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and acts for the Administrator in the preparation and presentation of 
legal matters involving Credit Code enforcement and consumer 
protection in general. She is responsible for liaison and coordination 
with the Attorney General's office in enforcement matters involving 
that office. 

Complaints indicating a possible violation of the South Carolina 
Unfair Trade Practices are referred to the Consumer Protection 
Division of the Attorney General's office for action. The Department 
cooperates in the investigation of such complaints. During FY '79, 
the Department referred 103 complaints against 22 businesses to the 
Consumer Protection Division. 

2. Education, Research and Public Information 

a. Educational Activities 
The position of Educational Coordinator was eliminated from the 

Consumer Affairs staff for FY 1979 due to lack of funds. Educational 
activities performed during the period July I, 1978 until the 
termination of the Educational Coordinator on October 13, 1978 
consisted mainly of speeches, workshops and miscellaneous media 
appearances. Some educational activities for the period Oct. 13, 1978 
through June 30, 1979 were performed on an as-time-available basis 
by the Public Information Director. 

b. Research Activities 
The position of Research Analyst was abolished during FY 1979 

due to lack of funds. Research activities during FY 1979 were 
performed on an as-time-available basis by the Public Information 
Director. 

c. Public Information Activities 
The position of Public Information Director was filled on 

September I, 1978. 

During the following nine months of FY 1979 the following 
public information activities were reactivated, initiated, performed 
and/ or serviced on a continuing basis: 
(a) a weekly Consumer Concerns column of consumer questions and 
answers published by 58 weekly and daily newspapers. 
(b) a bi-monthly Consumer Affairs Report newsletter distributed to 
1500 individuals, organizations, media. 
(c) five Consumer Reports distributed weekly and broadcast on 67 
S.C. radio/ TV stations. 
(d) eight public service announcements on consumer related subjects 
distributed monthly to 156 radio/ TV stations. 
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(e) established Consumer Information Reference Library / Morgue. 
(f) researched, . wrote first draft, revised later drafts of ETV script on 
Contract Law for The Ways of Law series. 

In addition to the above the Public Information section 
performed a variety of activities which are common to public 
information functions such as the development of media informa­
tion packets prior to intervention hearings , speeches, releases, bio­
data sheets , publicity photos, media surveys on material utilization, 
media use memos and maintained liaison with all radio / TV / print 
media on a continuing basis. 

B. Consumer Services Division 

I. Consumer Complaint Section 
The following four tables summarize the wriLten 

complaints processed by the Consumer Complaint section of the 
Consumer Services Division. The Department received 2995 written 
complaints during FY ending June 30, 1979. This number is 44.5%of 
the 6727 complaint forms mailed to consumers during the same 
period. The remaining 55.5% of the forms were not returned to the 
Department by the consumers requesting them. The Department 
received 403 more written complaints during FY 1979 than during 
FY 1978. This is an increase of I S.6%. 

In addition, complaint section personnel referred 1789consumers 
by telephone to other state and federal agencies during FY ending 
June 30, 1979. 

Finally, 8877 consumers who telephoned the Department with 
questions and problems which did not (all within the jurisdiction of 
any public agency received a wide variety of advice and information 
from the Complaint Section of the Depatotment between July I, 1978 
and June 30, 1979. The Department received 3125 more advice and 
information calls during FY 1979 than during FY 1978. This is an 
increase of 54.3%. 

COMPLAINTS CLOSED 

A total of 2686mmplaints were closed for FYending June 30, 1979. 
Of this total, 1870 complaints were satisfied, resulting in thcrecovery 
of $78,220.96 in refunds, exchanges, adjustments or repairs. Not all of 
the consumers whose complaints were satisfied received refunds. 
Some of these consumers received an explanation from the business 
which the Department accepted as satisfactory. 
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Table 1 
Complaints Closed 

July 1. 1978- June 30, 1979 

Closing Status 
Satisfied 
Unsatisfied 
Unjustified 
Abandoned 
No Response 
Out of ] urisdiction"" 
Undetermined 
Total 

Number 
1870 

73 
131 
123 
47 

193 
249 

2686 

Per Cent 
69.6 

2.7 
4.9 
4.6 
1.8 
7.2 

__2g 
100.0 

*These complaints were referred to other state or federal agencies . 

Table II 
Complaints Received by Complaint Category 

July 1, 1978 - July 30. 1979 

Percent 
Complaint Categories Number of Total 
Appliance/ TV / Radio 174 5.81 
Advertising 44 1.50 
Air Lines 6 .20 
Residentia l Leases 64 2.14 
Banks 40 1.34 
Consumer Buying Clubs 12 .40 
Boat Dealers 20 .67 
Con tractors/ Builders 280 9.35 
Credit Discrimination 5 .17 
Consumer Fi nance 51 1.70 
Clothing Stores 10 .33 
Credit Billing 61 2.04 
Cablevision 17 .57 
Delinquent Payment and 

Repossession 53 1.77 
Education / Training Schools 19 .63 
Exchange/ Refund Layaways 85 2.84 
Funeral Homes / Markers / 

Cemeteries 9 .30 
Flm ists 9 .30 
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Percent 
Complaint Categories Number of Total 

Government Agencies (City 
and County) 4 .13 

Grocery Stores 9 .30 
Home Furnishings 131 4.37 
Hotels/ Motels 60 2.00 
Home Solicitation 14 47 
lnsuraqce 17 .57 
Jewelry 44 1.47 
Laundries I CI ea n ers 41 1.37 
Magazines/ Books 138 4.61 
Medical!Hospi tals 49 1.63 
Mobile Homes 53 1.76 
Miscellaneous 159 5.31 
Mail Order 343 11.45 
Moving/ Storage 19 .63 
Pet Shops/ Animals 12 .40 
Photography / Photo 

Equipment 32 1.07 
Pest Control 20 .67 
Real Estate/ Mortgages 87 2.90 
Repair Shops/ Rental Shops 28 .93 
Sales Finance 20 .67 
Health Spas 27 .90 
Service Stations (Including 

towing) 43 1.43 
Swimming Pools 10 .33 
Telephone Solicitation .03 
Utilities (telephone, telegraph, 

garbage pickups, etc.) 33 1.10 
Vehicles 640 21.37 
TOTAL 2995 I 00.00 
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TABLE Ill 
Complaint Categories Containing Greatest 

Number of Complaints 

Per Cent 
Rank in Number of Total 

Rank in FY 1979 FY 1978 FY 1979 Complaints 
1. Vehicles 1 640 21.37 
2. Mail Order 3 343 11.45 
3. Contractors/ Builders 2 280 9.35 
4. Appliances/ TV / Radio 4 174 5.81 
5. Miscellaneous • 159 5.31 
6. Magazines/ Books 5 138 4.61 
7. Home Furnishings 6 131 4.37 
8. Real Estate/ Mortgages 7 87 2.90 
Y. Exchange/ Refund/ 

Layaway 8 85 2.84 
I 0. Residen tia I Leases • _§1. 2.14 
TOTAL COMPLAINTS 2101 70.15 

*Not in Top Ten in FY 1978 

Table IV 
Complaints Received by County* 

July 1, 1978- June 30, 1979 

Complaints 
Complaints Per 1000 

Counties Population Received Persons 
Abbeville 21,900 13 .59 
Aiken 97,100 52 .53 
Allendale 10,300 0 0 
Anderson 116,600 73 .63 
Bamberg 16,700 7 .42 
Barnwell 18,900 5 .26 
Beaufort 59,400 31 .52 
Berkeley 74,800 32 .43 
Calhoun 11,700 14 1.20 
Charleston 261,900 133 .51 
Cherokee 40,900 17 .42 
Chester 30,300 15 .50 
Chesterfield 35,000 8 .23 
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Complaints 

Complaints Per 1000 

Counties Population Received Persons 

Clarendon 27,800 8 .29 
Colle ton 30,200 13 .43 
Darlinglon 56,200 33 .59 
Dillon 29,300 9 .31 
Dorchesler 48,700 26 .53 
Edgefield 16,400 3 .18 
Fairfield 20,400 15 .74 
Florence 99,500 95 .95 
Georgetown 39,300 20 .5 1 
Greenville 265,100 126 .48 
Greenwood 53,100 38 .72 
HampLOn 16,800 I .06 
Harry 91,700 74 .81 
Jasper 13,700 10 .73 
Kershaw 36,900 34 .92 
Lancasler 46,700 7 .15 
Laurens 50,700 22 .43 
Lee 17,800 3 .17 
Lexington 126,900 328 2.58 
McCormick 8,400 7 .83 
Marlboro 28,200 II .39 
Marion 31,900 15 .47 
Newberry 30,700 33 1.07 
Oconee 45,400 25 .55 
Orangeburg 78,200 70 .89 
Pickens 69,300 24 .35 
Richland 247,400 lOll 4.09 
Saluda 15,600 5 .32 
Spananburg 192,000 197 1.26 
Sumler 82,800 47 .58 
Union 30,100 12 .40 
Williamsburg 36,300 II .30 
York 96,800 81 .84 
TOTAL S.C. 2,876,000 2814 .9800 
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The Division of Consumer Advocacy 

I. Organization 

The General Assembly created the Division of Consumer 
Advocacy (CA) as a part of the S.C. Department of Consumer Affairs 
in July 1978 and authorized it to represent the consuming public 
before state regulatory agencies which set prices for consumer goods 
and services. The Administrator of the Department of Consumer 
Affairs serves as the Consumer Advocate. An Assistant Consumer 
Advocate functions as head of the division and supervises staff 
attorneys and secretarial staff. 

The functions and duties of the Division of Consumer 
Advocacy are set forth as follows: 
(I) To provide legal representation of the consumer 
interest before the state regulatory agencies as hereinafter 
provided when such agencies undertake to fix rates or 
prices for consumer products or services or to enact 
regulations or establish policies related thereto. 

(2) To monitor existing regulations, rate structures and 
policies of that agency of special interest to consumers and 
report to the public through the news media proposed 
changes therein under consideration and the effect of such 
changes on the lives of the citizens of the State. 

(3) The annual report required of the Commission on 
Consumer Affairs shall include a report on the activities of 
the Division of Consumer Advocacy. 

(4) To evaluate and act upon requests from consumers 
concerning the matters set forth in (I) and (2) above, 
except that any proceedings initiated by the advocate shall 
be brought on behalf of the public at large and not for 
individuals; initiation or continuation of any proceedings 
shall be at the sole discretion of the consumer advocate. 

The present staff of the Division of Consumer Advocacy includes 
three attorneys, two investigators, three secretaries and one law clerk. 
The Division has, from time to time, utilized professional 
consultants on various issues with funds provided for that purpose. 

II. Staff Preparation 

~ecausc anticipated hearings would deal with highly specialized 
areas, i.e. utility rate making, milk marketing, insurance regulation, 
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etc., the Division continues to study theory, history, terminology and 
basic facts in these specialized areas through training sesswns, 
seminars, research and reading. 

III. Administrative Hearings and Civil Proceedings 

A. Public Service Commission 
I. Southern Bell Telephone and Telegraph Hearings (SBT&T) 

SBT&T Increase Request: 

Hearing Began: 

SBT&T Request: 

CA Position: 

PSC Order: 

2. Duke Power (DP) 

DP Increase Request: 

Hearing Began: 

DP Request: 

(2) Revise 6% peak projection 

$73,820,700 SBT& Increase 
Granted: $38,028,460 
Oct. 16, 1978 
Decision Granted: Feb. 28, 1979 
(I) 14% - 16% shareholder return 
on commo~ stock. 
(2) Pay phone rate increase from 
$.10 to $.25. 
(I) II% shareholder return on 
common stock. 
(2) Retain current $.10 pay 
phone rate at which SBT&T 
earns 16%. 

(I) II% permissible stockholder 
return on common stock. 
(2) Retain current $.10 pay 
phone rate. 

$34,545,000 
DP Increase Gr.mted: $18,206,000 

December 8, 1978 
Decision Granted: May 17, 1979 

(I) 15% to 16% shareholder return 
on common equity 

downward to 5-5.25% 
(3) Need $2.6 billion to meet 
capital requirements, mostly for 
construction from 1978 to 1980. 
(4) DP ownership of its coal 
mines to customers' advantage, 
especially if coal strike. 
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CA Position: 

(5) Need for new rate design to 

PSC Order: 

(1) 12.4% to 13.4% shareholder 
return on common equity. 
(2) DP erred in overforecastingof 
sales and customer growth. 
(3) DP has excess plants and 
equipment. 
(4) Coal purchased from DP -
owned mines exceeds market 
pnce. 

discourage wasteful use of 
electricity 
(6) Need for multiple peak cost 
of service studies 
(7) Disallow retainer fees as 
above the line expenses; restrict 
to services rendered and billed. 

(I) 12.75%-13% shareholder 
return on common equity 

3. Electric Utility Fuel Hearings 

Hearing: 

Companies Involved: 

PSC Fuel Adjustment 
Policy: 

CA Position: 

PSC Fuel Adjustment 
Policy changed: 

December, 1978 (Two hearings 
conducted) 
S.C. Electric & Gas 
Carolina Power & Light 

(1) Monthly bills varied by a 
fuel factor based on amount 
actual monthly fuel expense 
exceeded allotted fuel expense. 
(2) Fuel Adjustment clause 
reviewed each six months. 
( 1) Questionable fuel purchasing 
practices coupled with ability 
to pass through excessive costs 
directly to consumers 

(I) Fuel expense component in 
base rate (no monthly "fuel 
adjustment") 
(2) Fuel expense component 
reviewed each six months for 
reasonableness 
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B. Insurance Commission (IC) 

(3) New fuel expense component 
set for next six months. 

I. Nationwide Homeowner's Insurance Hearing (NHI) Decem­
ber, 1978 

NHI Increase Request: 

CA Position: 

14.5% Increase NHI Increase 
Granted: 14.5% Increase 
(I) NONE-Consumer Advocate 
and Assistant Consumer 
Advocate sat in as part of a 
study of procedures. 

2. National Council on Worker's Compensation Insurance 

November, 1978 

NCWCI Increase Request: 

IC Position: 
CA Position: 

IC Decision: 
Decision appealed and pending. 

23.3% 
NCWCI Increase Granted: 10.5% 

(I) I 0.5% increase 
(I) Decided intervention could 
not add to IC challenge. 
(2) Changed status from 
intervenor to amicus curiae 
(I) I 0.5% increase 

3. Insurance Services Office Automobile Insurance (ISO) 

June, 1979 

ISO Increase Request: 

CA Position: 

25% increase 
ISO Increase Granted: Pending 
(I) Reduce increase by 12% for 
Bodily Injury Coverage 
(2) Need for more accurate/ 
equitable method for setting 
price differentials among 
premi!Jm categories by cross 
classifying drivers and territories. 
(3) Allstate cannot implement 
new rates prior to December, 
1979. 



C. Dairy Commission (DC) 

December, 1978 

Pre-hearing actions 

CA Position: 

February, 1979 

Producers & Processors Request: 
DC Granted: 

CA Position: 

Post Hearing Action 
CA Position: 

Court Decision: 
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(I) Rule to Show Cause issued 
against milk price increase 
because of failure to hold public 
hearing-. Increase rescinded and 
public hearing- procedure 
instituted. 

Price Increase 
Price Increase to $13.08 per CWT 
$.12 per g-allon 

(1) Suggested increase in farmer 
pnces 
(2) Need for more information 
on distributor costs before an 
increase could be legally 
established 

(1) Suit alleging non-com­
pliance with Dairy statues and 
administrative procedures 
(2) Lack of evidentiary support 
to justify wholesale price 
increase of minimum retail milk 
pnces 
(3) Violation of State Constitu­
tion for de facto setting of 
minimum retail milk prices 

Temporary Injunction against 
Dairy Commission from 
enforcing minimum wholesale 
pnces. 

Dairy Commission appealed and case is pending- before S.C. 
Supreme Court. 

The Consumer Advocate and Public Information Section have 
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compiled information packets prior to Southern Bell, Duke Power 
and Dairy Commission hearings to assist the media in understanding 
regulation methodology and correctly reporting hearing issues. 

I. Investigative Activities 

The investigative function is performed ,by two investigators 
assigned to the Consumer Advocacy Division who are responsible for 
examination of accounts and related records of consumer credit 
grantors who are registered with the Department. Selected consumer 
complaints are investigated for possible violations of the law. 
Coordination is effected with appropriate Federal, state, county and 
local authorities as required. 

There are three types of investigative procedures. First, is the 
" notification contact" with a business to determine notification fee 
liability. Second is the "informal investigation " to obtain informa­
tion on selected consumer complaints when no violation of the Code 
is suspected and third, the "formal investigation" pursuant to 
Section 6.106, of the Code which states "If the Administrator has 
probable cause to believe that a pel·son has engaged in an act which is 
subject to action by the Administrator, he may make an 
investigation ... ". 

Notification Contacts 
Initiated by Investigator 
Initiated by Business 

Complaint Investigations 
Formal 
Informal 

600 
46 

554 

10 
45 

During FY 1979 ten formal investigations were conducted by the 
Department's investigators regarding possible violations of the 
South Carolina Consumer Protection Code. 

Public Access 

A major responsibility of the Department is to administer and 
enforce the South Carolina Consumer Protection Code. To insure 
that the public is properly served, three avenues of access are 
provided. These are through the complaint procedure, the 
information procedure and the formal rule-making and petition 
procedure. The formal procedure is set forth in the published Rules 
and Regulations of the Administrator. 
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Complaint Procedure 

The public has access lO the Department through the complaint 
procedure by virtue of a state wide toll-free WATS line or by 
utilization of the regular telephone network of the Department 
Telephone numbers for the W ATS I ine and the regular system are 
published in the news media and other appropriate informational 
sources at regular intervals. Complaints may also be su bmi ued to the 
Department in writing, either utilizing the Department's regular 
complaint form or in an appropriate letter or other writing. 

Information Procedure 

Requests for information may be made to any appropriate 
Division of the Department of Consumer Affairs. The appropriate 
Division for inquiries relating to complaints, consumer education or 
statistics is the Consumer Services Division. The appropriate 
Division for inquiries relating to office management, personnel, 
budget or notification and fees is the Administration Division. 

All requests for information which require any answer in the 
nature of a legal opinion or interpretation or a statement of official 
policy or position of the agency must be submiued in writing. 

Submissions or suggestions designed to improve the operation of 
the Department of Consumer Affairs should be submitted in writing 
to the office of the Administrator of Consumer Affairs, without 
regard to the Division or activity to which they may pertain. 

Requests for copies of the South Carolina Consumer Protection 
Code or other publications whic;h may from time to time be issued by 
the Department should be addressed to the Administration Division. 
These requests may be in writing or they may be made telephonically 
or by personal visi l. 

Requests or submissions of any nature may be made in writing lO 

the office of the Administrator of Consumer Affairs. 

The Department offices are located on the first and fourth floors of 
the Five Points Building, 2221 Devine Street, Columbia, S.C. 



August 13, 1974 

August 19, 1974 

August 29, 1974 

September 30, 1974 

September 29, 1976 

July 25, 1978 
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Historical Data 

The ~.C. Department of Consumer 
Affairs was established by Act 1241 of 
1974, as amended. 

First Commissioners appointed to the 
S. C. Comission on Consumer Affairs. 

First members appointed to the Council 
of Advisors on Consumer Credit 

Irvin D. Parker of Columbia appointed 
as the first Administrator of the Depart­
ment of Consumer Affairs. 

Act 686 of 1976, which added to the 
SCCPC those portions of the U3C which 
pertained to loans and licensed lenders, 
became effective. 

The Division of Consumer Advocacy 
created by Act 644 as a new division 
within the S. C. Department of Con­
sumer Affairs with the designation of the 
administrator of Consumer Affairs as the 
Consumer Advocate. The Act also altered 
the composition of the Commission on 
Consumer Affairs increasing its member­
ship to eleven . 


