
MEMORANDUM 


TO: Public Safety Committee 

FROM: Susan J. Farag, Legislative Analyst 7fSf 
SUBJECT: Worksession: FYII Operating Budget 

Office of Consumer Protection 

Those expected for this worksession: 

Eric Friedman, Director, Office of Consumer Protection (OCP) 

Marsha Carter, OCP 

Phil Weeda, Office of Management and Budget (OMB) 


PS COMMITTEE #3 
April 15, 2010 

Worksession 

April l3, 2010 

Major Issue: The FYll CE Recommended Budget reduces OCP staff by 3.8 workyears. 
This follows a multi-year trend where staffing has been reduced more than 33% since 
FY07. Given the additional responsibilities OCP has assumed over the past several years, 
additional staff reductions may impact service delivery. Please see discussion below. 

The Executive's recommendation for the Office of Consumer Protection is attached at 
©I-5. 

Overview 

For FYII, the Executive recommends total expenditures of $2,077,310 for the Office of 
Consumer Protection, a 14.9% reduction from the FYIO approved budget. 



FY09 Actual FY10 Approved FY11 Rec. % Change 
FY10-FY11 

Expenditures: 
General Fund $2,567,048 $2,442,010 $2,077,310 -14.9% 
Grant Fund 
TOTAL Expenditures $2,567,048 $2,442,010 $2,077,310 -14.9% 

Positions: 
Full-time 21 19 16 -15.8% 
Part-time 1 0 0 -100.0% 
TOTAL Positions 23 19 16 -15.8% 

WORKYEARS 21.3 18.5 14.7 -20.5% 

The FYll CE recommendation is a net decrease of$364,700. This decrease comes from 
one change with a service impact, abolishing the Investigator III position, for a savings of 
$135,930, as well as the following identified same services adjustments: 

Identified Same Service Adjustments 
Shift: Climate Change Advocacy and Assistance from the Climate Change 
NDA $50,000 

Increase cost: Pro. services contract to support investigative caseload of 
abolished Manager III position $38,500 
Increase Cost: Retirement Adjustment $37,480 
Increase Cost: General Office/Computer Supplies/Misc. $17,000 
Increase Cost: Annualization of FY1 0 Personnel Costs $11,530 
Increase Cost: Group Insurance Adjustment $11,080 
Increase Cost: Copiers and Fax Machines $6,360 
Increase Cost: Promotion for Public Admin. Intern to Investigator $5,510 
Increase Cost: Operating Expenses $3,520 

Total Increases: $180,980 
Decrease Cost: Consumer Education Materials ($550) 
Decrease Cost: Dues and Membership ($1,000) 
Decrease Cost: Travel Expenses ($1,540) 
Decrease Cost: Mailing newsletters, consumer ed. materials, annual report ($1,950) 
Decrease Cost: Communication Services ($2,500) 
Decrease Cost: Printing newsletters, consumer ed. materials, annual report ($2,910) 
Decrease Cost: Printing and Mail Adjustment ($3,520) 
Decrease Cost: Printing Services ($3,550) 
Decrease Cost: General Office and Computer Supplies ($7,930) 
Decrease Cost: Misc. Office Expenses ($9,010) 
Decrease Cost: Lapse Principal Administrative Aide position ($11,210) 
Decrease Cost: Other Professional Services and Contracts ($11,500) 
Decrease Cost: Turnover Savings for Vacant PAA Position ($30,990) 
Decrease Cost: Furlough Days ($51,800) 
Decrease Cost: Abolish Program SpeCialist ($112,920) 
Decrease Cost: Abolish Manager III ($156,870) 

Total Reductions: ($409,750) 
NET SAME SERVICES ADJUSTMENT TOTAL $228,770 
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FYll Expenditure Issues 

Personnel Complement 

Personnel costs comprise 88.9% of OCP's FYll recommended budget, for 16 full-time 
positions and no part-time positions. The CE FYII recommended budget abolishes three 
positions, for a total reduction of 3.8 workyears. This follows a multi-year trend of reducing 
staffwithin OCP by more than 33% since FY07, as illustrated in the chart below. 

OCP Personnel Chan es FY07 to FYll 
Net 

Change % Change 
FY07 FY08 FY09 FY10 FY11 FY07

Actual Actual Actual Approved Rec FY11 FY07-FY11 
Positions: 
Full-time 23 22 21 19 16 -7 -30.4% 
Part-time 1 1 1 0 0 -1 -100.0% 
TOTAL 
Positions 24 23 22 19 16 -8 -33.3% 

WORKYEARS 23.3 22.3· 21.3 18.5 14.7 -8.6 -36.9% 

Abolished Positions: The FYIl includes the abolishment of three full-time positions, 
including Program Specialist, Investigator II, and Manager III. All three positions are currently 
filled. All work from these positions will be redistributed among remaining investigators and 
managers. OCP also plans to hire contractual services to support the investigative caseload of 
the abolished Manager III position, for a cost of $38,500. A current organizational chart, 
including breakdown by workyears for the various programs, is included on © 6. This will 
change in FYII, depending on how the Reduction in Force proceeds. 

Even though staffing has been reduced over the past several years, the scope of OCP 
responsibilities has increased. OCP is responsible for the oversight of several new initiatives, 
including oversight of: 

• Domestic workers model contract (Bill 32-08); 
• Energy and environmental advocacy (Bill 35-07) 
• Development tax district disclosure (Bill 36-07); and 
• Property tax disclosure (Bill 24-07). 

Council staff advises that while OCP can manage the current workload with the proposed 
staffmg reductions, there are no vacant positions, and no room for the absorption of additional 
duties if any additional staff resign or retire over the next fiscal year. Due to current budget 
constraints, Council staff is not recommending the restoration of any abolished positions. 
However, given that staffhas been reduced by over 33% over the past five fIScal years, leaving 
no room for the loss of any additional staff, Council Staff recommends that OCP personnel 
changes continue to be monitored over the next fIScal year as they were in FY10. OCP should 
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continue to provide regular updates to the Committee during its regular quarterly reports, so 
that the Committee stays apprised ofworkforce changes and material impacts on operations. 

Volunteers: The Committee has been briefed in the past on OCP's use of volunteers and 
the innovative use of college and law school interns to help perform core functions of the office, 
providing more than 2,500 hours of volunteer work. The Committee may want to ask OCP 
whether it envisions a larger role being played by volunteers due to fiscal constraints. 

Operating Expenses 

The FY11 recommended budget contains various reductions in operating expenses, 
including cuts to communication services (-$2,500), mailings (-$1,950), printing newsletters, 
annual report, and consumer education materials (-2,910). These are traditional methods used 
by OCP for educating County residents about various consumer issues. The Committee may 
wish to ask OCP staff how they intend to continue the education function, for example, by 
using more web-based outreach, etc. 

FY11 Revenue Issues 

FY11 revenues for OCP are calculated based on civil citations, new home builder 
licenses, and consumer affairs business licenses. Licensure revenue is not expected to 
significantly change over the next fiscal year. Revenue information is summarized below. 

FYIO R evenue Summary 

Category 
Actual 
FY09 

Approved 
FYIO 

Rec. 
FYll 

$ Change 
FYIO-FYll 

% Change 
FYIO-FYll 

Civil Citations 0 1,000 1,000 $0 0% 
New Home Builder Licenses $178,115 $200,000 $200,000 $0 0% 
Consumer Affairs Business Licenses $67,155 $69,200 $69,200 $0 0% 

Total General Fund Revenues $245,270 $270,200 $270,200 $0 0% 

Council Staff Recommendation 

Council staff recommends approval of the FY11 Operating Budget for OCP as submitted by the 
Executive. Council staff also recommends continued monitoring OCP staffing changes 
throughout FY11 and reporting back to the Committee should staffing changes have any material 
impact on service delivery. 

This packet contains 
Recommended FY11 Operating Budget 
FY10 Organizational Chart 
OCP FY09 Annual Report 

© 
1-5 
6 
7-18 

F:Vohn\]Yll Budget - Operating and CIP\Cornrnittee Packets\Consurner Protection.doc 
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Consumer Protection 


MISSION STATEMENT 
The mission of the Office of Consumer Protection (OCP) is to enforce consumer protection laws prohibiting unfair and deceptive 
business acts or practices to ensure a fair marketplace for consumers and businesses. Activities include complaint resolution, law 
enforcement, education, legislation, advocacy, and outreach to vulnerable consumers. 

BUDGET OVERVIEW 
The total recommended FY11 Operating Budget for the Office of Consumer Protection is $2,077,310, a decrease of $364,700 or 
14.9 percent from the FY10 Approved Budget of $2,442,010. Personnel Costs comprise 88.9 percent of the budget for 16 full-time 
positions for 14.7 workyears. Operating Expenses account for the remaining 11.1 percent of the FYll budget. 

LINKAGE TO COUNTY RESULT AREAS 
While this program area supports all eight of the County Result Areas, the following are emphasized: 

+ 	A Responsive, Accountable County Government 

+ 	Strong and Vibrant Economy 

.:. 	 Vital LIving lor All 01 Our Residents 

DEPARTMENT PERFORMANCE MEASURES 
Performance measures for this department are included below, with mUlti-program measures displayed at the front of this section and 
program-specific measures shown with the relevant program. The FYIO estimates incorporate the effect of the FYlO savings plan. 
The FYII and FYI2 targets assume the recommended FYll budget and FYl2 funding for comparable service levels. 

ACCOMPLISHMENTS AND INITIATIVES 
+ 	Partnered with the Montgomery County Police Department to create a National Association 01 Counties (NACO) 

award winning on-line training program, enabling police officers to better respond to incidents involving consumer 
protection issues. 

+ 	Collaborated with the Department 01 Permitting Services and the Maryland State Department 01 Labor, Ucensing 
and Regulation to initiate and promulgate a program to prohibit unlicensed home improvement contractors Irom 
obtaining building permits thereby protecting County residents from doing business with unlicensed contractors. 
This early point of contact can prevent signHlcant losses to County homeowners by alerting them to a contractor's 
licensing status belore work commences . 

•:. Worked with the County Council to develop and produce a cable te/evison program, Consumer Compass, in which 
the office's experienced staff discusses consumer issues to educate consumers and ensure integrity in the 
marketplace. The office educates consumers on a variety of topics ranging from foreclosure rescue scams to 
automotive maintenance and repair. 

+ 	Conducted a ·sweep· with the Montgomery County Department of Fire and Rescue Service regarding the sale 01 
illegal electrical items in Montgomery County stores to promote safety in stores and the sale 01 consumer goods. 

+ 	Collaborated with the Montgomery County Sheriff's Department to develop a NACO award winning commercial on 
eviction/loss prevention program. This program Is designed to protect consumers' possessions, which may otherwise 
be lost or damaged during a commercial eviction. 

+ 	Issued an investigative report regarding limousine service firms In Montgomery County. In the report, the office 
analyxes several criteria and advises consumers on how to select a legitimate limousine firm. The office received 
national media attention for its report• 

•,. Trained a group 01 dedicated English and Spanish speaking volunteers and interns. Volunteers contributed a total 
of approximately 2,500 hours in FY09, enabling OCP to ·'everage" its ability to be productive. Volunteer hours are 
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equivCllent to over 1.0 full-time stClff hours, This resource will continue to be utilized Clnd Clnd will be expClnded in 
FYl0 Clnd FYI 1. ExpClnsion efforts Clre underwClY to forget 10cClI low schools Clnd colleges to recruit qUCllified legCl' 
ClssistClnts to complement OCP's stcrH. 

PROGRAM CONTACTS 
Contact Marsha Carter of the Office of Consumer Protection at 240.777.3686 or Phil Weeda of the Office of Management and 
Budget at 240.777.2780 for more information regarding this department's operating budget. 

PROGRAM DESCRIPTIONS 

Consumer Protection 
The OCP receives and investigates complaints and initiates its own investigations of deceptive or unfair trade practices against 
consumers. Staff resolves disputes between consumers and merchants, identifies violations of County, State, and Federal consumer 
protection laws, and makes referrals to other agencies when appropriate. Complaint categories include automotive sales/repairs, new 
home construction, home improvement repairs, predatory fmandal practices, credit and collection practices, telemarketing, and retail 
sales. 

The OCP issues subpoenas to compel the production of documents or compel the attendance of witnesses. The office is authorized to 
hold hearings, administer oaths, and issue civil citations for violations of consumer protection laws. Special investigations are 
conducted and may result in Settlement Agreements or abatement orders, or in transmitting cases to the Office of the County 
Attorney for appropriate legal action. Investigators initiate charges for criminal prosecutions by the Office of the State's Attorney, 
and investigators also testify in court as expert witnesses. In addition, the Office engages in consumer advocacy by testifying before 
County, State, and Federal legislative bodies and by drafting new legislation to protect consumers. 

The OCP develops and conducts consumer education programs. The Office issues press releases through the Office of Public 
Information, holds press conferences, and publishes consumer brochures; staff responds to requests for information regarding 
consumer protection rights and remedies. Staff makes presentations at schools; community, business and civic group meetings; and 
frequently appear on television and radio news programs. The Office maintains a webpage containing consumer protection 
information, a record of the number of complaints received against merchants, and consumer alerts. Outreach efforts include 
initiatives to better address the needs of vulnerable consumers, underserved communities, and residents with limited English 
proficiency. The office also works with the Advisory Committee on Consumer Protection. 

The OCP is responsible for licensing or registering automobile repair and towing businesses; new homebuilders; radio, television and 
electrical appliance repair shops; and secondhand personal property dealers. 

Program Performance Measures 
Actual 
FY08 

Actual 
FY09 

Estimated 
FYl0 

Target 
FYll 

Target 
FY12 

I Restitution received as a percent of restitution as e or )y t e consumer k df b h NA 72% 72%• *' 75%' 
Average Office of Consumer Protection (OCP) customer satisfaction NA 2.9 3.0 3.2 3.5 
rating - Manner in which the customer's case was handled (1-4 scale) 
Average OCP customer satisfaction roting - Outcome of the customer's NA 2.6 2.8 2.9 3.0 
case (1-4 scale] 
Average time in workdays to investigate and dose a written complaint: NA 40 40 40 40 
'<:$100) 
Average time in workdays to investigate and close a written complaint: NA 53 53 53 53: 
1$101 - $l,OOO} 
Average time in workdays to investigate and close a written complaint: NA 55 55 55 55 
1$1,001 • $5 000) 
Average time in workdays to investigate and close a written complaint: NA 41 41 41 41 
(SNAI 
Media Coverage - Percent of news releases receiving media coverage, NA 60% 65% 70% 75% 
including print news, television and radio 
IMedia Coverage - Number of times media outlets, including print news, NA 10 20 24 24 
!television and radio, seek out OCP's 9XE!ertise 
'Percent of OCP·initiated consumer protection cases closed thot are NA 73% 72% 73% 75% 
resolved b~ OCP 
1 All Acfual FY2009 statlshcs ore based on data from 1/1/09 to 6/30/09 

FYll Recommended Changes Expenditures WYs 

FYl0 Approved 2,198,350 16.6 I 
Increase Cost: Retirement Adjustment 37,480 0.0 I 
Increase Cost: Annualization of FY10 Personnel Costs 11,530 0.0 I 
Increase Cost: Group Insurance Adjustment 11,080 0.0 
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0.0 

Expenditures WYs 

" . . . 
Increase Cost: Promotion of Public Administration Intern to Investi ator 5,510 0.0 
Decrease Cost: Consumer Education Materials -550 0.0 
Decrease Cost: Dues and Membershi s .1,000 0.0 
Decrease Cost: Travel Ex enses ·1,540 0.0 
Decrease Cost: Mailin Newsletters, Consumer Education Materials, and Annual Re ort -1,950 0.0 
Decrease Cost: Communication S:...:e:..:..rv.:..:i:;:ces=-_-:--;:-.---;:-_;-;-:-;-;-_---;--;-_--;-;:---:____________-:-2~,:;5_::00_::_--__::0~.O~ 
Decrease Cost: Printing New~letters, Consumer Ed~.::;ca:::.:t.:.:io:::.n:....:M=at:.;:e:.:.:ri==a::::ls:L,.::a:..:;nd::...:..:A::..:n:..:.nu:::.:a::.:I...:.R:.;:e:J:f?.::.ort:..:-.___________-..:..:.2~,~9~1O~__--::O:.:.:,O~ 
Decrease Cost: Printing and Mail Adjustment -3,520 
Decrease Cost: Printina Services -3,550 0.0 
Decrease Cost: lapse Principal Administrative Aide position 
Decrease Cost: Turnover Savings for Vacant Principal Administrative Aide Position 
Decrease Cost: Furlough Days 

.11,210 
-30,990 
-51,800 

-0.3 
0.0 

-0.5 
Miscellaneous adjustments, including furloughs, employee benefit changes, changes due to staff turnover, 

rearganizations, and other budget chanaes affedina more than one proaram 
FY11 CE Recommended 

-334,910 

1,823,880 

-3.0 

12.8 

Commission on Common Ownership Communities 
The OCP serves as staff to the Commission on Common Ownership Communities. This Commission serves as an alternative dispute 
resolution mechanism to mediate and arbitrate certain disputes between the governing bodies of homeowner associations, 
condominium associations, and cooperatives, and the individuals living within these common ownership communities. The 
Commission also provides education to governing bodies of common ownership communities and their residents and acts as an 
advocate for their interests. 

FYI I Recommended Changes Expenditures WYs 

FY10 Approved 243,660 1.9 
Miscellaneous adjustments, including furloughs, employee benefit changes, chonges due to staff turnover, 9,770 0.0 

reorganizations, and other budget changes affeding more than one program 
FY11 CE Recommended 253,430 1.9 
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BUDGET SUMMARY 


Full-Time 

REVENUES 

FYll RECOMMENDED CHANGES 


COUNTY GENERAL FUND 

FY10 ORIGINAL APPROPRIATION 

Changes (with service impacts) 
Reduce: Abolish Investigator III Positian - redistribute law enforcement cases and duties among remaining 

investigators and manager 

Other Adjustments (with no service impacts) 
Shift: Climate Change Advocacy and Assistance to the Office of Consumer Protection from the Climate 

Change NDA 
Increase Cost: Professional Services contract to support investigative caseload of Manager III abolished in 

D2 and other administrative duties 
Increase Cost: Retirement Adjustment [Consumer Protection] 
Increase Cost: General Office/Computer Supplies/Miscellaneous Office expenses 
Increase Cost: Annualization of FY1 0 Personnel Costs [Consumer Protection] 
Increase Cost; Group Insurance Adjustment (Consumer Protection] 
Increase Cost: Copiers and Fax Machines [Consumer Protection] 
Increase Cost; Promotion of Public Administration Intern to Investigator [Consumer Protection] 
Increase Cost: Operating Expenses 
Decrease Cost: Consumer Education Materials [Consumer Protection] 
Decrease Cost: Dues and Memberships [Consumer Protection] 
Decrease Cost: Travel Expenses [Consumer Protection) 
Decrease Cost: Mailing Newsletters, Consumer Education Materials, and Annual Report IConsumer 

Protection] 
Decrease Cost: Communication Services IConsumer Protection] 
Decrease Cost: Printing Newsletters, Consumer Education Materials, and Annual Report [Consumer 

Protection] 
Decrease Cost: Printing and Mail Adjustment IConsumer Protection] 
Decrease Cost: Printing Services [Consumer Protection] 
Decrease Cost: General Office and Computer Supplies and Equipment 
Decrease Cost: Miscellaneous Office Expenses 
Decrease Cost; Lapse Principal Administrative Aide position [Consumer Protection] 
Decrease Cost: Other Professional Services and Contracts 
Decrease Cost: Turnover Savings for Vacant Principal Administrative Aide Position [Consumer Protection] 
Decrease Cost: Furlough Days [Consumer Protection] 
Decrease Cost: Abolish Program Specialist - reassign licensing program duties 
Decrease Cost; Abolish Manager III - reassign supervision of investigators and caseload to senior 

investigclfor and professional services contract 

FYl1 RECOMMENDED: 

Expenditures WYs 

2,442,010 18.5 

-135,930 -1.0 

50,000 0.0 

38,500 0.0 

37,480 0.0 
17,000 0.0 
11,530 0.0 
11,080 0.0 
6,360 0.0 
5,510 0.0 
3,520 0.0 
-550 0.0 

-1,000 0.0 
-1,540 0.0 
-1,950 0.0 

-2,500 0.0 
-2,910 0.0 

-3,520 0.0 
-3,550 0.0 
-7,930 0.0 
-9,010 0.0 

-11,210 -0.3 
-11,500 0.0 
-30,990 0.0 
-51,800 -0.5 

-112,920 -1.0 
-156,870 -1.0 

2,077,310 14.7 
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PROGRAM SUMMARY 


Consumer Protection 
Commission on Common 

FUTURE FISCAL IMPACTS 

Title 
This table is Intended to resent si nificant future fiscal im 

CE REC. 
FYI I FYI 2 

acts of the de artmenl's 
FYI3 

ro rams. 

(5000's) 
FYl4 FY15 FY16 

COUNTY GENERAL fUND 
Expenditures 
FYll Recommended 2,077 

No inflation or compensation change is included in outyear projections. 
2,077 2,077 2,077 2,077 2,077 

Restore Personnel Costs 
This represents restoration of funding to remove FYI 1 furloughs. 

0 52 52 52 52 52 

Subtotal Expenditures 2,077 2.129 2:129 2.129 2,129 2,129 
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OFFICE OF CONSUMER PROTECTION 


~ 


James _ _ 
Sharon Margolis, Investigator III 

Core Non·Core 
FY10 Programs Programs 

Investigationl Law Consumer Other Total 
Reconciliation Enforcement Education CCOC Programs Lapse Wys 

(licensing, 
Energy, 

Domestic 
Workers, 
Est Prop 

Wys 5.9 3.6 4.8 1.9 1.3 .-05 17.5 





ABOUT THE OFFICE OF 
CONSUMER PROTECTION 
OCP investigates and resolves 
thousands ofwritten complaints 
each year involving automotive 
sales and repairs, Ilew home 
construction, home improvements, 
credit and financial issues, retail 
sales, advertising, internet services 
and many other consumer 
transactions. ,",'e enforce several 
consumer protection laws 
and have the authority 
to eXe(.ute settlement 
agreements, issu.e civil 
citations and subpoenas, 
conduct administrative 
hearings, and initiate 

. legal action through the 
County Attorney. 

OCP also. licenses ne; 

home builders, auto 

repair IIhops, towers, 

appliancerepair.Qnns, 

and secondhand property 

dealers. 


New an~ renew.d lipplica.tions 
fOI'new home builders are . , 

reviewed by a Builder's Board 

ofRegisttation. This Board is 


comprised of 5 volunteer 
members appointed by 
the County Executive and 
confinned by the County 
Council, and represents the 
interests of consumers and 
the residential construction 
industry. 

The mission of the Office of 
Consumer Protection is to 
enforce consumer protection laws 
prohibiting unfair and deceptive 
business acts or practices in order 
to ensure a fair marketplace for 
consumers and businesses. Activities 
include complain~ resolution, law 
enforcement, education, legislation, 
advocacy, licensing, and outreach. 



President Barack Obama and members of Congress have called 
for the creation of a new federal Consumer Financial Protection 
Agency to address widespread concerns in our marketplace 
regarding financial products. Federal legislation was recently 
enacted regarding deceptive credit card practices. 

Consumer protection was consistently on the front pages of the 
news this past year. We are fortunate in MontgomeryCounty to 
have a local consumer protection office to address the needs of 
our residents and to collaborate with state and federal agencies. 
In addition to resolving individual consumer disputes and 
ensuring integrity in our marketplace, the Office ofConsumer 
Protection (OCP) interacts with otller regulatory agencies and 
with elected officials to promote changes in our marketplace . 
which will benept both consumers and businesses. 

· Iam proud to reportonce again that the Office of Consumer, .. ' 
· Protection 'is therecipient.()fa Nati.oIial.N;sod~tionofCounties,. 

Achievement Aw~d this yc;:~~.b~",orked 
De:partment to createan.Qtilln(!,.t:t:4iIlirigvideo 
~ho maybe the.first£o~~spond tC),(lsitllation ..... '.v........... .:; 

'consumer dispute. .' '. ..,' 

Myadminist.r:"4tion is dedicated toprovidi~g responsive 
aCf0urttable government services whid:lcontrib,ute 
to a strong and vibrant econ0m.yaJJ.d~tal'·; .' 
for all residents. OCP has worked hlftdthis . 

·····despitelimiteCl.I"eSO\lrces,·t<>,·J.rieet~~~··s>l:anC1aJrCUJ.·:.. 
· IJook forwar,~:t~. ad4ress~iW~.~.illeJJ.ges

~:_: _--_ "_-< ;,: ,'- ",''' """ >.T ,; >:';:~~~:0 i-_'-.:\\~~__.~:>~)?'~~' ,-
cOIllll!g year. .J; . 



Investigator John Lewis 
(right) stands with 
consumers who worked 
with OCP to get the 
refund they deserved. 

COMPLAINT RESOLUTION 

Costly Auto Repairs: Residents of Montgomery 
County who experienced problems getting their cars 
properly repaired benefited greatly thanks to the 
technical expertise of OCP staff. In FY2009, OCP hired 
an investigator who is an ASE certified automotive 
technician. His credentials and vast mechanical 
knowledge enabled OCP to investigate and negotiate 
resolutions to repair complaints saving consumers 
thousands of dollars. 

Repair Damage 
A Rockville consumer took her car to a tire store for 
4 new tires. The merchant initially told her that 2 of 
the wheels onto which the new tires were mounted 
were previously cracked, and that the consumer would 
therefore also have to purchase 2 new wheels. 'l11e 
consumer suspected that the tire store actually damaged 
the wheels while they were trying to install the new , 
tires. Mterextensive inspection and measurement by 
OCP's auto expert, we were able to docunient that the' 
damage to the wheels was, ~ rac~ caused by Ihe ti.re~\~. ,~ 
store. The merchant's insurance carrit:rserit an a<ljustor 
who reviewedth~ eVidcn.ce pn~p;u-cdhy.og'SFXPeft:,. " 
l,Uld,¢qncug:edWiih 9~~~lligs~ This resutted~<L,full.••f 
refundW.thecons~er" irtdutlmg, ,,/1:lie 
consume,rh<tppilyrec~ived.:iil,~efund $500' . 

(?h~gesshe shog1d:~ot l1.~,paid." •. .. 

abllio/ ..<:If OCP to.render te~calassjstante.•


i:;Eog . . . '.... ':, :" " ,:.•'.,,70..+' 

••':A Rock.V1lle cotlSull1ef&,ie.I.tsfit1c~.,().~rerlle~,ted !<'ll'lJ""",1u.:>1;;U 

the engine to 

old. The manufacturer mitia1Iy declined to replace 

the engine under warranty, taking the position that 


. the coolant overflow bottle contributed to the engine 
failure, and that thewarranty coverage had expired 
on that part The cOI1SUIl1er's position WdS that he had 
properly maintained the vehicle, and that the coolant 
overflow bottlewdSnot the primary cause of the engine' 
failure, OCP's auto expert inspectedthe vehicle and 
cOllsultedwith .thedeaIe~hip's8ervice manager and 
the manufacturer's representatire. Based .....pon these 
discussions, thero;ll1ufu:cturer.agreedt()~over the.cost 
of a new~ngine~'thlJS.~a:vlngth~.,constUher$4,779 in 
repair charges:,:,~·c·)t:~' '\..' . 

RUnaWclyWHeel 
A Silver Spring con~(.!r brought his cacto a national 
chain repairshop JDI,:pi:lltethe tires,<lnd a)ign the front 
end. ~1ille drivipg hori:t~frQm the . ' . the 
left rear wheel off thew. J-...............11.y, thf~(:(ms;unler 

http:eVidcn.ce


LEGAL ACTION 

OCP initiates legal action in order to ensure integrity in our marketplace. 
OCP has the authority to enter into Settlement Agreements, compel 
the attendance of witnesses and the production of documents, conduct 
administrative hearings, issue civil citations, and file legal action in court 
through the County Attorney's office when a merchant is in violation of 
the Consumer Protection Act or the other laws administered by OCR 
The following legal actions were taken in FY 109. 

Door-to-Door Water 
Treatment Scam 
OCP received complaints from 
Spanish-speaking consumers in Silver 
Spring who reported that salespeople 
knocked on their doors claiming to 
be County government inspectors 
there to test the drinking water in 
their homes. Upon investigation, 
OCP determined that these 
individuals were unlicensed door-to
door vendors selling water treatment 
systems costing thousands ofdollars. 
In addition, the wdter treatment 
systems they sold were later installed 
by unlicensed plumbers. 

'nle salespeople appeared to target 
Spanish-speaking consumers, telling 
them that they were govenunent 
employees there to test their 
drinkiugwdter as aresult of a recent 
'Water main break. After "testing" , 
the water, the sales people told. 
residents that the tests showed that 
their drinking water was unsafe and 
adyised that they should p1;lrchase a 
wa~treatment system. The sellers 
also provided fimuicing contracts 

the reqlUrlng the 
'~.'.,.y,'~±"""'''' monthly 

Rogue Appliance 

Repair Firm 

OCP filed a contempt of court 

action against an unlicensed 

appliance repair firm when the 


a consumer a refund collected as a 
result ofOCP.action. 

merchant failed to comply with an 

Abatement Order prohibiting the 


.. merchantfrom perf~rming repairs 

itl Montgomery County.\illtil the 

.finn a license' .. OCP had 
Civil vU:aWlUS 

Each consumer paid between 
$158 and $442 for repairs. In one 
case, the consumer subsequently 
discovered that the repair was 
covered by the manufacturer's 
warranty and no payment should 
have been required. 

Deceptive Auto 
Advertising 
OCP entered into separate 
Settlement Agreements with 5 car 
dealerships and an advertising 
agency regarding deceptive 
advertising. These merchants 
agreed to stop using deceptive 
advertisements regarding sales 
prices and prize offers. 

These Settlement Agreements 
prmided that the merchants would 
stop listing misleading sale prices as 

.	part ofany adve:rtising campaign. 
These settlements resulted from 
adve:rtisements in which deceptively 
low sales prices were offered which, in 
fuct, required the consumer to make 
a large down payment in order to 
purchase the vehicle at the advertised 
price. This. type ofdeceptive 
advertising, conunonly known as 
"balance advertising" or "asterisk 
advertising," is designed to give the 
false impression oflow prices~ 

These agreements also provided 
that the merchants would stop 
using misleadiilg prize offers as 
part ofanya4vertisingcampaign. 
Dlese settleI"Iients .. from 



Montgomery County Council: Standing, left to right Mike Knapp. Nancy Navarro, 
George Leventhal, Vice President Valerie Ervin and Marc Eirich. Seated {L to R}: 
President Nancy Floreen, Roger Berliner, Phil Andrews and Duchy Trachtenberg. 

ADVISORY COMMITTEE ,ON 
CONSUMER PROTiECTION 
OCP receives guidance and assistancefrointhe' 

Advisory Committee on ConsumerProtec~QJ;l''Ihe 

. Advisory Committee, which ,meets mOl,1thl}"cP~~ . 

of9volunteer members refleding across.$<#i~·of 

consumer and bU8:iIle~ futer~sts. "The merube.t'iare 

appointedby the County Exec\idve md.· . by 

trlc CountyCoundL ... . 

In FY 2009 tbe~dvisory CODrmnlttee 
"'forum entided "Car Buvinl'i!/

~ .,,:. '.' .. ,',. ,,' ., ,I ,.; 
.;Ecflnom~~Topicsim:!uded 


·tlieC:ashf"orC1Urilt~·p'~')"~:ran~,;, 

:10rbtC;~ taX,fiftanartg oDlions~ .I>:ankrutlttlles: 


In Fiscal Year 2009, 
OCP continued to make 
progress in administering 
the several new laws 
enacted in FY 2008 by the 
County Executive and 
the County Council. OCP 
revised its office brochure 
to provide infonnatioIl 
about our core mission to 
prohibit deceptive trade 
practices in consumer 
transactions and to reflect 
our new duties regarding 
energy and environmental 
advocacy. domestic 
workers, property tax 

disclosure and new home 
. sales contracts. 



LEGISLATIVE 
ADVOCACY 
OCP joined Congressman Chris Van 
Hollen (left), State Delegate Bill Frick 
(right) l the Maryland Consumer 
Rights Coalition, and consumers in 
a press conference calling for the 
passage of the Credit Cardholders' 
Bill of Rights Act. This joint press 
event urged the passage offederal 
legislation to restore fairness and 
end abusive practices related to 
credit card policies and fees. OCP 
highlighted a complaint in which the 
credit card issuing bank attempted 
to retroactively raise the interest rate 
on a consumer's balance by relying upon the fine-print in their credit card agreement that claimed the bank could 
change the mles at any time. OCP Director Eric Friedman is pictured center. 

COMMISSION ON COMMON OWNERSHIP 

. ".~ 

COMMUNITIES (CCOC) 

OCP provides staffing and other 
assistance to the Commission on 
Common Ownership Communities 
(CCOC). tileC()unty's .resource 
and advocate for those citiz~ns who 
live in condomilliums,h(mleOWm~r ., 
assoCiations, and cooperatives. . 
The ecoe also resolves disputes 
between the ntembers of these 
associations af!.d their governing 

. bodies. 

The 15rnembers ofthcCCOCare 
~pp()intec:l by .....V\.lllU.Y 

resolved by agreements reached 
between the parties themselves 
with assistance from the staff, but 
the ceoc itself also conducted 
20 public hearings in disputes that 
the parties were unable to resolve. 
The ecoc works closely with 
the Conniet Resolution Center 

.of Montgomery County, which 

provided mediators in 32 of the 

disputes. 


eeoc and its staff also provide 
..•..•.. information regarding common 
<.,ownCTshipcommunity issues. In FY 

;'2009, the staff responded to over· 
~OO inquiries and commissioners 

". oke to seVeral communities. The '.• 
produced 3 excellent 

WSlleU.ers on common ownership 
hostepait annualforum 

f()r~efirsttime! 'brought .', 
representatives°f.tile' ••.. 

~~!t!prese~titi~~ '. 
,. ........9<J1lrlty age~cie$tllat .•. 
.them. Its·website contains '. 

information on relevant laws and 
important CCOC decisions, as 
well as a manual of operations for 
community board members. 

The eeoc also serves as an . 
advocate for communities on 
public policy issues. In that role 
it filed fonnal written comments 
on the Department ofFire and . 
Rescue Services (DFRS) proposed 
. revised regulation on inspec~lon 
fees. eeoc Illernbers later met 
with DF:'RS leaders on these and 
related issu<;~; Along with st~, .the 

. ~:X:;OCS1lbmitted draft legislation 
to COlUltY:Executlve Legg~tHo 
impro~.tllestatu~e:pn . '£h, 

.,the.CCqCpp~ra~es> 
.•.•. 9~~~:r;9UlJ;tyRPd~,
.<Executiv~~~ssenttllel 
9lflQth~' '~hfttyC~un' 

,', -"/0[ , 
.'\, 



COUNTYSTAT PERFORMANCE 
MEASURES 
County Executive Isiah Leggett has stated that residents of Montgomery 
County" ...have the right to expect every County department and employee 
to be responsive and accountable for every aspect of the services they are 
providing." To accomplish this goal, the County Executive and Chief 
Administrator Tim Firestine introduced the 'CountyStat' program, to provide 
a mechanism for all departments to better monitor and measure their 
performance. 

In response to the COUIltyStat initiative, OCP worked closely with the 
CountyStat office to formulate new performance measures which better 
measure the results of OCP activity. Two key performance measures are 
illustrated below. 

FY09 Actuals & FY10-FY12 
Projections 
Average OCP Customer Satisfaction 
Rating (1-to-4): Outcome of Investigation (Blue) 

Manner of Investigation (Red) 



COMMUNITY OUTREACH & 
MEDIA COVERAGE 
OCP's ability to educate consumers and effect change in the 
marketplace is greatly enhanced by the extent to which we can 
communicate with consumers through the media. OCP seeks to 
inform residents about what we are doing and effectively warn 
consumers about current scams. 

New Cable TV Show 
oCP statf began working with the County Council Office to produce a 
new cable 1V show called "Consumer Compass." This show is designed 
to showcase consumer related issues. Episodes of this quarterly show have 
featured information about trespass towing, household moving companies, 
landscaping firms, firewood sales, identity theft, auto maintenance, and various OCP 
outreach activities. This show provides another opportunity for our staff to provide valuable 
information to help consumers avoid problems. 

Seminar tor Seniors 
OCP participat.ed in the award-winning and well attended Elder Law Series hosted by the 
Holiday Park Multiservice Senior Center in Wheaton. The Elder Law Series included seven 
individual seminars that addressed lcgal and financial issues impacting the 55 and older 
population. The series is designed as a learning tool to empower older adults, their adult 
children and providcrs ofservices to mature adults. OCP tcamed up with Statc's Attorney John 
McCarthy to present a joint seminar on how to prevent the financial exploitation of seniors. 

Helping Businesses Avoid Scams 
OCP took action to warn County businesses and organizations not to be fooled by email 
messages they may have received which stated that they had been selected to win an award. 
These email messages were, in fact, deceptive solicitations seeking payment for worthless awards. 

These "vanity award scams" are one of several common schemes that target legitimate businesses 
and organizations nationwide. A County organization reported that it had received a suspicious 
email message requesting payment to receive tl plaque commemorating its prestigious award. 

OCP found that the sender ofthese messages W'3Soperating out ofa local mail drop, maintained 
110 telephone number, aud appeared to be soliCiting payments for a plaque reg-ardiug a 
meaningless award. 

http:participat.ed


EWARDING 

FEEDBACK 


Peggie Broberg holds an 
award from Maryland 
Governor Martin 
O'Malley for "excellence 
and outstanding 
contributions in the 
field of aging and quality 
of life for seniors." 
Presenting the award 
on May 12, 2009 was Lt. 
Governor Anthony G. 
Brown (center), and, also 
on hand to congratulate 
Peggy was former 
longtime OCP employee 
Emma Beavers (left). 

II "C0N:nal As~iation of Counties 
I~t\ J,. - .... .. _ ......Zb· 

The Voice ofAmerica's Counties 

"As a citiZen of 
Montgomery County, I 
deep]y appreciate the 
work your office does." 

-A federaljUdge 
02/03/09 

"Investigator Joy 
Matthews is thOl'Cu,gb 

Courteous. reliable • 
r~ble. at1d ' 
indefatigable on l::ehaJ! 
ofher clients." 



OCP SPOTLIGHT 

Nellie Miller, Investigator, has been with OCP [or many years. In 

addition to her notable service as an investigator, she has served 
as the volunteer coordinator for the office and facilitator 

of mediation sessions for the Commission on ComIIlon 
Ownership Communities. 

Investigator Miller was a former member of the 
Maryland Collection Agency Licensing Board and her 

greatest passion is educating consumers on using 
credit wisely and protecting themselves during 

harsh economic times. 

John Lewis, Investigator, came to 
the Office of Consumer Protection 
from the Department of Housing 
and Community Affairs (DHCA) 
where he worked for 15 years as 
a Housing Code Enforcement 
Supervisor and Landlord and 
Tenant Investigator.John is a 
graduate ofcin! University of 
Maryland and prior to joining 
DHCA, he was a licensed home 
improvement contractor;John's 
years of housing construction and 
regulatory experience are beneficial 
when investig-.ating complaints 
involving home warranties and 
home improvements, induding 
HVAC, electrical, and plumbing 

issues. Outstanding, 
iiIorough, attentive 

.;iarid professional.: 
'\ that's how 

..i:;·~~:i~~~~S 

The OCp staff of 20 includes six attorneys and a certified automotive 
technician. Three members of our staff are fluent in Spanish. Several 
are certified by the judicial system as experts in their fields qualified to 
testify in court on cases involving their specialties. OCP is fortunate to also 
have a team of dedicatcd English and Spanish speaking voluntecrs and 
interns. Seventeen volunteers 
contributed approximately 

··2,500 hours in: FY '09, working 
with OCP investigatorsand 
enabling OCP to "leverage" 
our a~ility to be productive. 

Some changes oceun-ed to staff .. 
during, upon the conclusion 
of: and shortly after FY '09, 
with Sheila Hayes, Sue Rogan, 
Kathy Schaefgen, and Linda 

. . Silverman 




