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EXECUTIVE SUMMARY

Establishedn 1974by the Consumer Protection Code
(Code), ®ctions 371-101et seq.the South Carolina
Department of Consumer Affai(SCDCA or Departmenty
the state consumer protection agenSZDCA is the
administrator and enforcer of the Cods well as other
regulatory statutes outside the Code this capacity, the
Department helps to formulate and modify consumer laws,
policies and regulationsegulates the consumer credit
marketplacgeresolves complains arising out of the
production, promotion or sale of consumer goods or services
in Souh Carolina, wiether or not credit is involved; and
promotesa healthy competitive business climate with mutual
confidence between buyers and sell€serall, the agency
protecs consumers while giving due regard to those
businesses acting in a fair anohlest manner.

Major Achievements

Complaint Mediation

e The Department mediated addsed 836 of consumer
compl ai nt s wahichii gad is thesrésulteofd , ¢
theopenview analysisapproach to processing, evaluating
and mediating consumer complanThis approach
frequently identifies violations and/or businesses ttat ar
not ment i on e dscomplaibtang assisisins L
determining the probable basis and merit of eviézg
complaint

e The agency demonstrat ed it
recovering approximately $1.4 million in refunds,
credits and adjustments for consumers nationally and
internationally but most importantly, those living in South
Carolina. (Of that figure, $658,56% from Consumer
Services, $73307is from Legal)

e Received more thah,284complaints during FY11, 1,653
of which are still pending

e Provided services (walias, referrals, geeral questions,
etc.) t09,221persons.
Compliance/Enforcement Activity

e Pracessed4,231licensing applications argl530filings
for regulated businesses.
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Mission
Statement

Ourmission is to
protect consumers
from inequities in the
marketplace through
advocacy, mediation,
enforcement and
education.

Values

The Department
strives to be a
CREDIT to our State
by holding the
following values as
essential in our
relationships and

dedsion-making

C ompetence
R espect

E quality

D edication

| ntegrity

T imeliness




e Conducted314compliance reviews and inspections of regulated businesses and an additional
16 advisory visits to help new businesses get off to a good start.

e Sent35advertsing compliance letters.

e Conductedl47special assignmesmtand complaininvestigations.

e Launchedtheonline South Carolina Mortgageg System.This application will allow
mortgage bro&rs and lenders to comply with statutoegordkeeping requiremenwhile
permitting SCDCA analysis dban data to detect predatory or discriminatory mortgage
lending practices

e Formed a partnership with Department of Motor Vehicles Auditors in maximum rate filing

compliance/enforcement. This leveraging of resources wailticue in FY12 with plans for
trainings between the agencies and increased information sharing.

Advocacy Division Activity

e Reviewedd23insurance notices.

e The Disunbsusanceaviags this year were depressed due to pending chalenige
autlority to participate in certain insurance rate filings as well as extremely limited funds for
hiring outside actuarial experts to assist in filing reviedager the last6 years, the Division
has saved insurance consumergcluding small businessesapproximately $258 million.

e Processed5 applications for Discount Bical Plan Organizatiogontinuing Care
Retirement Community androfessional Emplar Organization (PEO)icenses.

e Reviewed oved00PEO annual reports to ensure compliance with the stgtatinimum net
worth requirement.

¢ Reviewed and processed the continuing education compliance reports 200P&0 key
management personnel

Cooperative Efforts with the General Assembly, Government Agencies and
Businesses

e Geneml AssemblyEfforts- The Department continued its efforts in advising the Legislature
on issues affecting consumers, such as debt collection and insurance rates. The agency also
provided testimony on proposed Athlete Agent Act amendments.

e Administrative Programs
SouthCarolina Business Oriestop (SCBOS)
In FY11,1,143 businesses utilized the SCBOS system to file required documents with the
Departnent, an increase from FY10 wh&®73businesses used the systdine Department
began talksn FY11with SCBOS to modifythe currentonline systemworkflow to make it
more useffriendly and encouragesageof the streamlined filing procesSCDCA also plans
a more intense marketing effort to incredsenumber of online filings IRY12.
Administration Division Activity
Postedbver 1,08l revenue transactions, which included processing multiple checks per
transaction, for deposit into the General Fund and agency earmarked accounts.
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Outreach, Partnerships and Customer Focus

Shred Day Eventsln partnership with SHRED 360, held
4 FREE $red Days. Locations in Columbia, Charleston
and Greenville provided consumers and businesses the
opportunity to have their confidential documents shredde
Over30,000 poundsf paper were shredded during the
events.

Technology Update Continued develapent of new

online complaint database. Anticipated launch in FY12.
Began development of online licensing systems for two o
t he agenc yWhenimptementedhenes systems
wi || increase the Depart me
filing processesCortinued work on developingnew,
easilynavigable agency website, expected to launch early
FY12.

National Consumer Protection WeelSCDCA partnered
with the US Postal Inspection Service, Federal Trade
Commission and Better Business Bureau to conduct
teleplone banks across the state and answered hundreds
consumer fraud questions. The Department also hosted &
essay competition for4 5" and ' grade students. 10
winners were chosen from o560 entrants

Webinars Provided4 educational webinaite regulated
industries and consuers alike. More thaB00 people
tuned in to hear about topisach astate and federal debt
collection laws, recent activity in the area of foreclosures
and a consumer law update

Social Media Over63,000 peopleéhave viewed S CDCA
18 videos currently uploade@he Department also kept
over1600 Twitter followersupdated with educational
tweets

Pametto Affordable Housing Forum The Department
provided several presentations at the forum on topics suc
as debt collection, ortgage frauénd foreclosure and

credit scoresMore thard00 personsattended the Forum.

South Carolina Libraries SCDCAdelivered thousands of
brochures to branches across the State. The agency also
entered into a partnership with the Friends of thedrice
County Library for implementation of the8mart
Investinggrant.

Presentations Conducted3 presentations to consumer
groups, trade associatiorurchesthe legal community
and government organizations. Specific audiences
included magistrates, dftgage Brokds Association,
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Key Strategic
Goals for Present
and Future Years

1. Obtain the
necessary funding
and personnel to
effectively
administer and
enforce the laws
assigned to SCDCA

2. Develop and
enhance technology
systems to increase
3#$#!1 60 AE
and effectiveness.

3. Increase public
awareness of SCDCA,
its services and
accomplishments.

4. Enhance internal
communications to
build knowledge,
bolster morale and
enable staff to
perform at the
highest level.




senior center members, USC Consumer Law cMesticiands Association and SC Bar
members.

¢ Mortgage Fraud Hotline In partnership with the SC Attorney GenésaDffice, the
Department réaunched the Southatolina Mortgage faud Hotline on March 22, 2010.
The hotline recordefl79 callsfrom July through October, when the program ceased
operations due to lack of funding (164 calls were recorded from March 22Jp8&00,
2010). SCDCA provided guidance and resources torsalle

e US Consumer Product Safety Commissi(@PSC} Staff conducte@5 Recall Effectiveness
Checksthroughout the statier recreational vehicles, household furnishings and other
consumer products in partnership with the CPSC

e LifeSmarts The Ultimate Conamer Challenge SCDCAannuallyc oor di nat es t he
LifeSmartscompetition a National Consumers League progrdrnis national program helps
high school students develop and demonstrate an understanding of personal finance, health
and safety, environemt, technology and consumer rights/responsibilitres.Y11, Lower
Richland High School from Hopmks was the state winner and represented South Carolina at
the national competitioheld April 29 2016 May 3, 2011 in Los Angeles

Key Strategic Challenges

SCDCA has experienced severe budget cuts over the last 3 fiscallyeasidget
reductions not only occurred at the General Fund level, with the agergiyimg a more than
$1.6 million base appropriations cut from FY@Y 11, but other fundeave decreased as well.
The industries regulated by the Department have been affected by the economic dakugurn
licensee numbers sharply declined. While the Legislature seasnitient of Other Funds the

SCDCA Budget FY-G%'12

i General Fund Portion of Budget 1 SCDCA Total Budget Appropriations

3,552,102
2,942,367
2,490,041

2011

2012
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agency can maintain, there is no guéarsuch funds will actually be received, leaving SCDCA
vulnerable when oumission has taken on even more importance as an unprecedented number of
consumers have lost their jobs and/or are financially distressed.

In FY10, SCDCA implemented a reductionforce, resulting in 24 positions being
eliminated. Inan effort tocut costs, in FY11, the agencgwinsized office space and moved into
a state building, furloughed 14 days, turned in a
majority of its leased vehicles, ceased

providing certin servicesand did not fill Number of SCDCA
vacant positions. Employees
While SCDCA staff is dedicated and | 80 7215 71

have taken on additional duties in an attempt
continue carrying ou
statutory duties, it is difficult to do so in an
effective mannerStaff has furloughed total

of 29 days in 3 fiscal year8udgetary
constraints contribu
to hire needed staff or appropriately 2005 2006 2007 2008 2009 2010 2011
compensate those whose job responsibilities
have grown and who continue to provide superior servite agency is tuing to technology

for assistance and employing internal reviews to shift with the current climate, but maintaining a
qualified workforce is of utmost importance.

Accountability Report in Improving Organizational Performance

Preparation of the Accouridity Report allows senior leaders the opportunity to take a
full view of the accomplishments achieved during the prior year, assess areas needing
improvement and set future goalsh e r eport al s o ppictureifodad fafft he ag:
sotheytoocan ascertain the agencyods overall produ
BUSINESSOVERVIEW ANDORGANIZATIONALPROFILE

Description of Major Services

The General Assembly habarged SOCA with advising the Legislature and Governor
on consumer issues and staterefldt in thisState. The Department is the administrator and
enforcer of the law governing consumer credit transactions and alsespasisibility over the
following industriesMotor Clubs (Act 400 of 1984),Rent-to-own businesses (Act 121 of
1985), Physical Fitness Services (Act 165 of 1985),Pawnbroker s (Act 491 of 1988),
Mortgage Loan Brokers (Act 544 of 1988),Telephone Solicitations (Act 656 of 1988),
Continuing Care Retirement Communities (Act 97 of 1989),Express Warranties on
Motor Vehicles (Act 142 of 1989),Athlete Agents (Act 456 of 1990; Act No. 300 of 2004),
Motor Vehicle Subleasing (Act 132 of 1991), Loan Brokers (Act 452 of 1992),Motor
Fuel Pricing (Act 161 of 1993),Professional Employer Organizations (Act 169 of 1993),
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Prize Promotions (Act 483 of 194), Prepaid Legal
Services (Act 328 of 2000),Motor Vehicle Dealer

Closing Fees(Act 387 of 2000, Part I, § 82)Discount
Medical Plan Organizations (Act 377 of 2006),

Consumer Credit Counseling (Act 111 of 2005),Preneed
Funeral Contracts , transferred from the Board of
Financial Institutions on July 1, 2006, and the regulation of
the sale ofcosmetic contact lens without a prescription
from an authorized dispenser, effective July 1, 2005.

SCDCA also provides consumer law guidance to the
financial industy, magistrates, attorneys, and law enforcemer
agencies, just to name a few, and serves as legal counsel fo
the Board of Financi al I nst
Division.

As the state agency designed to represent the insuran
interests of consumerSCDCA eviews insurance rate
requests filed wit the Department of Insurance,
predominantly involing homeowner's insurance and worker's
compensation insurance rate filingfghen needed, an action
is filed and DCA sbmits evidene in hearings that
demonstatethe rate request is not justifiatid often results in
adjudications or settlements that generate savings for
consumers and businessdike.

SCDCA alsoprocesses and mediates written consume
complaints, seeking to find equitable solutions for the
consumer and the business, including refunds, adjustments
and credits to consumer account$e agencyakes consumer
complaints against businesses regulated b @i2CA, refers
complaints that fall within
handles thoseomplaints against businesses that are
unregulatedGiven the thousands of complaints the DCA
fields each year (including hundreds which are referred by
elected officialsthe Better Business Bureau and other
agencies) it is clear that the availability@E€A's mediation
process takes a large load off the court system. This service
also saves consumers and businesses the often prohibitive c
of hiring a private attorney and going through the already
congested court systefMhe Departmenrovides SC
taxpayers with a readily available, experienced, and-cost
effective mediation service. The complaint mediation service
offered and provided b$CDCA are unmatched by any state
or federal agency dhe Departmenserves as the sole agency
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The Consumer
Protection Code
authorizes the
Department to:

- Analyze and mediate
individual complaints.

-Investigate business
practices if a pattern of
fraud is suspected,

-Inform about
complaints filed against
a business,

-Educate consumers
about unfair and
deceptive practices, and

-Provide legal action to
represent persons from
violating the Code and to
prohibit unconscionable
conduct.

The Codedoes
not allow the
Department to:

- Advise whether or not
a business is repuable,

- Recommend a
company with which an
individual should do
business,

-Handle complaints
against a state agency.




engaging in the median of individual complaint&gainst unregulated businesses.

SCDCA serves as the main consumer education portal for consumers, business and the
media. To ensure adh degree of awareness of canger rights and responsibilitiesa#
makes presentatiorsd sponsor webinars on ID Theft, debt collection, foreclosures, credit and
other popular topics for SC businesses, government agencies, service providerssanters
particularly thosef modest means and the elderlshe agency also answers hundrefisalls
per month pertaining to consumer scams and laws and disseminates press releases and consumer
edu@tion brochures.

The above services are primarily delivered throughamrene interaction, distribution of
information, use of social media anc tpractice of law.

Key Customers,Suppliers and Stakeholders

Key Customers

The Departmeiis key customers are the consuming public, ratepayers, regulated and
indirectly regulated businesses, law enforcement agencies, schools, communitytheolgosl
community,operationsrzendors, the media, consumer protection organizatathey state and
federal agencies, national consumer grothes Council of Advisors on Consumer Credit, the
Commission or€onsumer Affairs, the GovernwrOffice, the General Aembly and the US
CongressThese groups expect prompt, efficient service and for the agency to utilize a fair and
balanced approach in carrying out its legal functions.

Key Suppliers

The Departmeiis key suppliers include the consuming public,Gemerd Assembly the
Board of Financial Institutions, SC Magistrate Court Systénaget and Control BoartlS
Congress, the Better Business Burdaderal Trade Commission, US Consumer Product Safety
Commissionandthe media.

Key Stakeholders

S CD C A 6 son imbr@ad and diverse, affecting all South Carolinians on one level or
anotherOther states having a version of the Uniform Consumer Credit Code also have an
interest in Department activities, specifically in the legal arena.

Operation Location and Number of Employees

Operation Location

The Department of Consumer Affaisslocated in Columbia at 2221 Devine Street, Suite
200. However, the Department provides statewide programs and services to the cit&euih of
Car ol i na. staleidgollafrgepmoneyndnsber is-800:922-1594
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Number of Employees

The Department of Consumer Affairs currently has 35tfie positions. 29 of these
positions are fillegwith 10 funded by state appropriations and 25 funded by revenue generated
from the licensing fees regulated organizations.

Regulatory Environment and Performance Improvement Systems

Regulatory Environment

SCDCA operates under tl@auth CarolinaConstitution, the South Carolina Code of
Laws andSouth Grolina Code ofRegulations.

Performance Improvement Syste ms

Performance measures are discussed monthlwisibn and full staff meetingshere
idea exchanges take place regarding areas needing improvebsgnbmmanagement also
presents performance benchmar ks andnonhtydat es t
basis. The agency also utilizes the annual Employee Performance Management System as a
catalyst for addressing performance on an individual level.

Organizational Structure

The Commission on Consumer Affairs

The leadership system at thedaetment of Consumer Affairs begins with the
Commission on Consumer Affairs. The Commission is composed of nine members, one of
whom is the Secretary of State. Of the remaining eight members, four are elected by the General
Assembly, and four are appointled the Governor. The Commissioners serve four year terms.
The Commission is the policymaking and governing authority for the Department, is responsible
for the enforcement of the Consumer Protection Code and appoints the Administrator. It meets
on the seond Tuesday of each month to discuss the Departsmgoals and objectives and to
hear progress reports from the Administrator and staff. The Comnissioment membership is
as follows:

David Campbell, Chair (2013) Columbia
Carole C. Wells (2008) Woodruff
Magaly Penn (2014) Simpsonville
Johnny Sosebee (2014) Piedmont
Clifford Ray Keasler (2014) Myrtle Beach
Terrell Parrish (2014) Greer
Mark Hammondegex officio Columbia
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The following Commissioners servedtil the time indcated Wayne K. SimgJanuary

2011),Wayne Powel(April 2011).

South Carolina Department of Consumer Affairs Senior Management

The current management team strives to create an environment in which open
communication, customer satisfaction and contisumprovement are a way of life for the
organization. Senior management is led by the Administrator and heetekly to discuss

policies, procedures and customer expectations. The Depaignentor managers are:

Acting Administrator *

Consumer Advocate/Deputy for
Advocacy

Deputy for Administrative &
Regulatory Service

Deputy for Regulatory Enforcement

Deputy ofPublic Information
Consumer Services and Education

Director of Consumer Services &
Education

Director of Human Resources

*Brandolyn Thomas Pi

The Council of Advisors on Consumer Credit

Carri Grube Lyb arker

Elliott Elam

Vacant

Danny Collins

Carri Grube Lybarkr

DonnaBackwinkel

nkston

Sharon Jone:

retired

as

The Council agsts the Administrator in obtaining compliance with the Consumer
Protection Code. The Council is composed of sixteen members appointed by the Governor for a
four year term, one of whom is designated by the Governor as the Chairperson. It meets on the
third Tuesday in the first month of each quarter to discuss credit and compliance issues. The

Councils current membership is as follows:

Sharon C. Bramlett, Chair (2014)
Wendy J. Culler, Vice Chair (2006)
Ruth Ellen Hardee (2007)

Beatrice A. James (2003)

Richard A. Jones (2005)

Columbia
Lancaster
Columbia

Florence

Gaffney

12 I South Carolina Department of Consumer Affairs

t

he

a



Scott M. Malyerck (2007)

C. Brian McLane, Sr. (2007)

Victor C. McLeod, Il (2003)

Cassandra W. Rush (2005)

Alethea (Lisa)Samuel (2006)

Randall C. Cole (2008)

Ulysses S. G. Sweeney, Il (2004)

William D. VanHook (2004)

Brent A. Weaver (2003)

Organizational Chart

Council of Adviors d

=)

Commission on
Consumer Affairs

Consumer Credit

=

Carri Grube Lybarkg
Acting Agency Heg

[N

Irmo
Columbia
Greenville
Columbia
Columbia
Columbia

Marion
Charleston

Lexington

Deputy for Admin. §
Reg. Svcs.

(Vacant)

Deputy for Regulatofy
Enforcement

Consumer Advocat

A1

Consumer Service$

Deputy for Public
Information,

and Education

Administrative
Services Divisign

Legal Divisior]

Advocacy Divisign

Services Divisiol

Public Information

—1 and Media Service

Division

Consumer

-
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Base BudgetExpenditures and Appropriations

FY 09-10 Actual Expenditures FY 10-11 Actual Expenditures FY 11-12 Appropriations Act
Major Budget Total Funds General Total Funds General Total Funds General
Categories Funds Funds Funds

Personal Senice $ 1,901,890 [ $ 985,432 | $ 1,482,592 | $ 319,548 1,566,312 354,312
Other Operating $ 616,650 | $ 103,928 [ $ 394,183 | $ 152,917 437,295 55,000
Special ltems
Permanent
Improvements
Case Senices
Distributions to
Subdivisions
Fringe Benefits $ 533,705 | $ 407,428 | $ 471,654 | $ 156,142 486,434 156,434
Non-recurring

Total $ 3,052,245 | $ 1,496,788 [ $ 2,348,429 [ $ 628,607 2,490,041 565,746

Other Expenditures
Sources of FY 09-10 Actual FY 10-11 Actual
Funds Expenditures Expenditures
Supplemental Bills
Capital Reserve Funds
Bonds
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Major Program Areas

Program Major Program Area FY 09 -10 FY 10 -11 Key Cross
References
Number Purpose Budget Expenditures Budget Expenditures for
Financial
and Title (Brief) Results*
Consumer Services and Charts
Education - Receive and State: 294,512.00 State: 0.00 7.1-1,
) 7.1-5,7.2 -1,
process consumer complaints Federal: Federal: 72-2.72 -3,
filed against businesses and 7.2-5,7.2 -6,
" provide a voluntary mediation Other: 93,519.00 Other: 310,468.00 73.2
program to resolve the Total: 388,031.00 Total: 310,468.00
complaint. Educate consumers
on current consumer issues to
help them become savvy
consumers. % of Total Budget: 12.71% % of Total Budget: 13.22%
ivisi - ini Charts
Legal Division - Administer, State: 61,833.00 State: 47,953.00 7127 6
interpret, and enforce the S.C. 156 e
Consumer Protection Code. Federal: 24,573.00 Federal: 1,143.00 3 '76 a ’76 5
License, register and regulate Other: 1,211,460.00 Other: 651,168.00
mortgage brokers,
. pawnbrokerS, physica| fithess Total: 1,297,866.00 Total: 700,776.00
centers, motor clubs,  credit
counseling organiz  ations,
prepaid legal services, athlete
agents, and the sale of
preneed funeral contracts. % of Total Budget: 42.52% % of Total Budget: 29.82%
Advocacy Division - To provide Charts
; State: 172,537.00 State: 354,244.00 7.1-3,7.1 -4,
legal repre§entat|on for the 7947 64
consumer interest in matters . .
X X Federal: Federal:
involving property and casualt y
insurance and worker's Other: 68,479.00 Other: 8,885.00
compensation insurance. The
" Advocacy Division also Total: 241,016.00 Total: 363,129.00
’ regulates Professional
Employer Organizations , the
selling of cosmetic contact lens
without a prescription,
Discounted Me dical Plan
Organizations and Continuing
Care Retirement Com munities . % of Total Budget: 7.90% % of Total Budget: 15.46%
Public Information 1 To serve Charts
as the official channel of S5
communication between the State: 75,966.00 State: 70,268.00 176 -4,7.6 -5
agency and the public.
v Implements programs to Federal: Federal:
’ educate the publicon SCDCAb s
services, activities, laws it Other: (1,327.00) Other: 315.00
administers and enforces, and Total: 74,639.00 Total: 70,583.00
issues directly affecting
consumers in the marketplace % of Total Budget: 2.45% % of Total Budget: 3.01%
Administration - To provide Charts
budgeting and accounting State: 484,512.00 State: 0.00 7.1-2,73 -1
human resources, procurement Federal: Federal:
& supply, training and
I computer services fort  he Other: 32,486.00 Other: 431,819.00
agency. To administer the
registered consumer credit Total: 516,998.00 Total: 431,819.00

grantor and maximum rate
filing program.

% of Total Budget: 16.94%

% of Total Budget: 18.39%

Below: List any programs not included above and show the remainder of expenditures by source of funds.

FY 09-10

FY 10-11

Remainder of Expenditur es: State: 407,428.00

Employer contributions Federal:

State: 156,142.00

Federal:
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Other: 126,277.00 Other: 315,512.00

Total: 533,705.00 Total: 471,654.00

% of Total Budget: % of Total Budget:
17.49% 20.08%

* Key CrossReferences are a link to the CategoryBusiness Results. These References provide a Chart number that is included in the
section of this document.

ELEMENTS OMALCOLM BALDRIGE AWARD CRITERIA

Category 1z Senior Leadership, Gowernance, and Social Responsibility

1. How do senior leaders set, deploy and ensuretwvay communication for:

Short and longterm organizational direction and organizational priorities?

Division staff meetings, agenayide staff meetings, and execwiiead meetings serve as the
primary method for setting, deploying and ensuring-tvay communication for sherand long

term priorities.The Administrator also holds ofmonei 15 mi nut e0 stessi ons
discusgperspectives and ideas. Senior leaderseaigoloy an open door policy so staff can feel
comfortable discussing any topic at any time with leadership.

Performance expectations?

EmployeePerformance Management SystdaPMS) provides performance expectations and
evaluations for each employee. Coothdl on an annual basis, these-on@ne reviews show
employees the accomplishments of the previous year and outlineaibtongterm goals for
each staffer. These goals are then monitored througbmoae reviews and followps
throughout the yeafsoals are adjusted as necessary to reflect changes in the external and
internal variables.

Organizational values?

Shortterm organizational values are evaluated based on the dgatated mission statement
and values. These tenets, posted in eachosmis office, provide the ovearching philosophy
and longterm goals for the agency. Organizational values and priorities onta-day basis
are adjusted accordingly.

Ethical behavior?

Ethical behavior and expectations are outlined by Human Respalicies. These policies are
created and adapted as needed by management to reflect changing technology, communication,
legal, and other behavioral patter8enior leaders also lead by example in this area.

2. How do senior leaders establish and promatfocus on customers and other stakeholders?

Whether during an impromptu discussion or within meetingsps&aders frequently remind
employees btheir responsibilityto assisttonsumers and other persons seeking guidance from
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the DepartmentActivities and communication acenterecbnt h e D e psanissiom@ nt 0
protect consumers in the marketpladgle enforcing the laws in a fair and balanced manner

3. How does the organization address the current and potential impact on the pubilie o
programs, services, facilities and operations, including associated risks?

SCDCA has a strong public interface. Our Services Division has the most consumer interaction
in processing complaints while other areas also answer inquiries from the@gency ar yi ng
customers and supplieiStaff also makepresentations, distribute consumer educational

materials and serve as contact for the media. Feedback is received from all areas allowing the
agency to gauge the impact and areas needing attentionth&/glevere reduction in staff in

FY10, he agencygontinues tdake strides in usinggchnology to assist the Department with its
efficiencyand administration of programs.

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

On a daily basis, accountability is maintained through supervision, by ensuring staff compliance

with internal policies and procedures. Leadership also has monthly meetings with accounting
staff to review the agencyéssMettingsalsoarchelllo st at us
discuss legislation, enforcement and any human resources iBsaggimary method of fiscal,

legal and regulatory accountabilityoweverjs through monthly reports to the Commission on
Consumer Affairs. This board, comgaosof members appointed by the General Assembly and
Governor,is the policymaking authority of the Departme®énior leaders provide the current
statusofeach di visiondés activity, budget issues,

5. What performance measures denior leaders regularly review to inform them on needed
actions?

Complaint closing ratings and processing times are trusted performance meesswelsas
customer satisfactiol@onsumer refund levefsom all divisions, application processing times,
administrative action takeandmonthly progresseport datalsoareanalyzed.

6. How do senior leaders use organizational performance review findings and employee
feedback to improve their own leadership effectiveness, the effectiveness of management
throughout the organization including the head of the organization, and the governance
board/policy making body? How do their personal actions reflect a comaiit to
organizational values?

Senior leaders regularly receive feedback from employees bygmgciin open door policy.

This feedback is discussed during divisand full staffmeetings. Furthermore, following
employee performance reviews, each employee is given 15 minutes with the agency
administrator to discuss organizational findings, obsematiand issueandto provide

solutions, suggestions, and improvements. Through these methods, senior leaders regularly
receive informal and fonal agency appraisals. Leadership developmeninapiémentation of
strategies meant to address concerns raissthif feedback and performance revieshews a
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commitment to the agen@nd itscore values of competence, respect, equality, integrity, and
timeliness.

7. How do senior leaders promote and personally participate in succession planning and the
developrent of future organization leaders?

Through the formal evaluation process and informal communicatiaeiship becomes aware

of stafsbgoals for their future in the agendpportunitiesthenarecreated to permit the
employee tdry job duties that@rrelate with their goals and allow the supervisor to evaluate the
performance.Employeesalsoattend training worksh@gand leadership seminanden the

budget permitsSeveral staff members began at lower levels in the agency and have moved
upward throgh the agency, including two of the Deputies who started as law clerks.

8. How do senior leaders create an environment for performance improvement and the
accompliéiment of strategic objectives?

Employees are givesupervised freedom in which they atl®aed to practice anchcorporate
new skills sets antkst drivenew ideas. While monitored, this flexibility encourages employees
to take initiative and seeknovative ways to improve and reach set gdalsthermore, regular
staff meetings remind emplees of benchmarks and leteym goals, keeping strategic
objectives in the forefront of employé@esinds.Open door policies lend themselves to informal,
open communication.

9. How do senior leaders create an environment for organizational and workfteaening?

Team learning is emphasized throwgaff committees and
brainstorming sessions. Employees are also encoutagetnd
SCDCAsponsored webinars on consumer protection laws as well
courses or meetings offer@dthe public sectoor sponsred by
various government agencid$e agency also belongs to
associations of fellow state regulators and leadership encourages
formation of relationships with our counterparts to enhance
learning. Information sharing among individuals and divisions
keeps everyone learning and wielfiormed.

Staff presente&CDCA HR Director
wi t h a f Rfeagpretiatdni

10. How do senior leaders communicate with, engage, empower

and motivate the entire workforce throughout the organization?
How do senior leaders take an active role in reward and recognition processes t@regnf
high performance throughout the organization?

Senior leaders operate under the philosophy that anything they ask staffers to accomplish, they
should be willing to accomplish themselves. Senior leaders do not segregate duties based on
position levelsExcellence is publiclyqaised during division meetingstaff meetingsand via

emai | . Commendation | etters are included I

CommissionThe agency also hostsam n u a | AEmpl oyeetothapkpad e ci at i on

motivate staff.
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11. How do senior leaders actively support and strengthen the communities in which your
organization operates? Include how senior leaders determine areas of emphasis for organizational
involvement and support, and how senior leaders thorkforce, and the organization contribute

to improving these communities.

Central to SCDCAGs mission is education. Seni
presentations for the legal community, caregivers, service providers and consudusaior:
materialsand the agency website also provide a wealth of information to help consumers.

Legislative recommendations and investigative support are utilized to address pertinent needs

and address problem areas.

Leadership also encourages staff topgupthe community by engaging in charitable activities.

Staff participateannually in the United Way campaign and historically had one of the highest

levels of participation for a small agencdy.t ems f or Harvest Hope Food
Cinderelb Project were also donated by staff in FY11.

Category 2 7 Strategic Planning

1. What is your Strategic Planning process, including key participants, and how does it
address: a) Your organizations6 strengths, we
Financial, regulatory, societal and other potential risks; c) Shifts in technology and customer
preferences; d) Workforce capabilities and needs; e) Organizational continuity in

emergencies; f) Your ability to execute the strategic plan.

The Department hastrusted team of senior leaders that evaluate the strengths, weaknesses,
opportunities, and threats surrounding the Depant on a regular basisivMdsion meetings,

senior leademeetingsandmonthly staff meetings help establish the proper framework of
comnunication for the assessment of current performance and goals and the development of
action plansFurthermoreSCDCAnNot only considers internal adjustments and factors within the
control of the agency, but senior leaders regularly assess the ecandmgfevant consumer
industries. While these external factors may be out of theatantpurview of the Departmé&is
authority, senior leaders foresee trends and adapt internal practices and consumer services as
necessary to meet expected trends aadi@bs. Through open communication, foresight,
adaptability, and preparedness, the Department is able to stay ahead of the cumds,in tre
whether it be technologyhle Department maintains a vigorous social media campaign, and is in
the process of updatinits website, complaint system and other interoatuter systems),
legislation the Department supported the much needed mortgage lending legislation in light of
the hausing crisis) and budget cuth€¢ Department participated in a reduction in forcéNi.0).

2. How do your strategic objectives address the strategic challenges you identified in your
Executive SummaryBee Strategic Planning Chart below.
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Strategic Planning

Program Supported Agency Related FY 08 -09 Key Cross
Number Strate gic Planning Key Agency References for
and Title Goal/Objective Action Plan/Initiative's) Performance Measures*
Agency - |. Obtain the necessary Assess current staffing levels and identify areas Charts
wide funding and personnel needing additional support. Request funding for those 71-1~7.1 -5, 7.2-1~7.2 -
to effectively administer positions as well as for current staff salary 6, 73-1, 73-2, 76 -
and enforce the laws adjustments in an effort to retain mission critical 1~7.6 -5
assigned to the employees, provide compensation to those taking on
Department . additio nal job duties and  enhance moral e. SCDCA will
also seek funding for training opportunities. A highly
skilled and well -trained workforce is essential for the
Department to accomplish it s mission of protecting
and educating consumers.
Agency - 1l. Develop an d enhance SCDCA currently has four filing programs in production Charts
wide technology systems to online and has been makin g strides in the 71-1,71-2,71 -3,7.1 -5,
increase the development of a new online complaint system. 72-1,72 -2,7.2 -3,7.3 -1,
Depart ment 6 s e| Online licensing programs for two other SCDCA 7.3-2,76 -1~7.6 -5
and effectiveness programs are also in development. SCDCA also
purchased upgrades for software utilized by staff on a
daily basis. The agency will continue the eff ort of
making filing available online and will assess what
other technological advances would serve to increase
the agencyds efficiency and ¢
Agency - 1I. Increase public SCDCA will continue to look for innovative methods in Charts
wide awareness of SCDCA, its getting its message to the public, including the use of 71-1,71-2,71 -3,7.1 -5,
services , and social media and traditional outlets such as press 72-1,72 -2,7.2 -3,7.3 -1,
accomplishments. releas es and making presentations. New partnership 7.3-2,76 -1~7.6 -5
opportunities will be explored. SCDCA will also begin
issuing reports to the public on areas it regulates such
as identity theft, credit counseling and mortgage
brokering. An assessment on ways to increase
outre ach, including an internal review of each
di vi si onds process when ans
done.
Agency - IV. Enhance internal Continue t he Al5 mi nut eo Charts
wide communication s to build Administrator, Job Satisfaction Survey, and agency 71-1~71 -5, 7.2 -1~7.2 -
knowledge, bolster wide staff meetings. SCDCA will revive a weekly 6, 73-1, 73-2, 76 -
morale and enable staff newslette rto employees toinfor m them of agency and 1~7.6 -5

to perfo rm at the
highest level

staff happenings. More internal trainings on agency
policies will be held Cross training will also become a
priority. Employees will continue to be  encouraged to
participate and provide input in the creation of new
methods for provid ing and serving customers and
meeting agency goals.
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3. How do you develop and track action plans that address your key stradeggctives, and
how do you allocate resources to ensure the accomplishment of your action plans?

Budgetary and financigdrogress is monitored on a molytbasis, if not more frequently.

Adjustments are made as necessary to keep in line with strategicand longterm goals.

Additional evaluations of programs, individuals, and Department goals are made on a periodic
basis during the exeation of the strategic goalBostmortem meetings are handled at the

conclusion of each program, initiative, asdal mile marker to analyze success and need
improvements. Resources are budgeted for each portion of the action plan in advance and shifted
as needed throughout the execution phase.

4. How do you communicate and deploy your strategic objectives, actems@nd
performance measures?

The Administratoengages in communication on all levels throughdtaff meetinggo keep

staff informed about new strategic directives as well as to provide feedback on various issues
affecting agency programs and operatighasiaonthly progress report is presented to the
Commission on Consumer Affairs. The Accountability Report is presented to the Commission as
well as the Office of State Budget each year. Communication methods mentioned in the answer
to 1(a) in Category 1 aresal used to communicate strategies and results.

5. How do you measure progress on your action plans?

This is measured by the number of compl aints
Bureau requests we receive and fljifracking of our pblicity andthe amount of financial

recoveries made for South Carolina consumers who were wronged in the marketpkce.

monthly progress report captures additional measures for each Digsistomer feedback and
performance evaluation are also revidweegarding technology goals, the timeline and overall
progress of implementing new, online programs are evaluated.

6. How do you evaluate and improve your strategic planning process?

Senior management analyzes the trends and growth of regulatetli@sdus] issues affecting
consumersnd realigns priorities based theseneeds and the Departméntapabilities.

Priorities for improvement are communicated to staff. Agency staff meetings are used frequently
to communicate key priorities to staff. $@mnleaders are generally notified of key issues and
priorities in group and individual discussions ancetimgys with the Administrator.

7. Provide the website link for your Strategic Plan.
WWW.Scconsumer.gov
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Category 3z Customer Focus

Identify key customers and stakeholders.

The Department has a number of customers and stakeholders not the least of which is South
Carolina consumers. Other internal and external publics include ratepayers, regulated and

indirectly regulated businesses, law enforcement agencies, schools, communitytgeolegs|
community,vendors, the media, cemmer protection organizatigithe Commission on

Consumer Affairs the Council of Advisors on Consumer Credit, the Goveyror Of f i ce, t he
General Assembly and the US Congress.

1. How do you determine who your customers are and what are their key requirements?

A majority of he Departmeits cust omers and their key requir.
of Laws and accompaing regulations. Customers falling outside fhisvieware determined

based on history arttie establishment of partnerships with organizations or agencies providing
services to a similar customer base as the Department or administering angrdonsumer

protection laws at the federal or state levels.

2. How do you keep your listening and learning methods current with changing
customer/business needs?

All divisions take a praactive approach in adapting to an egebanging economy and

techrology. For example, our Department was one of the first state agencies to launch a social
media campaign with YouTube postings on important events, scams, and consumer news, a
Facebook page, and a Twitter account. Furthermore, the Depalévenaiges resoces and

collaborates with other organizatiolmsidentify changing customer/business neé&isstomer

and employee feedback are also considered when received to evaluate current methods and areas
needing improvement.

3. What are your key customer accesgchanisms, and how do these mechanisms enable
customers to seek information, conduct business, and make complaints?

The Departmenteceives a majority of its consumer or business communications via telephone,
mail and email. Unlike some agencies, thepartment does not haae automated answering
systemwhen a customer calls; they get a live voice every time. Information is also readily
available on our website, which contains business filing applications, complaint forms, consumer
and business edu@atal materials and other helpful information.

4. How do you measure customer/stakeholder satisfaction and use this information to
improve?

A hard measuref customer satisfaction utilized by the Department for years is the closing status
of complaints After analysis, each complaint is given a closing status based on the factors
below:
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