percentage of each merchant’s goods was damaged or lost. This risk sharing 
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ensured that each merchant had ‘security’ of their property, which would compensate them instead 

of being a disastrous loss to everyone. The concept is not much different from today’s economic 

principal economy of scale. In other words, a cost savings – proportionate to the number of 

products produced – in this case, emerged. The more products produced, the cheaper the cost. This 

provided security, lowering the cost and risk of loss to merchants. 

In 1751, Benjamin Franklin stated, “A ounce of prevention is worth a pound of cure”. 

Through his establishment of the Philadelphia Contribution ship, merchants contributed 

financially to a common fund used in case of a fire or other disaster; this is the direct predecessor 

to fire insurance. Health and Medical insurance would soon follow in Massachusetts for related 

accidents. However, liability of insurance is the foundation of these costs and risk sharing concepts 

from centuries before. The South Carolina Liability minimum requirement for property damage to 

any other property is $25,000. This is the minimum requirement for liability insurance is $25,0000 

property damage, $25,000 bodily injury, $25,000 per person, and $50,000 per accident for 

uninsured. The bodily injury and death to any single person is $25,000. $50,000 for injury and 

death to all persons involved in the accident.   

Today’s automobile liability insurance is to satisfy the financial responsibility of the at-

fault party. To compensate for injury, property damage, and death, Article 1, chapter 77, SECTION 

38-77-10 of the South Carolina Code of Motor Vehicle of Law provides this cushion stating that, 

any person legally entitled to automobile insurance, but is unable to obtain coverage, will be 

assigned coverage from a licensed provider by the Director of the Department of Insurance. 

Data Analysis 

Once an accident occurs, the investigating officer is notified and dispatched to the scene. 

A collision report (Section 56-5-1270 / 56-5-1300) is written, describing the details of the accident. 
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To name a few, a collision report contains the following key information: (a) date of accident, 

(b) time of accident, (c) location of accident, d) vehicles involved and the vehicle information 

(Make, Model, Year, etc.), (e) names of all parties involved in each unit(s), (f) contributed 

factor(s), (g) description of what occurred, and (h) property and or bodily injuries. While more 

information is included on the report, the importance of the collision report serves as proof the 

accident has occurred and is added to the motor vehicle record of the driver. This report is also 

public record for insurance companies and court purposes. Once the investigating officer 

completes the collision report, the customers are then given a green form (FR-10 Form: 

Requirement of Notice) to provide to their insurance company. This form verifies that the vehicles 

involved in the accident are insured. 

The customer has fifteen (15) days to submit the FR-10 form to their insurance company, 

which provides proof that liability insurance was submitted to the South Carolina Department of 

Motor Vehicle. If the vehicle was insured at the time of the accident, the information is processed 

by the insurance representative or electronically through the SCALIR System. The SCALIR 

system was established in 2004 to help reduce thousands of manual processes, such as FR4 

cancellation of insurance, the filing of Form SR22, FR-10, and the more. The system can report 

through the weekly VIN file with the exception of single car accident. The weekly VIN file reports 

to the SCDMV information of all vehicles registered in South Carolina with liability insurance. 

The ALIR system receives and track uninsured motorist data from the insurer or their agents.    

Once the collision reports are submitted to the South Carolina Department of Public Safety, 

the reports are forwarded to the SCDMV Data Entry Unit to input into the system. Once this 

process is completed after 30 to 60 days, an Accident Activity Report is created and retrieved by 
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the FRAU, who reviews the report to determine if suspension action must be taken against the 

responsible, at-fault owner of the vehicle. 

If the vehicle was reported uninsured at the time of the accident within a 15-day period, 

and the checked box indicates no liability insurance coverage, the customer must comply within a 

certain timeframe to avoid a possible suspension. (Proposal 1) Ideally, under the proposed solution 

– unlike the FRAU’s process today – if the customer has not complied within two to three weeks 

from the date of the mailed letter, a vehicle collision advisory letter will be mailed to the customer, 

reminding them of the post-accident requirement(s) to comply with the law before receiving a 

suspension. A vehicle collision advisory letter will also be mailed to the adverse party (ies) along 

with attachments of the proper forms to be returned to the FRAU within the two to three-week 

timeframe. 

If an in-state customer is the responsible owner of the vehicle and all criteria are met for 

suspension action, an official notice is mailed (certified), allowing the customer forty-five (45) 

days to meet the financial obligation of making restitution, if there exists any property and or 

bodily injuries to the adverse party(ies) involved in the accident. If an out-of-state customer is the 

responsible owner of the vehicle and all criteria are met for an act of suspension, an official notice 

is mailed to the customer who then will have thirty (30) days to submit their compliance to the 

FRAU. 

There are at least four methods of compliance required for a customer who is not insured 

at the time of an accident. The methods of compliance are as follows: 1) release of liability Form 

(202), 2) Release Form for minors (202A) 3) Installment Agreement Form (230), and 4) security 

deposit – based on damages. The release form is completed and signed by the aggrieved party, 

releasing the at-fault party of obligation. The installment agreement is to make restitution for the 
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damages. The security deposit is the amount of property and or bodily injuries posted to the 

SCDMV for the damages and or bodily injuries & held in a special account. If the following 

compliance requirements are met, there is an additional $600.00 uninsured motorist reinstatement 

fee for driving a vehicle uninsured. All forms are found on the SCDMV 

website, www.scdmvonline.com.  

As previously mentioned, the FRAU manually types the Advisory Letters, which is very 

time consuming and not a quick process. The specialist must verify a variety of information. For 

example, they must answer questions such as: Who caused the accident? Did both parties 

contribute to the accident? What was the date of accident? Does the accident date exceed two years 

or more? How many persons are involved and did the department receive any other compliance? 

With efforts to solve the aforementioned challenges, I propose the following, additional 

solution. (Proposal 2) Create an electronic process for sending notifications and advisory letters 

to all parties. This new system will accomplish the following: (1) identify customers who did not 

provide insurance information within the allotted timeframe, (2) provide helpful information to the 

customer (through the Advisory Collision Letter) consisting of a) names of all parties involved 

and b) information from the collision report (date of the accident, case number, property damage 

and or bodily Injuries of party(ies) name(s), and the amount of security deposit based on (injuries 

and or property damages). Once a collision report is received and has been entered into the 

system’s database, an Advisory Collision Letter is created two weeks prior to an official notice 

being mailed. Customers may also go online and request the information for a fee of $6 or $8. 

These collected fees will offset the labor and processing costs. The electronic process will also 

include notifications via mobile devices or email to considerably reduce the number of printed 

letters, mailing, and postage expenses. Some of these cost savings can be redistributed to create 

http://www.scdmvonline.com/
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public auto safety awareness and automobile accident training programs to educate the public on 

automobile financial responsibility requirements and prevention. 

Currently, inquiries are steadily increasing on how to contact individuals involved in an 

accident with no insurance coverage. Without a more efficient communication process, the FRAU 

will continue to experience high volumes of ongoing phone calls, office visits, fax requests for 

assistance, and incoming emails. This constitutes the bulk of the average financial responsibility 

duties for all involved employees. Hence, this proposed solution can allow for re-tasking of 

responsibility and more efficient personnel and resource management. Even if the information is 

given at the scene once the officer keys the information in their computer, there should be some 

type of information that can be provided to the customer before a suspension is ever considered. 

 Some disadvantages to this proposal could entail a customer requesting an advisory letter 

but giving incorrect information to the FRAU, which could potentially cause a FRAU 

representative to return inaccurate information to the customer. Or, a dissatisfied customer who 

feels they are being harassed by the individual who was not insured and needs to be released by 

the no-fault party. Also, because the information given is based on the officer’s report, this might 

be found unfavorable to the customer. However, the collision report is public record. Other 

challenges this proposal may present are determining the most effective methods for 

communicating with key stakeholders, staying within the timeframe and allotted budget, and 

resolving technical issues with promptness. 

Implementation Plan 

These proposals will help eliminate excessive calls from various sources within and outside 

the SCDMV and accelerate all work processes for incoming and waiting customers. Enhancements 

can also be made through the FRAU’s ability to continuously provide the best quality service at 



ADVISORY COLLISION LETTERS 
 

Page 12 of 23 
 

the SCDMV. To ensure the goals this project’s proposals are met, the below action steps are 

recommended. 

(1) Establish all stakeholders and hold a meeting to cast the project’s vision and objectives. Key 

stakeholders to involve include the: (a) Requestor – user who identifies a problem in the 

system or wants an enhancement to make the system better, (b) Developer – user in 

Information Technology (IT) who develops the code to be inserted into the SCDMV system 

for better performance results, (c) Programmer – user in IT who inserts the code into the 

system to be initiated in production, (d) Business Analyst (BA) – user responsible for creating 

the ticket for the requestor and for testing the environment in its entirety to make sure it is 

reflecting correctly for production use, (e) Configuration Management (CM) – user in IT 

who moves the code in production 

(2)  Ensure the requestor determines what the issue/enhancement and requests the BA to write a 

ticket for the issue to be fixed or updated and assigned to a push. A push is an event facilitated 

by IT the Department once a ticket is completed and pushes it to production for all users to 

begin working with the updated change(s). The BA will create a ticket identifying the 

requestor’s desire for an advisory collision letter to be generated when the collision is entered 

on the customer’s record. 

(3) The requestor will work closely with the programmer to determine: if the system can be 

changed, if it’s an enhancement and/or an issue, and what needs to be done for the system to 

perform correctly. The BA will inform the developer as to how they’d like the advisory collision 

letter to be written and formatted (once the collision is entered on the customer’s record) to 

allow the customer the opportunity to comply with the suspension. 
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(4) Ensure the coding and programming completed by the developer/programmer will reflect the 

entire test environment with the proposed changes. 

(5) Thoroughly test the system’s activities of the areas that will be affected to ensure changes in 

the code work correctly and potentially didn’t “break” other system components in the 

environment. This happens often and is the responsibility of the BA to ensure they test the 

environment in its entirety to verify everything is working correctly, for the Agency as a whole. 

The testing period usually lasts between 4-6 weeks. The BA will go into the system and confirm 

the system generates the advisory collision letters accurately. 

(6) Once all components have been tested thoroughly, the code will be marked as passed by the 

BA and then the CM unit will move it to “Prep”. Prep is another environment that must be 

tested to ensure the changes will work in production. Prep is a reflection of production and 

what the Agency will see once it’s pushed out to production. The duration of prep testing is 

about 2-4 weeks. 

(7) Once passed in prep by the BA, all the coding that has been tested and verified successfully by 

the BA will be moved to a holding environment until the night it’s ready to move into 

production. These “pushes” are reserved for a specific night and can’t be completed until all 

of the branch offices have been deemed closed for operation so that IT can implement the 

changes successfully. The BA will go into the system and confirm the system generates the 

Advisory Collision Letters accurately. 

(8) The next morning, the system will be live in production throughout the whole Agency and if 

there are any system issues, they will be reported, addressed and fixed as soon as possible. 

The timeframe to complete this initiative, from start to finish, would last up to 8 weeks. 

Fortunately, there are no additional costs for the advisory collision letter implementation. 
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Potential obstacles that may arise during the lifecycle of this initiative could be the 

programmer/developer may deny the request for the ticket. If the system doesn’t operate the way 

the requestor has envisioned, then the BA will work closely with the requestor and 

developer/programmer to rectify the problem or enhance the system. This act could possibly delay 

testing due to the code that was added to enhance or fix the problem(s) found. Essentially if 

delayed, the ticket would be revisited by a programmer/developer and resubmitted for verification 

which could potentially elongate the testing period or cause the ticket to be rescheduled to a later 

push date. 

Potential resources to secure will include: (1) utilization of the IT department (users that 

are identified as the parties involved) and access to a test environment in the test lab on the 1st floor. 

Communication with key stakeholders will involve Frank Rodgers (IT Director), Shirley Rivers 

(Procedure and Compliance Director), and Val Valenta (Legal General Counsel 

Director). Integrating the enhancement/problem tickets into the production system for the 

Agency’s use are identified throughout this implementation plan. If the tickets that are written 

affect SCDMV’s branch offices and the normal way of conducting business, this changes the 

FRAU’s procedures. Hence, additional steps for integration, such as, ensuring the Policy Analyst 

creates or modifies a current policy and/or procedure is necessary so the delivery of the process is 

consistent.   

Evaluation Method 

To effectively evaluate the successfulness of this project’s solutions, the FRAU will obtain 

generated reports form IT, on a monthly basis, monitoring the call volume within the contact center 

and the FRAU. A survey will also be electronically distributed, gathering customers’ feedback on 
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the new process. Additionally, following or not following the below activities on the below 

flowchart (Figure 7) will identify where performance gaps reside and how to correct them. 

Summary and Recommendations 

In conclusion, implementing a system that electronically creates advisory letters will cause 

a decrease in all aspects of the manual reporting process. In addition, of these 5,000 uninsured 

vehicles, the FRAU’s goal within one year of the project’s implementation date is to decrease the 

call volume by half and provide more information for and correspondence to the customer. Being 

proactive in developing a quarterly newsletter or some form of educational material may 

potentially decrease the number of uninsured vehicles and encourage more consumers to purchase 

insurance coverage on their vehicles. 
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Diagrams and Charts 
 
FIGURE 1 
 

MONTH/YEAR COUNT PERCENTAGE CHANGE 
JAN 2019 14,784  

FEB 2019 14,114 (4.53) 
MAR 2019 16,387 16.10 
APR 2019 16,113 (1.67) 
MAY 2019 16,891 4.83 
JUN 2019 15,159 (10.25) 
JUL 2019 14,851 (2.03) 

AUG 2019 16,102 8.42 
SEP 2019 15,291 (5.04) 
OCT 2019 17,634 15.32 
NOV 2019 15,917 (9.74) 
DEC 2019 15,962 0.28 

TOTAL 189,205  

 
FIGURE 2 
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Date time  Answered  
Aug-19 64702 
Sep-19 58143 
Oct-19 60728 
Nov-19 45948 
Dec-19 49129 
Jan-20 
 

13807 
 
 
FIGURE 3 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
FIGURE 4 
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FIGURE 5 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



ADVISORY COLLISION LETTERS 
 

Page 19 of 23 
 

FIGURE 7 
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FIGURE 8 
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FIGURE 9 
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FIGURE 9A  
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