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MISSION STATEMENT

The Department of Consumer Affairs is responsible for handling consumer complaints,
enforcing the South Carolina Consumer Protection Code, representing the public before
State and Federal regulatory agencies and enforcing legislation dealing with health spas,
loan brokers, pawn shops, rent-to-own businesses, personnel agencies, motor clubs, athletic
agents, South Carolina’s lemon laws, continuing care retirement communities, staff leasing
businesses, and telephone solicitations. It is committed to excellence and quality in its
services. To achieve excellence and quality the department must employ competent and
motivated people who seek opportunities and implement innovative ideas. In everything
it does, the Department conducts itself with openness, integrity and respect for the
individual and society. The Department will always be responsive to the needs of the
consuming public.
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DEPARTMENT OF CONSUMER AFFAIRS

PROGRAM - LEGAL:

PROGRAM GOAL.:

To administer, interpret, and enforce the South Carolina Consumer Protection Code, South
Carolina Motor Club Services Act, the Physical Fitness Services Act, the Athletic Agents
Act, the Mortgage Loan Broker Act, the Pawnbroker Act, the Staff Leasing Services Act;
to promulgate regulations to implement the above acts: to protect consumers from unfair
or deceptive market practices. To initiate and encourage educational programs that inform
consumers of market practices and schemes which are fraudulent, deceptive or illegal.

PROGRAM OBJECTIVES:

Review and inspect business locations for proper filing, posting. and compliance.
Participate in joint state and federal investigation of odometer fraud committed in this State.
Enforce the Consumer Protection Code, Motor Club Act, Physical Fitness Services Act, the
Athletic Agents Act, Mortgage Loan Broker Act, the Pawnbrokers Act, and the Staff
Leasing Services Act.

PERFORMANCE MEASURES:

Workload Indicators:

488 Regulatory compliance reviews
1324 Licensing application reviews

375 Advertising compliance letters

30 Odometer investigations
12,767 Regulatory tilings processed

19 Staff Leasing license application reviews

148 Investigations of below-cost retail sale of motor fuel

2 Fraudulent airline ticket investigations

Efficiency Measures:

$17.14 Cost per licensing application reviews
$99.50 Cost per regulatory compliance reviews
Outcomes:
$843,926 Revenue collected for State General Fund and agency operations
44 Enforcement hearings with fines assessed for $1,700
2 Felony convictions for odometer fraud
2 Motor fuel companies agreed to pay fines ($1,500 + $200 respectively) to
settle allegations of below-cost retail selling of motor fuel
1 Civil suit filed to enjoin violation of the S.C. Consumer Protection Code

3 Civil suits joined as Amicus Curiae to determine whether certain state



consumer protection laws were pre-empted by federal law
$10,000 Settlement for odometer roll back complaint

PROGRAM - CONSUMER SERVICES

PROGRAM GOAL:

To process and mediate written consumer complaints, providing information about
consumer rights and responsibilities, trends, scams, and monitoring complaints for
violations in the marketplace. To provide news releases. speeches and consumer protection
education to secondary schools, universities. and civic groups.

PROGRAM OBJECTIVES:

[nitiate action on 90% of incoming complaints within 7 days. Reduce average processing
time to close a complaint to 45 days. Increase satisfactory closing rate per 1,000 to 75%.
Distribute and articulate consumer protection information to citizens on a weekly basis.

PERFORMANCE MEASURES:

Workload Indicators:

4,152 Written complaints received
65,351 Telephone calls handled
4,054 Complaints closed
228 Educational speaking presentations to secondary schools, universities,

professional and civic groups

Efficiencv Measures:

49.81 Program cost per complaint closed
Outcomes:
$644.,799 Refunds recovered for consumers
80.5% Complaints closed satisfied
9.8% Complaints closed unsatisfied

PROGRAM - CONSUMER ADVOCACY

PROGRAM GOAL.:

To serve South Carolina’s utility and insurance consumers by providing professional,
innovative, and accountable legal representation. To serve South Carolina’s continuing care
retirement community (CCRC) by determining that every CCRC licensed by the
department is financially responsible and can meet its obligation to its residents.



PROGRAM OBJECTIVES:

To review and intervene in major utility/insurance rate cases. Advise the General Assembly
and regulatory agencies on legislation and regulations concerning utility/insurance matters.
Increase public interest in utility and insurance cases. Monitor the CCRC industry and
ensure that all appropriate facilities have applied for licensing.

PERFORMANCE MEASURES:

Workload Indicators:

745
5,392
77

23

22

Utility rate notices reviewed
Insurance rate notices reviewed
Utility rate case interventions
[nsurance rate case interventions
Licensed CCRC’s

Efficiency Measures:

$3,432
34,066
51,848

QOutcomes:

$31.177,096
$17,500,000

Program cost per utility case intervention
Program cost per insurance case intervention
Program cost per CCRC licensed

Savings to consumers in utility cases

Savings to consumers in insurance cases

(Savings is the difference in what the insurance company requested and
what the Chief Insurance Commissioner granted. Credit for savings may be
shared with the Department of Insurance.)



