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SC Department of Consumer Affairs:  Agency Overview 

The South Carolina Department of Consumer Affairs (“DCA”/ “Department”) is the 

state’s consumer protection agency.  Established in 1974, DCA has nearly fifty years of 

experience in protecting South Carolina consumers while recognizing those businesses that act 

honestly and fairly.  DCA is charged with administering, interpreting and enforcing over 120 

laws, including the S.C. Consumer Protection Code which largely governs consumer credit 

transactions.   Our mission is to protect consumers from inequities in the marketplace through 

advocacy, mediation, enforcement and education.   

DCA is governed by the Commission on Consumer Affairs.  The Commission is 

comprised of nine members, with four being appointed by the General Assembly, four by the 

Governor and the Secretary of State.  This policymaking body has the responsibility of 

appointing the agency’s Administrator, who is responsible for ensuring successful and efficient 

performance of the agency’s functions and purposes described in the Consumer Protection Code, 

including advising the Legislature and Governor on consumer issues and state of credit in this 

State, administering and interpreting the Code and generally overseeing the day-to-day 

operations of the agency. 

SCDCA is organized into six divisions: Administration, Consumer Services, Public 

Information and Education, Identity Theft Unit, Advocacy and the Legal Division.  

All of DCA’s functions are supported by the agency’s Administration Division.  All 

support and planning services critical to the operation of the agency are housed in Administration, 

including procurement, human resources, accounting and information technology. The 

Administrator position, appointed by the Commission on Consumer Affairs, is located in this 

Division.  She is charged with advising the Legislature and Governor on consumer issues; 

administering, interpreting and enforcing Title 37, among other statutes; and managing the day-

to-day operations of the agency. 

The Consumer Services Division is the most public facing of all of DCA’s divisions.  The 

Division serves as initial intake for all calls received through the agency’s main telephone lines.  

Staff also process and mediate written consumer complaints, seeking to find equitable solutions 

for the consumer and the business, including refunds, adjustments, and credits to consumer 

accounts.  Staff takes consumer complaints against businesses regulated by DCA, refers 

complaints that fall within another agency’s jurisdiction, and mediates those complaints against 

businesses, or involving issues, that are unregulated.  The Division provides South Carolina 

taxpayers with a readily available, experienced, and cost-effective mediation service. 

The Public Information and Education Division serves as the main education portal for 

consumers, business and the media.  The Division informs consumers and businesses on their 

rights and responsibilities in the marketplace through traditional and alternative media distribution, 

including social media, presentations, media coverage and publications.  Education is a central 

3 SCDCA



part of DCA’s mission.  Cultivating a marketplace comprised of well-informed consumers and 

businesses prevents deceptive and unfair business practices and allows legitimate business activity 

to flourish, resulting in the promotion of competition and a healthier economy.   

The Department’s newest division, the Identity Theft Unit (the “Unit”) provides 

education and outreach to South Carolina consumers across the state to increase public awareness 

and knowledge about what identity theft is, the steps consumers can take to protect themselves, 

and what consumers should do in the event of identity theft.  For consumers who are identity theft 

victims, the Unit provides ongoing guidance throughout the process of mitigating and resolving 

their particular identity theft situation(s).  The Division also receives and tracks scam calls, 

assisting consumers with remedying the event and/or providing related education. 

The Advocacy Division provides legal representation for the consumer interest in matters 

involving property and casualty insurance, worker’s compensation insurance and utilities.  The 

division was originally established to represent consumers at large before state and federal 

regulatory agencies that set rates, including for milk and utilities.  Changes to the law from 1980 

forward expanded the Division’s responsibilities to include the analysis of workers’ 

compensation, homeowners, auto and other insurance filings.  The Consumer Advocate has 

participated in several insurance, worker's compensation and ratemaking proceedings in its 

history, garnering more than $2.9 billion in savings for businesses and consumers alike. The 

responsibility to intervene in utility rate filings; however, was removed from the agency in 2004.  

The role was restored to SCDCA July 12, 2018. As the state agency designated to represent the 

interests of consumers, the Division aims to ensure that increases are justified, working to avoid 

excessive, inadequate or unwarranted rate increases.  The Division also reviews rules and 

regulations proposed by state and federal agencies pertaining to ratemaking, providing comments 

as deemed appropriate. 

The Legal Division performs the agency’s licensing, compliance, administration and 

enforcement duties related to the majority of the 120 laws statutes under the agency’s 

jurisdiction.  The Division addresses complaints against businesses, or centering on issues, 

within the agency’s jurisdiction, conducts investigations, and brings enforcement actions in 

various state and federal courts for violations of the laws subject to action by the Administrator. 

The Legal Division also processes over 30,000 regulatory applications and filings for fifteen 

industries, including several non-depository financial institutions. Specific areas are mortgage 

brokers, pawnbrokers, physical fitness centers, motor clubs, credit counseling organizations, 

prepaid legal services, athlete agents, the sale of preneed funeral contracts, registered consumer 

credit grantor, maximum rate filing and motor vehicle disclosure programs. The Division also 

handles administration and enforcement of state identity theft-related laws, including receipt of 

security breach notices to ensure reporting and notification requirements are met.
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SC Department of Consumer Affairs: Organizational Chart 

45 FTEs (42 filled, 3 vacant) 

19- STATE FUNDED,  26- OTHER FUNDED
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SC Department of Consumer Affairs: 
Performance Update FY23 

Overall, the agency’s outcome of credits, refunds and adjustments for FY23 through 

efforts in complaint mediation, enforcement and intervention in rate filings was $4,124,848.   

This amount almost equals DCA’s FY23 budget ($4,429,679). The amount fluctuates from year 

to year due to the unpredictability in 

forecasting results of enforcement actions 

and complaint resolutions due to the varied 

complexity of matters brought before the 

Department.  Last year, results from 

intervening in rate filings constituted the 

majority of the measurement ($2,626,791). 

In FY19, the law restoring DCA’s ability to 

intervene in utility rate filings became 

effective. A large portion of the intervention 

savings in FY23 arose from DCA’s participation in its first gas case before the Public Service 

Commission.   

Results from resolving complaints via voluntary mediation garnered $792,736 in 

consumer refunds, credits and adjustments. The resolution of complaints falling within DCA’s 

jurisdiction coupled with credits, refunds and adjustments garnered through enforcement 

activities constituted $672,595 of the measurement.  In June 2023, the Supreme Court upheld a 

2021 Court of Appeals ruling in favor of the Department that will result in refunds, credits and 

adjustments of over $7.5 million for consumers.  Additional proceedings to solidify the actual 

amount are pending, thus the $7.5 million was not included in this year’s return on investment 

data.  The contributions made by the Identity Theft Unit consist of items related to fraudulent 

charges the Unit was able to assist consumers with removing and/or recovering.   

Non-depository financial institutions and other regulated industries submitted over 

30,000 filings and applications, approximately 400 more than FY22 and over 3,000 more than 

the prior two fiscal years (FY21- 27,209/ FY20- 26,799).  Despite the filing increase and staffing 

vacancies, DCA staff met the goal to process 95% within thirty days of receipt.  High user 

adoption of our online licensing system (CALAS) exceeded expectations for the sixth year in a 

row. Legal Division staff continued to engage in extensive outreach to regulated industries 

regarding the benefits and how to use the system.  The percentage of applicants submitting 

payments online also exceeded our 75% goal, with 85% using the system to its fullest, an 11% 

increase over FY20 (74%).  High adoption of the online payment capabilities decreases user 

error, increases compliance with State deposit laws and overall contributes to the repeated “no 

findings” Audit Report the Department received from the State Auditor’s Office.   

Technology also assisted DCA in reaching or exceeding goals and performance measures 

related to voluntary complaint mediation activities.  The number of consumers filing complaints 
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online continued the upward trend with the most ever- 80%- of the over 5300 complaints being 

filed via DCA’s Online Complaint System (FY22- 76%; FY21- 76%; FY20- 74%).  The amount 

of complaints filed constitutes a 33% increase over FY22 (4,053).  In FY20, DCA received 3,400 

complaints. Despite the increase in complaints, staff came in below the complaint processing 

target of 30 days (actual-26 days).  The target for complaints closed as “unsatisfied” however did 

not hit the target of 15% or less.  Of the 21.7% assigned this designation, 4.9% were complaints 

regarding homeowners associations.  This complaint category continues to grow with the number 

increasing 36% over FY22 and comprising 13% of complaints received in FY23.  DCA saw The 

Consumer Services Division obtained consumer credits, refunds and adjustments of $792,736 

through the voluntary mediation process, a 116% return on investment for the division.   

On the agency outreach front, DCA continued to create compelling, timely and relevant 

content to promote the activities of the agency and educate business and consumers on their 

respective rights and responsibilities in the consumer credit marketplace.  DCA collaborated with 

the Federal Bureau of Investigation, the Federal Trade Commission, Fort Jackson Community 

Services, SC Legal Services, the Attorney General’s Office and more to offer timely, relevant 

presentation content. Education is a core component of DCA’s mission as evidenced by twelve 

DCA staff from four of the agency’s six divisions contributing to the 151 presentations made in 

FY23.  Through these efforts, DCA reached nearly 9,000 consumers and 840 members of 

various industries.  One of the most notable presentations given overall was to a group of 

internationals from 10 different European countries in the United States as a part of a US State 

Department’s International Visitor Leadership Program.  The focus was on DCA’s cybersecurity 

education efforts for consumer and businesses.  This was the second year in a row DCA was 

asked to participate in this unique program.  DCA also began a new partnership with the 

Department of Corrections Reentry and Work Release Center to offer credit report and identity 

theft education to help prepare inmates who will soon be released.  

The Department actively participated in many matters before the Public Service 

Commission (PSC). Of note, DCA continued its representation of the consumer interest in the 

first gas case heard by the PSC in nearly 2 decades, a ratemaking matter initiated by Piedmont 

Natural Gas.  DCA advocated for the removal of certain environmental expenses via settlement, 

saving consumers $1,385,000. The Department; however, did not agree to the to compromise the 

issues of authorized return on equity ("ROE") and capital structure.  The Public Service 

Commission then awarded an ROE and capital structure less than the other parties’ compromise, 

resulting in a savings of $ 1,241,791 (difference between settlement proposal of 9.49 ROE /53.5 

structure and outcome of 9.3 ROE /52.2 structure). 

 During FY23, DCA continued its implementation of Project Vector, an internal review 

of data collected by the agency. Additional PDF forms were identified for conversion to online 

forms via the state’s SC.Gov contract.  DCA also continued development of a new preneed 

funeral contract database to automate areas involving heavy staff data entry.   The system is in its 

final stages of testing with full implementation anticipated in FY24.  During FY23, DCA also 

explored potential options for a database to track investigator activities as well as options for 

streamlining complaint, identity theft and scam intake and processing. 
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SC Department of Consumer Affairs:  Financial Update 
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SC Department of Consumer Affairs:  Financial Update Cont… 
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Priority 

Request Type 
(recurring, non‐
recurring, capital) Request Title Brief Description

General ‐ 
Recurring

General ‐ 
Nonrecurring Other Federal Total State Other Federal Total

1 B1 ‐ RECURRING
PERSONNEL 
RETENTION

Targeted staff increases (including 
related fringe) to reduce turnover and 
remain competitive with other state 
agencies, as well as county and local 
government.  63903 81273 145176 0.00

2 B1 ‐ RECURRING

OUTREACH 
COORDINATOR 
AND 
INVESTIGATOR

Covers salaries and fringe for 2 new 
FTEs to meet increased workloads in 
outreach and education and the 
administration of the over 120 
statutes under our purview. 142643 142643 2.00 2.00

3 B1‐RECURRING

OTHER FUNDS 
FY24 COST OF 
LIVING 
ADJUSTMENT

Increases other funds to cover the 
FY24 cost of living adjustment and 
related fringe for employees paid via 
other funds. 110825 110825 0.00

4 B1‐ RECURRING
EXPERT WITNESS 
FUNDING

Provide funds so we can better 
represent the consumer interest 
before the Public Service Commission 
in utility ratemaking matters through 
hiring additional experts, cover more 
issues in a matter or intervene in more 
cases. 175000 175000 0.00

5 0 0.00
6 0 0.00
7 0 0.00
8 0 0.00
9 0 0.00
10 0 0.00
11 0 0.00
12 0 0.00
13 0 0.00
14 0 0.00
15 0 0.00
16 0 0.00
17 0 0.00
18 0 0.00
19 0 0.00
20 0 0.00

 $        381,546   $ ‐   $        192,098   $ ‐   $        573,644  2.00 0.00 0.00 2.00TOTAL BUDGET REQUESTS

FY 24‐25 Prioritized Budget Request Summary

BUDGET REQUESTS FUNDING FTEs
Department of Consumer Affairs
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FY 23-24

Proviso #

Renumbered 

FY 24-25

Proviso # Proviso Title Short Summary

FY of Proviso 

Introduction/ # of 

years in budget

Recommended 

Action Proviso Language 

80.1

Consumer Protection Code 

Violations Revenue

Authorizes DCA to retain all funds paid in the 

settlement of cases involving statutes 

enforced by the department and to use the 

retained funds to offset costs.

Over 20 years. It 

received a minor 

clarification

amendment in the 

FY18 Appr. Act. CODIFY

Funds, paid to the department in resolution of cases 

involving violations of the South Carolina Consumer 

Protection Code and other statutes enforced by the 

department be retained and expended within the 

agency’s budget to help offset the costs of investigating, 

prosecuting, and the administrative costs associated with 

these violations, may be carried forward and expended 

for the same purposes in the current fiscal year.

80.2

Expert Witness/ Assistance 

Carry Forward

Authorizes DCA to carry forward unexpended 

funds appropriated for the expert 

witness/assistance program.

Over 20 years. Minor 

amendment in FY22 

to permit carry 

forward of all funds 

as opposed to just 

encumbered funds. CODIFY

Unexpended appropriated funds for the Consumer 

Advocacy expert witness/assistance program (under 

Section 37-6-603) may be carried forward into the next 

fiscal year and expended for the same purposes.

80.3

Registered Credit Grantor 

Notification and Maximum 

Rate Filing Fees Retention

Authorizes DCA to retain funds collected 

under Chapters 2, 3 and 6 of Title 37 to cover 

operational costs and to carry forward such 

funds.

First adopted in 

FY10

Approp. Act as a 

revision to a similar

Proviso that had 

been in effect since 

FY05.Codified 

portions were 

removed in 2019. CODIFY

The Department of Consumer Affairs may retain all filing 

fees collected under Chapters 2, 3 and 6, Title 37 of the 

1976 Code. These fees shall be used to offset the cost 

of administering and enforcing Title 37 and may be 

applied to the cost of operations.Unexpended balances 

may be carried forward for the prior fiscal year into the 

current fiscal year and be utilized for the same purposes.

80.4 Retention of Fees

Authorizes DCA to retain funds collected 

under Chapter 61, Title 39 (Motor Club 

Services); Chapter 39, Title 40 

(Pawnbrokers) and Chapter 79, Title 44 

(Physical Fitness Services) for program 

implementation.

Over a decade. 

FY2011. CODIFY

For the current fiscal year, the department may retain all 

fees collected pursuant to Sections 39-61-80,

39-61-120, 40-39-120, and 44-79-80of the 1976 Code.

The funds retained shall be utilized to implement the

requirements of the programs mandated by those

sections of the code.

Transportation and Regulatory Subcommittee 

Proviso Request Summary
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SC Department of Consumer Affairs:  Agency Highlights 
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SC Department of Consumer Affairs:  Agency Highlights Cont… 
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