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EXECUTIVE SUMMARY

Establishedn 1974by the Consumer Protection
Code(Code), &ctions J-1-101et seq.the South
Carolina Department of Consumer Affa{iSCA
/DepartmentAgency) is the state consumer protection
agencyDCA is the administrator and enforcer of the
Code as well as other regutaty statutes outside the
Code.In this capacitythe Department helps to formulate
and modify consumer laws, policies and regulations;
regulats the consumer credit marketplacesolves
complains arising out of the production, promotion or sale
of consumer goods or services in South Carolinatidr
or not credit is involved; angromotesa healthy
competitive business climate with mutual confidence
between buyers and selle®verall, the agencprotect
consumers while giving due regard to those businesses
acting in a fair and honest manner.

Major Achievements
Agency-wide

1 Refunds, Credits anddjustments Theagency
recoveredover $30 million in refunds, credits and
adjustments for consumers nationally and
internationally; but most importantly, those living in
South Carolina. (Of that figure 1 $166,437is from
Consumer Servicesb3505is from Legal,
$28,550,471s from Advocacy. This amount exceeds
t he ag e 8appropsatidasrby more than
$27,500,000

Department of Revenu8ecurity Breach Response
Thepoise, dedication and tmtive disphyed by DCA
staff intheresponsé¢o the Department of Revenue
security breaclvasimpeccable. BetweeNovember
2012 and March 2018 CA received approximately
33,000 telephone callt its tolHree line with staff
assisting those callers for nea84,000 minutes

Prior to theDepartment oRevenuebreach, the agency
averaged 2,000 calls per montith a total call
duration averaging 3,500 minutekhe agency also
implemented various outreach initiatives highlighted
on page six in th@utreach, Partnerships and
Customer FocusoOoO section.

Mission Statement

Our mission 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

decisionrmaking

Competence
Respect
Equality

D edication

| ntegrity

Timeliness
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Camplaint Mediation

1 The Department mediated adldsed 8% of consumer compl aints as
Receivedd,156complaints during FY3, 522 of which are still pending

1 Provided services (walias, referrals, geeral questions, etc.) ik8,852persons

1 DCA consumer omplaint involvingvehicle repossession was highlighted in26&1
Consumer Complaint Survey Repoeteased by Consumer Federation of America and the
North American Consumer Protection Investigators.

Compliance/Enforcement Activity

1 Processed3860licensing applications.

1 Conductedl13compliance reviews and inspections of regulated businesses

1 Conductedl47 special assignmesnand complaininvestigations.

T 71433mi | es driven by DCa&rssthdstatei el d i nvestigato

Advocacy Division Activity

1 Reviewed800insurance notices.

1 Processe@9 applications for Discount Bdical Plan Organizatiogontinuing Care
Retirement Community androfessional Emplar Organization (PEQJicenses

1 Reviewedover 600PEO financiareports to ensure comptiee with the statutory minimum
net worth requirement.

1 Reviewed and processé&82 continuing eduation compliance reports 8EO key
management personnel.

Administration Division

1 Posted ovel,214revenue transactions, which included processing multipeks per
transaction, for deposit into the General Fund and agency earmarked accounts.

1 Processed ov&,217filings for regulated businesses.

Cooperative Efforts with the General Assembly, Government Agencies and
Businesses

1 Generl Assembly Efforts The Department continued its efforts in advising the Legislature
on issues affecting consumers
0 The agencyrovided testimony oeeveral pieces gifroposedegislation,
includingtimeshare resalevage garnishmermind variousdentity theftrelated
bills.
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0 The agency saw passaga@¥isions tol8 of its
regulations based on changes to the respective
statutes underlying the regulations. The regulations
were identified as needing amendments or deletion
through a Regulatory Review process implemented
by DCAin FY13.

1 Government AgenciedDCA continued leveraging its
resources by entering into joint investigations and otherwise
assistingand collaborating witlother agencies

o DCA investigatorsoordinated with the Cheraw
Police Departmerdand the Fourth Citci t S o |
Office to indict Craig Norton of Norton Funeral
Homeon 106 preneed law violatiomsd breach of
trust with fraudulent intent

o0 Investigators collaboratedli t h Beauf or
Office and the Bureau of Alcohol, Tobacco and
Firearmsto facilitate the return of pawned items to
consumers wheBig Money Pawn of Hilton Head
closed.

o Partnered with the State Library and the Departmer
of Revenue to offer webinars on credit report
monitoring service andlentity theft

o Staff complete®3 Recall Effectiveness Checks
throughout the state for lawnmowers, household
furnishings and other consumer products in
partnership with the @hsumeiProductSafety
Commission DCA also completedO undercover
investigations in the sale of ATVs.

o InFY13 1,297businesses utilized the South
Carolina Business One Stop (SCBQg3tem to file
required documents with theepartnent, a3%
increase from FY1%hen 1,25&usinesses used the
system.

I Businesses

o Offered4, free continuing educatiomebinars to
280members ofthecredit counseling industry.

Outreach, Partnerships and Customer Focus

1 Presentations ConductediQ presentationto more than
32,000peoplein variousconsumer groups, trade associations,
churches, the legal community and government orgépizs.
Specific audiences included magistrategior center

me mber s, Morticianobds As$oci ¢

Key Strategic
Goals for Present

and Future Years

I
1. Obtain the

necessary funding
and personnel to
effectively administer
and enforce the laws

assigned to DCA.

I
2. Develop and

enhance technology
systems to increase
5/ | eflidiency and
effectiveness.

3. Increase public
awareness of DCA, its
services and

accomplishments.

4. Enhance internal
communications to
build knowledge,
bolster morale and
enable staff to
perform at the
highest level.
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conjunction with AARP, eached nearly 30,000 of the 32,000 throtvghé &le-Town Hallsb
on identity theft Also, participated inLO webinars geared thbrary staffand the general
public.

1 Social Mediai DCA debuted® new YouTube videos an
currently haover 100,00 viewsfor its 20 videos Twitter DE N]' “; Y/ V "
followersare upto 2,278 a nearlyl8% increasdrom last year. ‘ EFT

1 Publications- Releasd 11 consumer publications on topics
such as identity theft, including smartphone safatyl a
Consumer Alert: Special EditioDisseminated® Scam Alerts
and34 press releases.

1 Colleges and Universitiednitiated and implemented and
educational campaiggeared towards college age consumers.
The goal is to educate this demographic on identity theft and
financial literacy. The campaign included dvioparticles,
DCA6s first Twitter ©OGAptansand

i deo.

to roll out phase two of this campaigmthe Fall of 2013. - | -
1 Palmetto Affordable Housing Forum The Department
provided several presentations at fr@um on topics such as dedatllection, the
Consumer Financial Protection Bureand credit scores. More th&00peopleattended the
Forum.

1 National Consumer ProtectioWeek- In partnership with SHRED 36&ihd Cintasheld4
FREE Shred Daysin 6 locations, resulting in ove20,000 poundsof shredded paper.
Organized amdentity theftSeminar in conjunction with the SC Bar, Federal Trade
Commissim and the USC School of Lawfféred lawyers continuing legal education and
gave consumers the opportunity to consult with the attorneys on identity theft issues.

1 LifeSmarts The Ultimate Consumer ChallengeDCA annuallyc o or di nat es t he S
LifeSmats competition a National Consumers League progrdrnis national program helps
high school students develop and demonstrate an understanding of personal finance, health
and safety, environment, technology and consumer rights/responsitiivest Richland
High School from Hopikns won the state competition again this yaad represented South
Carolina at the national competitibeld April 20-23 in Atlanta, GAThe team placedl out
of 39, an improvement from their 33 out of 35 ranking in the previous year.

1 Technology UpdatesContinued development online complaint database ataking steps
to updatdicensirg systemsWhen implemented, these systems will increase the
Department 6s efficiency and simplify filing

Key Strategic Challenges
Budget

DCA experienced severe budgetsbetween F¥9 and FY12The budget reductions
not only occurred at thedberal Fund level, with the agencge&/ing a more thafil.6million
base ppropriations cut from FYO®Y12, but other funds decreased as well. The industries
regulated by the Departmentreaffected by the economic downtuthuscertainlicensee
numbes sharply declinedVhile the Legislature sets tlaeount of Other Funds the agency can
maintain, there is no guarantee such funds will actually be received
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DCA Budget FYERY14

$5,000,000 - $3 992,257
4 -
o 33594502 $2,490, 041 $3.283509
$3,000,0007 $2 226,440 $2.214,442 21942 867 42
$2,000,000 $1 641,
1,164,2

$1,000,000 - | $623 1 $565 746 $697:3 $

: = 0

2007 ' - —
2008 2009 2010 2011 2012 2013 2014
m General Fund Portion of Budget SCDCA Total Budget Appropriations

Hiring and Retaining Employees

Thebudgetary constrainggreviously describedontributelto t he agencyds i na
hire needed staffetainqualified personnabr appropriately compensate those whose job
responsibilities have grown and who continue to provide superior sebddereceived
increased budget appropriations Fof13,

. . / N

allowing the agency to begin addregsthese

staffing issues. Looking to the future, the agency Number of SCDCA

deems workforce planning as a priority as several Employees

staff members are approaching retirement. 75

Maintaining a qualified workforce is tfie 80 2 71

utmost importancée DCA. 60 -

Technology 40 - 38 3, 3 33
20 -

It is importantfor DCA staff to have the
tools necessary to enable them to provide 0 -

efficient and effective services to stakeholders\ 2007 2008 2009 2010 2011 2012 2013 )
and customersThe agency is turning to
technology for assistanten achi eving this goal. Obtaining f
plan in a timely manner as well as keeping up with the-evelving nature of technology is a

priority.

Accountability Report in Improving Organizational Performance

Preparation of the Accountability Report allows senior leaders the opportuniketa ta
full view of the accomplishments achieved during the prior year, assess areas needing
improvement and set futuregoalsh e r eport al s o ppictureifodad afft h e

ag
sothey,toor an ascertain the agencyds overal/l produ
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BUSNESSOVERVIEW ANDORGANIZATIONALPROFILE
Description of Major Services

Regulation and Enforcement

The General Assembly has chard®0dA with advising the Legislature and Governor on
consumer issues and state of credit in this Stéte Department is ¢hadministrator and
enforcer ofTitle 37 of theSouth Carolina Code of Lawthe law governing consumer credit
transactionsand also has responsibility over the following industiéstor Clubs (Act 400 of
1984),Rent-to-Own businesse$Act 121 of 1985)Physical Fithess ServicefAct 165 of
1985),Pawnbrokers (Act 491 of 1988)Mortgage Loan Brokers (Act 544 of 1988),
Telephone SolicitationgAct 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)lotor 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)Prize Promotions (Act 483 of 1994)Prepaid Legal
Services(Act 328 of 2000)Motor Vehicle Dealer Closing FeegAct 387 of 2000, Part I, 8
82), Discount Medical Plan Organizations(Act 377 of 2006)Consumer Credit Counseling
(Act 111 of 2005)Preneed Funeral Contrads, transferred from the Board of Financial
Institutions on July 1, 2006, and the regulation of the sateshetic contact lens without a
prescription from an authorized dispenser effective July 1, 2005.

DCA also provides consumer law guidance to tharfcial industry, magistrates,
attorneys, and law enforcement agencies, just to name a few, and serves as legal counsel for the
Board of Financi al | nBvisiont ut i onsdé6 Consumer Fin

Insurance Rate Filing Intervention

As the state agency desajed to represent the insurance interests of consumexs,
reviews insurance rate requests filed wthe Department of Insurangegedominantly involing
homeowner's insurance and worker's compensation insurance rate Vlings.needed, an
action is filedand DCA sibmits evidene in hearings that demonstréite rate request is not
justiied Th e a g e n cy 0dteniresultssiradjudicatioris orsettlements that generate
savings for consumers and businessib®.

Complaint Mediation

DCA alsoproaesses and mediates written consumer complaints, seeking to find equitable
solutions for the consumer and the business, including refunds, adjustments and credits to
consumer account$he agencyakes consumer complaints against businesgpgdated by
DCA, refers complaints that fall within anothe
complaints against businesses that are unregulateeinthe thousands of complairsCA
fields each year (including hundreds which are referreeldgted officialsthe Better

9 I Accountability Report 2022013



Business Bureau and other agencies) it is clear that the availability ¢
DCA's mediation process takes a large load oftthat system. This
servicesaves consumers and businesses the often prohibitive cost o
hiring a private attorney and gagithrough the already congested
court systemThe Departmerrovides SC taxpayers with a readily
available, experienced, and cestective mediation service. The
complaint mediation services offered and providedBA are
unmatched by any state or fedleagency athe Departmengerves as
the sole agency engaging in the mediation of individual complaints
against unregulated businesses.

Public Information

DCA serves as the main consumer education portal for
consumers, business and the raetio ensurea hgh degree of
awareness of conmer rights and responsibilitiesaff makes
presentations and spons@rebinars ondentity theft debt collection,
foreclosures, credit and other popular topics for SC businesses,
government agencies, service providemdconsumersparticularly
thoseof modest means and the eldeffre agency also answers
hundreds of calls per month pertaipito consumer scams and laws,
disseminates press releases em@dtesductioral brochures.

Administration

Provides the agency withformation technology, human
resource, accounting, budgeting and procurement services and
ot herwise supports theThaapee cy O
services are priarily delivered through onen-one interaction,
distribution of information, use of social media and the practice of
law.

Key Customers,Suppliers and Stakeholders

Key Customers

The De pskeycoseomdrstatee millions of South
Carolina consumertaw enforcement agenciastepayers, regulated
and indirectly reglated businesses, law enforcement agencies,
schools, community groupthe legal communitypperationsendors,
the media, consumer protection organizatiotiser state and federal
agencies, national consumer grouhs, Council of Advisors on
Consumer Gxdit, the Commission o@onsumer Affairs, the
Go v e s Office, the General Assembly and the US Congiidssse

The Consumer
Protection Code
authorizes the

Department to:
I

-Analyze and mediate
individual complaints;

-Investigate business
practices if a pattern of

fraud is suspected;
I

-Inform about complaints

filed against a business;
I

-Educate consumers
about unfair and

deceptive practices; and

I
-Provide legal action to

prevent persons from
violating the Code and to
prohibit unconscionable
conduct.

The Codedoes
not allow the
Department to:

-Advise whether or not a
business is reputable;

-Recommend a company
with which an individual
should do busiass;

-Handle complaints
against a state agency.
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groups expect prompt, efficient service and for the agency to utilize a fair and balanced approach
in carrying out its legal functions.

Key Suppli ers

The Departmeid key suppliers include the consuming public,@emeral Assemblythe
Board of Financial Institutions, SC Magistrate Court Systgnaget and Control BoartlS
Congress, the Better Business Burdaaderal Trade Commission, US Gamer Product Safety
Commissionandthe media.

Key Stakeholders

DCA6s mission is broad and diverse, affecti
anotherOther states having a version of the Uniform Consumer Credit Code also have an
interest in Deprtment 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 260wever, the Department provide

statewide prgrams and services to the citizensSolth Carolina. bk BRECEIRE 0K

The a gstatewidelsfreephone number is-800922-1594 awesome and it gave us the
tools and information we
Number of Employees needed to protect ourselves as

: gStt | a 2dzNJ odza
The Department of Consumer Affairs currently hasul - ‘ £

time positionsAll of these positions are filledith 7 funded by
state appropriations and féhded by revenugenerated from the
administration and enforcement of the code and other statutes u
DCAG6s jurisdiction.

-Ms. Morgan
Berkeley Chamber of Commerce
Berkeley County, SC

Regulatory Environment and Performance
Improvement Systems

Regulatory Environment

DCA operates under tHgouth Carolin&onstitution, the South Carolina Code of Laws
andSouth Carolin&ode ofRegulations.

Performance Improvement Systems

Performance measures are discussed montlidywision and full staff meetinga/here
idea exchangesike place regarding areas needing improvenssntior nanagement also
presents performance benchmarks and updates t
basis. The agency also utilizes the annual Employee Performance Management System as a
catalyst fo addressing performance on an individual level.
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Organizational Structure

The Commission on Consumer Affairs

The leadership system at the Department of Consumer Affairs begins with the
Commission on Consumer Affairs. The Commission is composed ofrrengers, one of
whom is the Secretary of State. Of the remaining eight members, four are elected by the General
Assembly, and four are appointed by the Governor. The Commissioners serve four year terms.
The Commission is the policymaking and governindparity for the Departmengndis
responsible for the enforcement of the Consumer Protection Code and appoints the
Administrator. It meets on the second Tuesday of each month to discuss the Depagoast
and objectives and to hear progress reporta fiee Administrator and staff. The Commissi®on
current membership is as follows:

David CampbellChair(2013) Columbia
Johnny Sosebee, Vice Chair (2014 Piedmont
Magaly Penn (2014) Simpsonville
Clifford Ray Keasler (2014) Myrtle Beach
Terrell Parsh (2014) Greer
Mark Hammondex officio Columbia
W. Fred Pennington (2015) Taylors

South Carolina Department of Consumer Affairs Senior Management

The current management team strives to create an environment in which open
communication, gstomer satisfaction and continuous improvementagreriorities Senior
management is |y the Administrator and meeis discuss policies, procedures and customer
expectations. The Departménsenior managers are:

Administrator Carri Grube Lybarke
Consumer Advocate/Deputy for Advocal Elliott Elam
Deputy for Regulatory Enforcement Danny Collins

Director of Consumer Services &

Education Donna Backwinkel

Director of Human Resources Sharon Jones
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The Council of Advisors on Consumer Credit

The Council assists 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 Higp@&ison. It meston the
secondluesday in the first month of each quarter to discuss credit and compliance issues. The

Councilts current membership is as follows:

Sharon C. Bramlett, Chair (2014)

Wendy J. Culler, Vice Chair (200¢
Ruth Ellen Harde@007)
Beatrice A. James (2003)

Richard A. Jones (2005)

Scott M. Malyerck (2007)

C. Brian McLane, Sr. (2007)
Victor C. McLeodll1(2003)
Cassandra W. Rush (2005)
Alethea (Lisa) Samuel (28)0
Randall C. Cole (2008)

Ulysses S. G. Sweeney, Il (2004
Brent A. Weaver (2003)

Columbia

Lancaster
Columbia
Florence

Gaffney
Irmo
Columbia
Greenville
Columbia
Columbia
Florence
Marion

Lexington
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Organizational Char t

Commission on Consumer Affairs

Council of Adviors on
Consumer Credit

Carri Grube
Lybarker

Agency Head

I
Administrative .
Services Divisio gggﬂgt{)?; Consumer o
Advocate Consumer
Enforcement Services and
Education
Legal Division Advocacy
Division Consumer

Services
Divison

Public Informatio
and Media
Services Divisio
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Accountability Report Appropriations/Expenditures Chart

Base Budget Expenditures and Appropriations

FY 11-12 Actual Expenditures FY 12-13 Actual Expenditures FY 13-14 Appropriations Act
Major Budget Total Funds General Total Funds General Total Funds General
Categories Funds Funds Funds
Personal
Service $ 1,451,622 $ 350,998 $ 1,592,641 $ 354,012 1,924,880 $ 679,549
Other Operating | $ 464,596 $ 58,199 $ 361,444 | $ 198,657 759,366 $ 296,286
Special Items
Permanent
Improvements $ (2,841) $ 14,950 $ 14,950
Case Services
Distributions to
SubDivisions
Fringe Benefits $ 476,230 $ 163,743 $ 518,787 | $ 150,407 539,663 $ 188,408
Non-recurring 100,000 $ 100,000
Total $ 2,389,607 $ 572,940 $ 2,487,822 | $ 718,026 3,323,909 $ 1,264,243
Other Expenditures
FY 12-13
Sources of FY 11-12 Actual Actual
Funds Expenditures Expenditures

Supplemental
Bills

Capital Reserve
Funds

Bonds
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Major Program Areas

Program Major Program Area FY 11-12 FY 12-13 Key Cross
Number Purpose Budget Expenditures Budget Expenditures References for
Financial
and Title (Brief) Results*
Consumer Services and Education - | state: 0.00 State: 0.00 7.1-1 7.2-3
Receive and process consumer
complaints filed against businesses | Federal: 0.00 Federal: 0.00 7.1-5 7.2-5
and provide a voluntary mediation ) )

M. program to resolve the complaint. Other: 337,367.00 Other: 358,948.00 7.1-6 7.2-6
Educate and inform consumers, | Totg: 337,367.00 Total:  358,948.00 7.2-1 7.3-2
making them  sawier in the % of Total % of Total
marketplace. Budget: 14.12% | Budget: 14.43% | 7.2-2
Legal Division- Administer, interpret &
enforce the S.C. Consumer Protection | State: 35,514.00 State: 68,126.00 7.1-2 7.6-3
Code. License, register, and regulate ) )
mortgage  brokers, pawnbrokers, Federal: 0.00 Federal: 0.00 7.1-6 7.6-4

. physical fitness centers, motor clubs, | other:  820,227.00 Other:  655,014.00 731 7.65
credit counseling organizations,
prepaid legal services, athlete agents, | Total: 855,741.00 Total: 723,140.00 7.6-1
and the sale of preneed funeral % of Total % of Total
contracts. Budget: 35.81% | Budget: 29.07% 7.6-2
Advocacy Division - To provide legal
representation for the consumer | State: 275,491.00 State: 327,221.00 7.1-2 7.6-1
interest in matters involving property ) )
and casualty insurance and worker's Federal: 0.00 Federal: 0.00 7.1-3

IV. compensation insurance. Regulates | oiper: 0.00 Other: 77 797.00 7.1-4
professional employer organizations, '
discount medical plan organizations | Total: 275,491.00 Total: 405,018.00 7.2-4
and continuing care retirement % of Total % of Total
communities. Budget: 11.53% | Budget: 16.28% 7.3-1

State: 34,586.00 State: 48,924.00 7.1-1 7.6-5
Public Information i Inform consumers Federal: 0.00 Federal: 0.00 7.2:2

V. and businesses on their rights and Other: 30.00 Other: 0.00 7.1-6

responsibilities in the marketplace.
Total: 34,616.00 Total: 48,924.00 7.6-1
% of Total % of Total
Budget: 1.45% | Budget: 1.97% 7.6-4
Administration - Provides budgeting State: 63,608.00 State: 103,666.00 7.1-2
and accounting, human resources, Federal: 0.00 Federal: 0.00 731
procurement and supply, training and ' ' ' ’ '

l. technology services for the agency. Other: 346,554.00 Other: 328,822.00 7.6-1
Administers the registered consumer
credit grantor, maximum rate filing and | Total: 410,162.00 Total: 432,488.00
motor vehicle disclosure programs. % of Total % of Total

Budget: 17.16% | Budget: 17.39%

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

Remainder of Expenditures: State: 163,743.00 State: 150,407.00
Employer Contributions Federal: 0.00 Federal: 0.00
Other: 312,487.00 Other: 368,380.00
Total: 476,230.00 Total: 518,787.00
% of Total % of Total
Budget: 19.93% | Budget: 20.86%
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ELEMENTS OAMALCOLMBALDRIGEAWARD CRITERIA

Category 1z Senior Leadership, Governance, and Social Responsibility

1. How do senior leaders set, deploy and ensure\tvay communication for:

Short and longterm organizational directia and organizational priorities?

Division staff meetings, ageneyide saff meetings, and deputy/directoreetings serve as the
primary method for setting, deploying and ensuring-tvay communication for sherand long

term priorities.The Administrato also holds on®enonei 15 mi nut e0 sessi ons
discusgperspectives and ideas. Senior leaders also employ 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. Conducted on an annual basis, theseangereviews show
employees the accomplishments of the previous year and outlineaibtongterm goaldor
each staffer. These goals are then monitored through one
onone reviews and followps throughout the yedn
FY13, DCA implemented a mandatory Mytear Review to

a, 2dzQNB UKS provide an opportunity for staff to discuss accomplishments
conclusion to my problem was |  and needs arising within tffiest six months of a new
perfect & | am more than EPMS cycleGoals are adjusted as necessary to reflect
Kl LJLJE H¢ changes in external and internal variables.
-Ms. Chandley Organizational values?
Consumer, Easley, SC Organizational values are evaluated based on the afgency

stated mission statement and values. Thesggeposted in

each emp o yseofic, provide the ovearching

philosophy valuesand goals for the agencyalues are also
transmitted via staff meetings an€A 6 s w ehouséd newsietter.

Ethical behavior?

Ethical behavior and expectations are ioetl by Human Resource policies. These policies are
created and adapted as needed by management to reflect changing technology, communication,
legalprovisions and other behavioral patteri@enior leaders also lead by example in this area.

2. How do seior leaders establish and promote a focus on customers and other stakeholders?

Senior leaders hold event/issue debriefs to gather positives and negatives to utilize in enhancing
agency servicesWhether during an impromptu discussion or within meetisgsor leaders
alsofrequently remind employee$ their responsibility tassist consumers and other persons
seeking guidance from the Departméiittivities and communication acenterednthe

De p ar s mssiorto@rotect consumers in the market@ahile enforcing the laws in a fair

and balanced manndivision goals are baseahd adjustedn customer outcomes and
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feedback.DCA also hosts industry roundtables to encourage open dialogue and an open door
policy between the agency and industriegitated.

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

During the agency decisiemaking process, areas of need are
identified andprioritized. DCA has a strong public interface.
Feedback is received from &llvisions of the agency allowing the
DCA to gauge the imma and areas needing attention.

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

Ona daily basis, accountability is maintained through supervision S EER RSN SoF @ & SVa-2 1 8
by ensuring staff compliance with internal policies and procedure SSRCELE e RGER T RE RN IR LY
Leadership alsmeetsregularlywith accounting staff to review the represented the State at the national
agencyods financi al sandcaboueceivasn d sompetifion-(Fbri @ry 291%)
budget updates on aWeekly basisMeetingsalsoareheld to
discuss legislation, enforcement and any human resources issues.

The primary method of fiscal, legal and regulatory accountapiigyweverjs through monthly
reports to the Commsgon on Consumer Affairs. This board, composed of members appointed
by the General Assembly and Governsrtthe policymaking authority of the Departme®énior
leaders provide the current statfigachDivision activity, budget issues, and legislative
updates.

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

Complaint closing ratings and processing times are trusted performance measwealtas
customer satisfactiol@onsumer refund levefsom dl Divisions, application processing times,
administrative action takeandmonthly progress report daéidsoarereviewed anagnalyzed.

6. How do senior leaders use organizational performance review findings and employee
feedback to improve their own lelarship 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 laders regularly receive feedback from employees by practicing an open door policy.
This feedback is discussed duridgyision and full staffmeetings. Furthermoren an annual
basis.each employee is given f o dSmanutesivith the agency administ@tto discuss
organizational findings, observations, and issaedto provide solutions, suggestions, and
improvements. Through these methods, senialeesaregularly receive informahd fomal
agency appraisalStaff also completes an annual emplogervey covering topics such as
communicabn and support/relationshipResults are communicated with management to
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address employee concerhsadership development amdplementatiorof strategiesneant to
address concerns raised in staff feedback anfdpnance reviewshows a commitment to the
agencyand itscore values of competence, respect, equality, integrity, and timelkieeEthese
items are utilized as a guide to develop or revise internal processes and procedures.

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

When hiring, a diverse panel of staff is appointed to interview and select new personnel,
including senior leaders. Internallyhen appopriate, job
opportunitiesarecreated to permit employgt tailor job

duties b correlate with their goals and allow the supervisor to
evaluate the performandémployeesalsoattend training
workshos and leadership seminasden the budget permits
Allowing staff members to choose the position they would like
to learn more about duririgCA crosstraining activities also
helps to fostecareer pathsSeveral staff members began at
lower levels in the agency and have moved upwaialigh the
agency, inakding one Deputy and the Administrataho

Staff participating in public speaking started as law clerks.
training at the State LibranfApril 2A.3)

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

Employees are givesupervised freedom in which they are allovie practice andhcorporate
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 employeesbenchmarks and loAgrm 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 workforce lagfh

Team learning is emphasized throwgaff committees and brainstorming sessidfasployees

from all Divisions are invited to legabased internal seminars led by our Deputy for Regulatory
Enforcement as well as training sessions featuring outsedkepsln FY13,DCA hosted
speakersincluding one presentatian dealing with difficult peopleThe agency also belongs to
associations of fellow state regulators and leadership encourages the formation of relationships
with our counterparts to enhee learningand for staff to serve as officers within such
associationsStaff is also encouraged to gain membership in associations directly related to their
specific professionThe implementation of cross training and coordination of
workshops/seminarsirtherhelps tofoster learning throughotivisions.

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 proceses to reinforce high performance throughout the organization?
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Celebrations of agency accomplishments are made throughout theSgegor leaders publicly
praiseexcellenceduring Division meetingsstaff meetingsin our weekly internal publication

AMe Week alhiemaldCo mmendati on | etters are includ
Progress Report to the Commissi®he agency also hostsam nual A Empl oyee App
D a ytadthank and motivate staff.

11. How do senior leaders actively suggpand 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, the workforce, and
the organization contribute to improvinghese communities.

CentraltoDCA0 s mi ssi on is education
participatein forums and presentations for the legal community,
caregivers, service providers and consuntedscation materials

and the agency website also provide a wealihfofmation to help
consumers. égislative recommendations and investigative support
are utilized to address pertinent needs and address problem areas

Leadership also encourages staff to support the community by Lo UESIEEISUS DEDIE 2 DO T
engaging in charitable activitieStaff participatesannually in the retrieve their pawned merchandise fron
United Way campaig(DCA received thé&ronze Awardn FY13 for
the second year in a rgwnd historically had one of the highest
levels of participation for a smagencyl t ems f or Harvest Hope Food |
Cinderella Project we also donated by staff in FY13

a closed pawn shop. (October 2012)

Category 2 7 Strategic Planning

1. What is your Strategic Planning process, including key participants, and how does it
address: a) Your organizations6 stbengths, 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 Departmet has a trusted team of senior leaders that evaluate the strengths, weaknesses,
opportunities, and threats surrounding the Depant on a regular basiBivision meetings,

senior leademeetingsandfull staff meetings help establish the proper framewabrk

comnunication andhe assessment of current performagoals and the development of action

plans FurthermoreDCA not only considers internal adjustments and factors within the control

of the agency, but senior leaders regularly assess the ecamoinglevant consumer industries.

While these external factors may be outofthercamt or pur vi e wsaothority, he Dep
senior leaders foresee trends and adapt internal practices and consumer services as necessary to
meet expected trends and opaes.
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2. How do your strategic objectives address the strategic challenges you identified in your

Executive SummaryBee Stategic Planning Chart below.

Strategic Planning

Program Supported Agency Related FY 12-13 Key Cross
Number Strategic 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 needing Charts
wide funding and personnel to additional support. Request sufficient  funding for those 7.1-1~7.1 -6
effectively administer and | positions as well a s for current staff salary adjustments 72-1~7.2 -6
enforce the laws assigned in an effort  to retain mission critical employees, provide 7.3-1
to the Department compensation to those taking on additional job duties 7.3-2
and enhance moral e. DCA will also seek training 76-1~7.6 -5
opportunities  for staff . A highly skilled and well  -train ed
workforce is essential for the Department to accomplish
its mission of protecting and educating consumers.
Agency - 1l. Develop an d enhance DCA currently has four filing programs in production Charts
wide technology systems to online and has been making stri  des in the development 71-1
increase th e of a new online complaint system. The agency will 7.1-2
Depart ment 6 s efl continue the effort of making strides in updating 7.1-3
and effectiveness lice nsing systems that are severely outdated. Seek out 7.1-5
other tools staff can utilize to become more efficient. 72-1
Continue to explore cost -effective manner of providing 7.2-2
online licensing for more DCA programs. 7.2-3
7.3-1
7.3-2
7.6-1~76 -5
Agency - 1I. Increase public DCA will continue to look for innovative methods in Charts
wide awareness of DCA, its getting its message to the public, including the use of 7.1-1~7.1 -6
services , and social media and trad itional outlets such as press 7.2-1
accomplishments. releases and making presentations. New partnership 7.2-2
opportunities will be explored. DCA will also begin 7.2-3
issuing reports to the public on areas it regulates such 73-1
as identity theft, credit counseling and mortgage 7.3-2
brokering. An as sessment on ways to increase outreach, 7.6-1~7.6 -5
including an internal review of each Division 6 s pr o
when answering inquiries will be done.
Agency - IV. Enhance internal Continue t he fils mi nut eo Charts
wide com munication s to build Administrator, Job Satisfaction Survey, and agency -wide 7.1-1~7. 1-5
knowledge, bolster staff meetings.  Maintain weekly newslette rto employees 7.2-1~7.2 -6
morale and enable staff to inform them of agency and staff happenings. 7.3-1
to perfo rm at the highest Continue the review of HR policies so updates can be 7.3-2
level . made where needed. More internal trainings on agency 76-1~7.6 -5

policies will be held . Cross training will  be held annually.
Employees will continue to be  encouraged to p articipate
and provide input in the creation of new methods for
providing and serving customers and meeting agency
goals. A mid -year review allows employees to gauge
their progress and make changes before annual EMPS
reviews are conducted.
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3. How do you develop and track action plans that address your key strategic objectives, and
how do you allocate resources to ensure the accomplishment wf gotion plans?

Budgetary and financigdrogress is monitoreak leaston a montly basis, if not more frequently.
Adjustments are made as necessary to keep in line with strategicasttblvngterm goals.

Additional evaluations of programs, individsaand 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, or fiscal mile marker to analyze succesweaeedfor
improvements. Resoces are budgeted for each portion of the action plan in advance and shifted
as needed throughout thraplementation

4. How do you communicate and deploy your strategic
objectives, action plans and performance measures?

d X @i K ShasbadiXms

The Administratoengages in@mmunication on all levels
enormous help tone as well

_ _ through fullstaff meetingsaandDivision meetinggo keep staff
as for our examiners inthe  jnformed about new strategic directives as well as to provide

FASE Roe feedback on various issues affecting agency programs and
operationsA monthly progress report is preged to the
il CEEETe Commission on Consumer Affairs. The Accountability Report is

Board of Financial Institutions

Columbia. SC 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 are also used to communicate
strategis and results.

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

This is measuregrimarily through data captured in the monthly agency Progress Report and
data reported in Section 7. Staff EPMS ratings are also utilaestomer feedback and
performance evaluation are reviewed. Regarding technology goals, the timeline and overall
progress of implementing newr updatingprograms are evaluated.

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

Senior management analyzes titends and growth of regulated industréesl issues affecting
consumersnd realigns priorities basedtiesen e e ds and t $icapaldligep.ar t ment 6
Priorities for improvement are communicated to staff. Agency staff meetings are used frequently

to communicate key priorities to staff. Senior leaders are generally notified of key issues and
priorities in group and individual discussions ancetirgys with the Administrator.

7. Provide the website link for your Strategic Plan.
WWW.CONSUMmMer.sc.gov

Category 3z Customer Focus

Identify key customers and stakeholders.
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http://www.consumer.sc.gov/

The Department has a number of customers and stakehaoldetise least of whichre the

millions of South Carolina consumers. Otharslude ragépayers, regulated and indirectly

regulated businesses, law enforcement agencies, schools, community e lgxsal

community,vendors, the media, cemmer protection organizatiortee Commission on

Consumer Affairsthe Council of Advisorson Consum@r edi t, t he Governoros
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 Departmetts cust omers and their ke&guhrequir.
Carolina Code of Lawsind accompanying regulatis.Customers falling outside thpirview

are determined based on history and the establishment of partnerships with organizations or
agencies providing services to a similar customer base as the

Departmat or administering or enforcing consumer 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 practive approach in adapting to areev
changing economy and technolodpr 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 DCAparticipated in & oreclosure
Twitter accountIn FY13, DCA held its first Twitter chats. Prevention eventn conjunction with theUS
Furthermorethe Departmerieverages resources and Treasury Department andS Department of
collaborates with other organizatiotesidentify changing oweu eid ol Disiele e
customer/business nee@ustomer and employee feedback are (June 2013)

also considered when received to evaluate current methods and

areas needing improvement.

3. Whatare your key customer access mechanisms, 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, the Department does not &imaeitomated answering
systemwhen a customer callthey get a live voice every time. Information is also readily
available on our website, which contains business filing applications, complaint éamssmer

and business educational materials and other helpful information.

4. How do you measure customer/stakeholder satisfaction and use this information to
improve?
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A hard measuref customer satisfaction utilized by the Department for years ddbeng status
of complaints. After analysis, each complaint is given a closing status based on the factors
below:

The business resolved the complaint to t
O2y adzySNWa al GAaTl
explanation that the Department deemec
acceptalte.
The business would not reply or would ni
Unsatisfied make a good faith effort to resolve the
complaint.
The facts were disputed, and the
Undetermined Department could not make a
determination of responsibility.
The Department was unabko contact the
consumer concerning clarification and/or
additional information needed to
complete the initial processing procedure
The Department determined that there
Insufficient Merit was insufficient validity to the complaint.
(This designation iseldom used.)

Satisfied

Abandoned

Regarding licensees, the Department utilizes various means in an attempt to ascertain their
satisfactionWe maintain open lines of communication with the industries we regDi@#

staff often holds meetings with individual businesse@r industry associations. Staff also
makes presentations to various associations.

The Department utilizes information gathered during meetings and comments received from
licenseesnd consumerthrough other methods of communication in the reviewuofent
policies, procedures, statutes, etc.

5. How do you use information and feedback from customers/stakeholders to keep services
and programs relevant and provide for continuous improvement?

Becauseustomergprovide feedback to individual staff méers, the Department empowers

staff to resolve complaints in the most relevant, targeted method for each customer without
having to notify managemerilanagement attempts to pinpoint where the specific process

broke down and fix the problem or implememteav procedure, if necessary. Action taken by
management is communicated through supervisors to the affected staff. Complaint information is
maintained in a database to bolster programs and services so that problem areas for the public
can be identified, #public can be warnedf trendsor deceptive business practices, and cases

can be built for legal or legislative actiofpplication forms and business educational materials

are also updated based on customer feedback.
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6. How do you build positive relaihships with customers and stakeholders? Indicate any key
distinctions between different customer groups.

The Departmeids internal open door poliagg extended to all customers and stakeholders.

Meetings are often held with members of the industriesegulate and staff makes

presentations to trade/business associations and consumers alike. We have even created
ARoundtableso to increase communication bet we
DCA also tailors educational materials to thed®of our customers to ensure awareness of

rights and responsibilities. Further, the agency serves as a resource for attorneys and other state
and federal agencies and collaborates on topics of common interest, including legal actions.

Category 4 z Measurement, Analysis, and Knowledge Management

1. How do you decide which operations, processes and systems to measure for tracking
financial and operational performance, including progress relative to strategic objectives and
action plans?

The Departmentsiguided primarily by the South Carolina Consumer Protection Code, which
provides requirements for advocacy, complaint mediation, credit and regulatory enforcement,
and education. All activities are viewed in terms of effectiveness and cost efficiertbg per
discernment of the Administrator and serieaders.

2. How do you select, collect, align, and integrate data/information for analysis to provide
effective support for decision making and innovation throughout the organization?

Themonthly progresseports contain key data needed for effective decision maRupervisors
in theDivision collect and verify the data submitted for each of the success measurements
contained in the repomore detailed, analytical reports are also often requestedtfriem
appropriateDivision dependent on the topic at hand

3. What are your key measures?

1 Refunds, adjustments and credits achieved through
complaint mediation.

1 Closing status for mediation of complaints.
1 Savings for consumers through intervention in
insurance cases. e 5
1 Top categories for consumer complaints received. -\{n“’,
1 Number complaints received annually. Staffers from DCA, Federal Trade
' Number of licensing and registration filings Commission, and US Postal Inspector Sen
processed annua"y_ participate in a Teldown Hall meeting for
1 Cost to process a consumer complaint. AARP members. (January 2013)
1 Costto review a license application.
1 Numberof onsite audits of regulated businesses.
T Phone call s receifeendmberhr ough DCAG6s t ol |
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1 Miles driven by DCA investigators.
4. How do you select and use comparative data and information?

The Departmeriboks totrends nationwida n d D C A 6 te deteimme ligety patterns. The
agency looks to information frowther Uniform Consumer Credit Code states and states having
similar laws to those the Department administers and enforces. Data frearithesDivisions

is analyzedaind compared to prienonths and years for trends.

5. How do you ensure data integrity, timeliness, accuracy, security, and availability for
decisionnmaking?

Technology is relied upon to provide a tailored snapshot of DCA progress/results in our various
Divisions or subses therein. The data produced, however, is only as accurate as what is entered
by staff.Trainings and updating of policies and procedures aid in ensuring the integrity of the
information.Access to the data is also limited to those employees workingartiaular area/

on a specified progranin FY13, DCA took measures to obtain funding to update licensing
systems and continued work with DSIT to streamline backend servers.

6. How do you translate organizational performance review findings into priostier
continuous improvement?

DCA understands that the processes utilized internally areesodring. There is always room
for improvement, thus performance review findings are discussed by leadership and action plans
formed to appropriately addressyaasues and build upon successes.

7. How do you collect, transfer, and maintain organizational knowledge? How do you identify
and share best practices?

Organizational knowledge is collected and maintained through

agencywide staff meetings. These miegfs are documented, and G2S | LIINBOAL G
any best practices are communicated to all employees. Every ne'  and direction we have receive
release or major public communiqué is sent to staff first. €ross FNRY 82dzNJ 2F FA
Divisional meetings are also held to vet ideas and opentyisks

pending issues or topidBostmortemmeetings are also held after -Mr. Qundiff

major events to evaluate and discuss strengths and weaknesses  PawnBroker Licensee
Crosstraining of staff betweeBivisions also helps spread Myrtle Beach, SC

knowledge and fosters creation of new/more efficient proceskes.

Department also reaches out thestorganizations having a

consumer focus and participates in task fercealitions and holds collaborative meetings.

Category 5z Workforce Focus

1. How does management organize and measure work to enable your workforce to: 1) develop
totheirfullpot ent i al, aligned with the organizationo
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and 2) promote cooperation, initiative, empowerment, teamwork, innovation, and your
organizational culture?

By monitoring trends, growth, and practices of regulated bus#sesenior management is able

to realign priorities as necessary based on industry need and Department capability.
Communication methods mentioned in Category 1(a) above (leadership communication) are also
used to communicate priorities for improvemengeAcywide staff meetings are used

frequently to communicate key priorities to staff. Senior leaders are generally notified of key
issues and priorities in group and individual discussions and meetings with the Administrator. As
indicated throughout thigport, the Department has processes in place for evaluating these areas
and for promoting cooperation, innovation and teamwork, but a more formalized strategic
planning process is the lynchpin. The communication methods employed, the goals and
objectives st annually, and the forwatttiinking and innovation of senior leadership create a
culture of progress improvement and teamwork that readily elicits staff cooperation, optimism
and buyin.

2. How do you achieve effective communication and knowledge/bkitit practice sharing
across departments, jobs, and locations? Give examples.

Not only does the Department regularly reinforce-timayy communication, but also

communication acrodsivision and job linesCrosstraining and joinDivision meetings asst

with idea sharing. As an example, the Leadision and Consumer Servic@&svision meet

monthly to discuss a legal topic of interest. The Biasions also collaborate on emtement

efforts stemming froneonsumer complaistF u r t her , t hnaunicatpre coorgiator ¢ 0 m
sits in onDivision meetings on a monthly basismployees provide regular feedback to

supervisors within theiDivision and acros®ivision lines as observations are ma@eeating
internal Atask forceanewissues,hi n the agency to
policy update, etc. with members from the variBigsions
also enhances communication and knowledge shdnirky13,
DCA implemented its second phase of employee dragsing

3. How does management recruit, hire, place, and retainvne
employees? Describe any barriers that you may encounter.

The Department recruits and hires new employees in the mann
set forthby the Office of Human Resouce n t he St at
Budget and Control Boar@lVhen hiring, a diverse panel of staff
is appointd to interview and select new personiriretential
employees are informed of state benefits and advantages of Staff celebrating Employee Appreciation
working at DCA. Employees are placed in tBevision most
suiting their skill set, but further professional and personal
development is encouragiand rewarded. Promotional
opportunities that become available are made intermddgn qualified candidates exiStaff

members who acquire new skills often have their position descriptions rewritten to accommodate
a greater degree of perfmance and sponsibility.In FY13, DCA took steps to increase staff

participation inoutside training opportunitiesgward extraordinary efforts of others, and fill
more FTESs in criticaareas
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4. How do you assess your workforce capability and capacity needs,dmgjwskills,
competencies, and staffing levels?

As stated in question 1 (above), senior management analyzes the trends and growth of regulated
industriesand customer volumand realigns priorities basedonndgdpsa nd t he Departn
capabilities.

5. How does your workforce performance management system, including feedback to and
from individual members of the workforce, support high performance work and contribute to
the achievement of your action plans?

The Department embraces the EPMS systetirequires all supervisors to use this method.
SomeDivisions even employ the 360° feedback system. And, as stated above, staff members
who acquire new skills often have their position descriptions rewritten to accommodate a greater
degree of performanced responsibilityThe mandatory Migrear Reviews implemented in

FY13 also provide a continued forum for benchmark reviews and discussion

6. How does your development and learning system for leaders address the following:
a) development of personal leacship attributes? b) development of organizational
knowledge? c) ethical practices? d) your core competencies, strategic challenges, and
accomplishment of action plans?

The Department attempts to hgelfmotivatedemplyees Specific objectives are aines
placed in employeéplanning document#s budget concerns have been relieved, additional
training opportunitiesveremade availableDCA also encourages employees to participate in
organizations of which the agency is a member and professionalagms. The agency also
pays for continuing education courses for its attorneys, which includes ethics &reiteyees
are encouraged to offer recommenadiasi to improve operations

7. How do you identify and address key developmental trainingdsder your workforce,
including job skills training, performance excellence training, diversity training,
management/leadership development, new employee orientation, and safety training?

As Division directors identify customer needsd changing regatory frameworkthey address
theDivisionbs capabil ities to meet t hc
necessary skill training with supervisors and individual

employees as needékheDepart ment 6s Human Re
Director schedules quarterly trainings for staff to eastaff

Is knowledgeable of agency policies, issues affecting

performance, etdnternal trainings presented by staff are also

patienceg held to increase knowledge of statutes administered and

enforced by the agency.

¢Thank you so much for all
your help and for your

-Ms. Weiner

Continuing Care Retirement

Community Licensee )

Upstate, SC 8. How do you encourage on the job use of nlewowledge
and skills?

28 I South Carolina Department of Cemmmer Affairs



As stated above, staff members who acquire new shdlghave their job duties appropriately
realigned andheir position descriptions rewritten to accommodate a greater degree of
performance ancesponsibility. Theirnput in areaof concentrations is sougbut andstaff
members are appointed to internal committees based on their skill sets

9. How does employee training contribute to the achievement of your action plans?

Success is achieved through teamwamk staff holdinghe requisite knowledge and skills
necessary to perform job dutiés successful team must be motivated, strelined, and positive.
These principles are not only believed, but exemplified at the Department. Our staff is able to
adjust brainstorm and impiment new ideaand reach successful outconassa result of the
crosstraining and teambuilding work the Department has espoused over the years.

10. How do you evaluate the effectiveness of your workforce and leader training and
development systems?

Each employee is asked to assess his/her training needs. Supervisors meet \Rivighanr

directors, and training is requested as needed. EPMS employee evalaatidhe MidYear

Reviewsalso assist in identifying strong and weak points in the Degarth 6 s tr ai ni ng s
DCAalsoemploga Jidb Sat i sf a dotascertain siafi perspegtives in this area and

others.

11. How do you motivate your workforce to develop and utilize their full potential?

By creating an environment of accountdyp and recognition; &eping employees aware of

agency goals and giving everyone a seat at the table to discusetjimg and progress updates
lays the groundwork for an invested st&fifFY 13, DCA allocated funds

for employee development to assistearning highetevel skills.

Additionally, many opportunities for twavay communication are provided

to promote information sharing, motivate people and boost productivity. g nh! | BESTIgN
Praise and recognition for a job well donmrmotions staff retreats,
participation in conferences and workshopgrit increaseand bonuses
are also tools used to motivate st&ployee Appreciation Week,

Is there any way we can
Of 2y S @2 dzXK:

recognitions in full staff meeti |, veccabe ei
to motivate staff. Charlotte, NC

12. What formal and/or informal assessment methods and measures do
you use to determine employee wellbeing, satisfaction, and motivation?

The Department relies on its communication practices andaganpolices as an informal,

though key measure of assessment. \Weilhg is assessed through daily contact and by engaging

staff in many opportunities for communimam. The Administrator has apendoor policy and

annually implements the Admn i s t ilSaminotedvih ALL staff, which allows them one

onrone conversation. The discussion focuses on ways to improve/enhance the overall program at
the Depart ment. The Departmentdés turnover r at
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been high. Staff meetingseaheld, and the monthly progress report summarizes@aiond s

activities. An exit interview is held when employment is terminated to discover reasons for
dissatisfaction,ifanyT he annual employee survey also gaug
work stress, support and overall satisfaction with their position®&#l The MidYear

Review also provides a method for gauging these elements.

13. How do you manage effective career progression and effective succession planning for
your entire workfor@ throughout the organization?

As able, the Department provides career progression opportunities for staff and skill training,

including leadership traininglepending on budgetary constraifEsployee titlesand position
descriptionsare reviewedtoenur e t hey encompass staffédés curre
Strong performers asopromoted and compensated as the budget allows.

14. How do you maintain a safe, secure, and healthy work environment?

The Department has a Wellness Committee toatrdinates bulletin boards on healthy living and

a DBACel ebr at es 0 b o ar dbirthdays and motatdei emegihecconmiitteey e e

has also brought inxperts to present tips on stress reduction, injury prevention, exercise, diet

and nutritonThe Depart ment has a Coordinator for the
who keeps staff informed of all Prevention Partner opportunities
and educational materials. FY13, DCA participated in the
AMiIi dl ands Go e sbringiegdvéaremessrophdai g n

G{ SYRAY3I 3 disease as the number one killer of women. These programs have
made our workforce stronger and healthier, therefore reducing the

[being] so helpful, so ) X _ _
amount of absenteeism and sick leave while promoting a healthy

AYR®E i i ) e )
LAYy Roe lifestyle. Employees are immediately notified of danger e th

Ms. Jones workplace via signs, email and the intercom system. Additionally,
Consumer locks requiring security codes anstalled at all entry points. These

Columbia, SC security codes are periodically changed on all doors to ensure the

utmost safety for employees.
Category 6 z Process Management
1. How do you determine, and what are your or

they relate to your mission, competitive environment, and action plans?

Corecompetenciearedetermined by the statutes and regulations administeckdrgorced by
DCA as well as those with which the agency must comply.

Our core competencies dtather definedhrough our mission statement and the expectations of
customers and stakeholders. They include our consumer complaint mediation prograsdibur c
expertise, the taxpayer insurance advocacy intervention program, and our licensing and
regulatory competencies. These core competencies coupled with an assertive Public Information
and Educational Outreach effort have allowed the organization exbgnized by
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taxpayers/ratepayers, stakeholders, the media, and peer organizations as an industry leader in
government and consumer protection agencies.

2. How do you determine and what are your key work processes that produce, create, or add
value for your customers and your organization and how do they relate to your core
competencies? How do you ensure these processes are used?

Senior leadership has a mandate to continuously improve the

organization's capacity to handle its internal and externatiumng

and relationships. This would include such things as improved GThank you for providing
interpersonal and group processes, more effective communication, the colleges with this
enhanced ability to cope with organizational problems of all kinds, m AYT2NNEGAZY ®
effective decision processes, more approptesdership style,
improved skill in dealing with destructive conflict, and higher levels o
trust and cooperation among organizational members. These objecti
stem from a value system based on an optimistic view of community
and network that individuas in a supportive environment are capable
of achieving higher levels of development and accomplishment

-Ms. Ankerson,
Trident Technical College
North Charleston, SC

3. How do you incorporate organizational knowledge, new technology, cost controls, and other
efficiency and effectiveness factors, such as cycle timi process design and delivery?

The agency psta focus on the utilization of new technology to increase efficiency and overall
effectiveness, with a focus on our Complaint System database and licensing progams.
currently has 4 of its filing pgrams online through SCBC#hd the Nationwide Mortgage
Licensing SystemThe Public Informatiomivision has also heavily relied on social media in an
effort to keep the public informed in a cost effective manngfY 13, DCA made technology a
budget reqast priority and secured funding for a backend datb@grade in FY14Vith the
economic downturn, staff is always looking for innovative methods to achieve a task in a more
efficient and cost effective way.

4. How does your dato-day operation of thes processes ensure meeting key performance
requirements?

Regular feedback internally and externally includiragm our stakeholders and customers, as
well as policymaking boards and commissions, ensures that our key performance requirements
are met.

5. How do you systematically evaluate and improve your key product and service related work
processes?

The Depar t me n-todsumek avgrenpss, edlcationh, and protettion
continuously improved by adding methods to reach consumers and eddulginesses, such as
embracing new methods of communicatsomd making licensing and registratiomore
convenient and accessilita regulated business. Work procesaed procedureare evaluated

at leastannually and improvementire made as permitfegquired
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aLd Aa yaos

there is an agency out
there that is responsive to
the needs of its citizerss

-Mr. Smith,
Consumer
Myrtle Beach, SC

6. What are your key support processes and how do you
improve and update these processes to achieve better
performance?

Key support processes include accounting, human resources,
procurement, mail distribution and computengsss. Staff

within these areas is constantly reviewing policies,

researching the newest technologies and responding to agency
demandslLeadershignonitors these areds assess any need

to revise current processestakes corrective action

7. How does your organizain determine the resources needed to meet current and projected
budget and financial obligations?

Budget authorizations and actual expenditures are reviewed and compared between fiscal years.

Budget forecasts are also reviewedronthly to determine sl flow and need&mployees are
encouraged to use available resources to perform dutieslsbt think of new resources that
would result in longerm savings, cost efficiencies, and enhanced performance. Resource
purchases and acquisitions are sutedithrough supervisors, directors, and receive approval

from the Administrator and purchasing supervisor to ensure projected budget expenditures are

not exceeded.

Category 7 z Business Results

7.1 What are your performance levels and trends for youy keeasure of mission
accomplishment/product and service performance that are important to your customers?

Chart 7.1-1
/ - - - \
New Complaints Received & Action Taken
8,000 6,696
5,924 6,221 5.799
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-

DCA attributes the complaint decrease to new policies and procedures of performing a more

detailed telephone analysis so the consuwasrbe directed to the most approprigsourceas
opposed to the consumer first filing a complaint, then being referred. Also, scam issues are
divertedto our Public Informatiomivision for intakeand appropriate resolution
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Chart 7.1-2

4 N
Processed Filings Required by Statute
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FYO5 incluces the firstime licensing of 3,125 mortgage loan originatés07 includes 7,533
Preneed Funeral Contracts received for regulatory review andfblirige first full fiscal year
DCA administered the prograrRY09and FY10saw the decline of licensesrfmortgage
brokers and loan originators due to the mortgage/housing crisis natiom¥itie FY 13 reflect
stabilization in the numbef filings processed by DCA

Chart 7.1-3
4 ] ] N
Insurance Notices Reviewed
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Chart 7.1-4
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Involvement in New Insurance Cases
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TheFY11ldecrease number of agency ink@hent in new insurance rate casessvaaie to
pending, legathallenge t o t he Depar t me nihcesain msutadicerate t y t o i
filings. The chdlenges continued into FY1&nhd were resolved in early FY.13
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Chart 7.1-5

4 N
Number of Complaints Closed
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The Department closealrecordhigh 6,142 complaints during FY09, despite adBy voluntary
staff furlough taken by each employee during that timg=Y13, the Department continued to
close approximately the same number of complaints that were received,0@th

Chart 7.1-6
4 1 1 N\
Calls Received Through DCA's Toll Free Number
and Duration
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This measurementisnawt he DCAG6s Acc o DA a bfrek iumber réteived r t .
nealy twice the amount of callin FY13 as compared to FY1@hile the call duration amount
increased 250%
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7.2What are the performance levels and trendas the key measures on customer satisfaction
and dissatisfaction?

Chart 7.2-1

p A
Savings for Consumer Through Complaint Mediation
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The Department required a large automobile dealer operating in South Carolina to refund $1.3
million in excess finance charges to consumers in FY05 and continued in FYOiui@r tia file

a Maximum Rate Scheduléfter two fiscal years of below average refund numbesijnds
creditsand adjustmes to consumersontinues toncreaserising10% from FY12 to FY13

Chart 7.2-2
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Chart 7.2-4

4 N
Savings for Consumers Through Intervention in Utility

and Insurance Cases
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The Department aitipates continued savings for insurance consumers in addition to the

amounts reported above. The savings from past fiscal years will continue to benefit consumers
until companies come back to the regulators to change rates. Effective January 1, 2005, the
Advocacy regulatory review program for utilities was transferred to the Office of Regulatory

Staff. The inability to obtain savings for consumers in FY11 was due to pending, legal

chall enges to the Depart ment 0 sratafiingshThese t y

matters were resolved in early FY13.

Chart 7.2-5
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Highest Complaint Categories
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G

Debt Collection vehicle,and utility complaintsaund out the top threzategoriesRetalil

complaints made a surprise appearance in the top 5 after not even making the top 0 in FY1

Apartments also inched up to make it into the top 10 this fiscal year.
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Chart 7.2-6
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The Consumer Servic&vision achieved refunds, credits and adjustmefitsver$1.4 million
for consumer@ FY13. Debt collection far exceeds the other categgaty due to credit
report errors. Many consumers had misinformation on their credit reports and upon
unsuccessfully trying to dispute those errors, turned to DCA for help.

7.3What are your current performance levels for your key measure on financefgrmance,
including measure of cost containment, as appropriate?

Chart7.3-1
e N
Revenue Collected for SC General Fund and DCA
Operations
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Fluctuationsin revenue collectetbr the SC geeral fund andCA operationsare attributed to
timing of penalty colletions and number of licensefgigs.
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Chart 7.3-2

4 N
Rate of Return on Investment in Consumer Complaint
Mediation Programs
600% | 448%
315%

400% 245% 311%

200% w1 O _183%

0 ° 40% 63%:
0% 81%
FY04 FYO05 FY06 FYO7 FY08 FY09 FY 10 FY11 FY12 FY13 )

Thestatistics represent the amount of refunds, creditadjustmentshe Service®ivision
obtained forconsumers as compared to the monies appropriated by the General Assembly to
operate thd®ivision. (ROI=returncapital/capital x 100%).

7.4What are yair performance levels and trends for your key measures of workforce
engagement, workforce satisfaction, the development of your workforce, inclyitiaders,
workforce retentionand workforceclimate, including workplace health, safety, and security?

DCAGs performance | evels for key measures of
development are as discussed previously including through meetings, 15 minutes with the

Admini strator, completion of the AJaxd Satisfa

trainingopportunities and through informal communication between S&fA believes that
leadership at every level of an organization makes the difference as to whether or not it will
flourish and thrive or become a mediocre survivor.

Additionally, wel-kb ei ng can be assessed through daily
has traditionally been low, and retention has been Rlighe agency al so has a

StA

Committeed which sponsor s evRegardingseaunithe t o bene

Department has a sign policy and code locks on all entrances to the office.

7.5 What are your performance levels and trends for your key measures of organizational
effectiveness/operational efficiency, and work system performance (these could eclud
measures related to the following: product, service, and work system innovation rates and
improvement results; improvements to cycle time; supplier and partner performance; and
results related to emergency drills or exercises)?

To meet the challenges$ BY 13, the Department was decisive in setting priorities on actions that
raised its effectiveness in protecting consumers, focused on improving business processes
(especially through the use of technolpgpd providing efficient processes and participatn

an accounting system (SC Enterprise Information SyS@faIS) that tracks activithevel costs,
aligned for the organization as a whole. Organizatitaad| analysis and review likely would
emphasize productivity growth, cost control, and quality.
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7.6 What are your performance leveland trends for the key measures of regulatory/legal
compliance and community support?

Chart 7.6-1
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In FYO5 the Department reviewed 3,536 loan originators and 1,248 mortgage loan broker license
applications. This washe first year for mortgage loan originator licensing. The Department
analyzed an agendyigh 20,829 applications in FY09 due to an increase in preneed contract
licensing, prepaid legal services, and credit counselors and organizations, and athlete agents

among othersFY10-FY13 saw the amount of licensing applicasfmontracts analyzekkvel
out.

Chart 7.6-2
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The Department conducted a record 98@mpliance reviews and inspections for regulated
businesses during FYO%ollowing the FY10 reduction inofce, the agency has remained

consistentn the number of reviews performed.
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Chart 7.6-3
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investigators to perform compliance and advisory reviews of regulated besinessssSouth
Carolina.

Chart 7.6-4
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Chart 7.6-5:

Licensing Activity FY 2012-2013

Licensee Reviewed | Approved | Pending | Denied Returned | Inactive
Athlete Agents | 25 25 0 0 0 0
Credit 100 47 48 0 0 6
Counseling
Organizations
Credit 1537 857 736 0 0 144
Counselors
Mortgage 159 115 18 0 0 26
Brokers
Loan 468 152 84 2 0 229
Originators
Motor Clubs 40 33 4 0 0 3
Motor Club 1448 1261 0 0 0 187
Representatives
Pawnbrokers 283 247 10 1 0 25
Physical 265 205 40 0 0 20
Fitness
Preneed 8 4 0 & 0 0
Funeral
Companies
Preneed 6867 6867 0 0 0 0
Contracts
Prepaid Legal | 6 6 0 0 0 0
Companies
Prepaid Legal | 2582 2316 226 1 21 19
Representatives
TOTAL 13,788 12,135 332 11 14 1,771
Refunds from Legal and Enforcement Actions
1 Consumer refurslfromPhysicalFitness $19,72894
1 Consumer refunds frofreneed~uneralContracts: $ 1115250
1 Consumer refunds fromnlicensedCredit Counselors: $10,000.96
1 Consumer refunds frodaximum Rate: $ 4,520.28
1 Consumer refunds fromPawnbroker redemption: $ 7,102.50

TOTAL Refunds to Consumers $52,505.18
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