PS COMMITTEE #2
April 19,2013

Worksession

MEMORANDUM
April 17,2013
TO: Public Safety Committee
FROM: Susan J. Farag, Legislative Analyst @

SUBJECT: Worksession: FY14 Operating Budget
Office of Consumer Protection

Those expected for this worksession:
Eric Friedman, Director, Office of Consumer Protection (OCP)

Marsha Carter, OCP
Amy Wilson, Office of Management and Budget (OMB)

Major Issues:
o After several years of staff cuts, the FY 14 recommended budget adds one new position
and reflects an additional position added in FY'13;
¢ Energy and environmental advocacy duties are being shifted to the County Attorney’s
Office;
o OCP now offers enhanced mediation and alternative dispute resolution services; and
e OCP will create a series of videos on different Common Ownership Communities topics.

The Executive’s recommendation for the Office of Consumer Protection is attached at
©1-5.

Overview

For FY 14, the Executive recommends total expenditures of $2,148,716 for the Office of
Consumer Protection, a 1.6% decrease from the FY13 approved budget.




FY12 Actual FY13 Approved FY14 Rec. % Change

FY13-14
Expenditures:
General Fund $2,007,581 $2,182,612 $2,148,716 -1.6%
Grant Fund
TOTAL Expenditures $2,007,581 $2,182,612 $2,148,716 -1.6%
Positions:
Full-time 16 17 17 0.0%
Part-time 0 0 1 0.0%
TOTAL Positions 18 17 18 5.9%
TOTAL FTEs: 14.5 16 16.6 3.8%

The FY14 County Executive recommendation is a decrease of $33,896. This decrease
comes from the following identified same services adjustments:

IDENTIFIED SAME SERVICE ADJUSTMENTS:

Increase Cost. Compensation Adjustment $59,310
increase Cost. Administrative Specialist $49 445
Increase Cost: Retirement Adjustment $29,270
increase Cost: Other Labor Contract Costs $3,736
Increase Cost: Printing and Mail Adjustment $857
Total Increases: $142,618

Decrease Cost: Elimination of FY13 $2,000 Lump Sum ($35,262)
Decrease Cost: Group Insurance Adjustment ($36,545)
Decrease Cost: Elimination of Energy Consultant Services ($50,000)
Decrease Cost. Annualization of FY13 Personnel Costs {$54,707)
Total Reductions: ($176,514)

NET SAME SERVICES ADJUSTMENT TOTAL.: ($33,896)

FY14 Expenditure Issues
Personnel Complement

Administrative Specialist (§49,445): The FY 14 County Executive recommended
budget adds one part-time Administrative Specialist I position to provide administrative support
to various programs within OCP. The position will also coordinate consumer education and
volunteer recruitment and outreach.

Patient Advocate: The FY14 recommended budget also includes the patient advocate
position that was added in FY13 as required by Bill 17-12, Fire and Rescue Service —
Emergency Medical Services (EMS) — Reimbursement (attached at ©6). The law, effective
January 1, 2013, established a full time Patient Advocate position in OCP, which will (1)
develop and implement a program for customer service; (2) develop and staff a help desk for



questions; and (3) serve as a liaison with any vendor retained by the County to implement the
program to ensure high quality customer service and prompt resolution of questions and
concerns. The position is funded solely from FRS EMS Reimbursement fund ($76,420 in
FY14). The Committee may wish to ask OCP for a status update on the position. Will this
position be responsible for requests for hardship waivers of the transportation reimbursement?

Elimination of Energy Consultant Services (-$50,000)

The FY14 recommended budget for OCP eliminates $50,000 for consultant services. For
the past several years, OCP has been providing energy and environmental advocacy, assisting
other County offices with advocating for the lowest possible utility rates consistent with
environmental stewardship. The $50,000 had been used to pay a legal consultant to provide
technical assistance.

Executive staff advises that given the increased number and complexity of Pepco-related
cases, the Executive, County Attorney’s Office, and OCP determined that it would be
cost-effective to have the legal representation performed in house, and subsequently created a
new Assistant Attorney position in the County Attorney’s Office. This position is included in the
County Attorney’s recommended FY 14 budget ($148,160).

Enhanced Mediation and Alternative Dispute Resolution Services

OCP has started offering enhanced mediation and alternative dispute resolution services
for consumer and common ownership community disputes. OCP has retained the volunteer
services of a law school professor with over 25 years experience as a mediator.

Commission on Common Ownership Communities (CCOC)

Over the past several years, $30,000 in the Common Ownership Community (COC) fund
has been earmarked to fund education initiatives. In FY 14, the CCOC will produce a series of
up to 15 short videos on different COC management topics, as well as dispute resolution. The
videos will cost approximately $15,000 total. The videos will be used in several 30 minute CCM
television programs, and will also be placed on YouTube. The remaining funds will be used for

CCOC’s education seminars and printed educational and instructional materials for general
CCOC daily use.

Performance Measures

OCP tracks various performance measures, including case volume and closure rates, as
well as customer satisfaction rates. The following chart illustrates case volume and closure rates
for the past three years. Both the number of written complaints that OCP receives, as well as the
number OCP closes have dropped in the past three fiscal years.



; 9 No. a % Change
Fiscal Year NoO?)fe(r?:s = OC?:;?edses Previous 3ear
FY10 1687 -4% 1645 -16%
FY11 1484 -12% 1559 -5%
FY12 1442 -3% 1388 -11%

The following chart provides data on customer satisfaction, regarding both the manner in which
the case was handled as well as the case outcome. Customer satisfaction with the manner a case
was handled is up from FY11, although overall satisfaction with the case resolution has dropped
significantly. The Committee may wish to ask OCP what may be contributing to that change.

Are the types of complaints received more difficult to resolve in the customer’s favor?

‘ OCP‘Custqmer % Change OCP ‘Custpmer % Chgnge
Fiscal Year Satisfaction Previous Year Satisfaction Previous
{Manner) {Outcome) Year
FY10 3.7 +28% 3.4 +31%
FY11 3.3 -11% 2.9 ~15%
FY12 3.6 +9% 2.8 -3%
FY14 Revenue Issues

FY14 revenues for OCP are calculated based on Common Ownership Community fees,
new home builder’s licenses, other fines, and other business licenses. Revenues for new home
builder licenses and consumer affairs business licenses have dropped in the past year due to the
recession. The information is summarized below.

FY13 Revenue Summa

Actual Approved Rec. $ Change % Change

Category FY12 FY13 FY14 FY13-FY14 FY13-FY14

COC fees $407,284 $405,500 $405,500 30 0% |
Misc. Revenues $1,066 $0 0
New Home Builder Licenses $127,183 $134,000 $134,000 $0 0
Other Fines/Forfeitures $4,255 $1,000 $1,000 $0 0
Other Business Licenses/Permits $62.388 $55.,000 $55,000 $0 0
Total General Fund Revenues | $194,989 $595,5000 $595,500 $0 0

Council Staff Recommendation

Council staff recommends approval as submitted by the Executive.




This packet contains

Recommended FY 14 Operating Budget

May 7, 2012 Memo from County Executive to Council President re: Patient Advocate Position
Chapter 14 of 2012, Fire and Rescue Service — Emergency Medical Services Transportation —
Reimbursement

Chapter 12 of 2008, Energy and Environmental Advocacy

Office of Consumer Protection Annual Report, FY2011 (40" Anniversary Issue)

Office of Consumer Protection Organizational Chart

F:\Farag\_FY14 Operating Budget\Consumer Protection.doc



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 cutreach to vulnerable consumers.

BUDGET OVERVIEW

The total recommended FY 14 Operating Budget for the Office of Consumer Protection is $2,148,716, a decrease of $33,896 or 1.6
percent from the FY13 Approved Budget of $2,182,612. Personnel Costs comprise 93.4 percent of the budget for 17 full-time
positions and one part-time position. A total of 16.60 FTEs includes these positions as well as any seasonal, temporary, and positions
charged to or from other departments or funds. Operating Expenses account for the remaining 6.6 percent of the FY 14 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

s} Strong and Vibrant Economy

% Vital Living for All of 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 FY13 estimates reflect furiding based on the FY13 approved
budget. The FY14 and FY15 figures are performance targets based on the FY14 recommended budget and funding for comparable
service levels in FY15.

ACCOMPLISHMENTS AND INITIATIVES

< After a lengthy investigation in collaboration with DTS’ Cable Office involving Comcast, OCP successfully
negotiated a settlement agreement with Comcast requiring them fo change their service fee notification
procedures, and reimburse consumers for improperly charged service fees.

<+ OCP continued to serve as the lead department in coordinating Monigomery County’s intervention regarding
electric utility cases before the Maryland Public Service Commission. OCP collaborated with Monfgomery County’s
Special Counsel, Office of the County Attorney, and Department of Transportation (DOT) regarding the successful
intervention on several major cases involving consumer rates, services, and Montgomery County street light tariff
provisions preventing Pepco from raising rates worth millions of dollars.

& OCP collaborated with Montgomery County Police Department, Office of the County Atforney, Intergovernmental
Relations Office, and elected officials regarding ftrespass fowing issves and complaints. OCP issved a
comprehensive set of guidelines to assist towing firms in complying with new trespass fowing restrictions and
coordinated efforts to address potential federal preemption issues regarding stafe and local trespass fowing laws.

s In FY12, OCP began an interactive consumer education series that utilized an online forum to discuss consumer
issues with the public. This interactive program was developed to address the latest topics affecting County
residents. During the first 2-hour eventi, Director Eric Friedman fielded twenty-five inquiries with topics ranging
from cell phone throttling to Pepco Smart Meters. Additional series topics include home improvement, towing, and
common ownership community issues.

¢ In partnership with Councilmember Nancy Floreen, the Office of Consumer Protection held o forum titled, “Improve
Your Home Improvement Experience’ to provide information from industry experts on how fo select a home
improvement contractor, permifting requirements for homeowners, and to address common scams,
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% Productivity Improvements

.

- OCP continves to improve its business licensing program by initiating the first of o multi-step database
enhancement. Currently, OCP’s business licensing unit utilizes four distinct databases. In FY12, OCP finished the
first of a three stage process to consolidate databases. OCP’s Second Hand Personal Property Licenses have
been transitioned with an improvement in productivity while minimizing user error with built-in business rvle
validation.

- OCP has maximized its consumer education oulreach initiatives by utilizing a new interactive Live Discussion
platform. OCP is able to reach o limitless avdience, maximize resources, and address hot topics in real time.

- OCP continues to leverage ifs resources with the contribution of over 2,500 hours from its volunteer staff. OCP
expanded its use of this valuable resource by providing training to volunteers allowing them to participate in
off-site consumer education outreach events. OCP received a NACo Award for creating an electronic data base
for its volunteer recruitment program.

- OCP continves fo decrease its reliance on paper while maintaining efficient delivery of services. OCP's latest
enhancement resulted in a paperless facsimile system whereby afl OCP staff have immediate online access to
incoming facsimiles.

PROGRAM CONTACTS

Contact Marsha Carter of the Office of Consumer Protection at 240.777.3686 or Amy Wilson of the Office of Management and
Budget at 240.777.2775 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 financial practices, credit and collection practices, telemarketing, and retail
sales.

The OCP issues subpoenas to compe! 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. Qutreach 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.

p Actual Actual Estimated Target Target
rogram Performance Measures Y11 FY12 FY13 FY14 FY15
Restitution received as a percent of restitution asked for by the consumer 85% 85% 85% 85% 85%
Average Office of Consumer Protection (OCP) customer satisfaction rating 3.2 3.5 3.5 3.5 35
- Manner in which the customer's case was handled {1-4 scale)

Average OCP customer satisfaction rating - Outcome of the customer's 2.9 3.0 3.0 3.0 3.0
case {1-4 scale)

Average time in workdays to investigate and close a written complaint: 64 64 64 64 64
{<$100)

Average time in workdays to investigate and close a written complaint: 64 64 64 64 64
{3101 - $1,000) .
Average time in workdays to investigate and close o wriften complaint: 64 64 64 64 64
{$1,001 - $5,000)
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Actual Actual Estimated Target Target

FY11 FY12 FY13 FY14 FY15
Averags fime in work days to investigate and close a written complaint 64 64 64 64 64
(>$5,000)
Average time in workdays to investigate and close a written complaint: 64 64 64 64 64
(SNA)
Media Coverage - Percent of news releases receiving media coverage, 65% 65% 65% 65% 65%
including print news, television and radie
Media Coverage - Number of fimes medio outlets, including print news, 24 24 24 24 24
television and radio, seek out OCP's expertise
‘Percent of OCP-initiated consumer protection cases closed that are 72% 72% 72% 72% 72%
|resolved by OCP .
FY14 Recommended Changes Expenditures FTEs
FY13 Approved 1,893,512 14.10
Increase Cost: FY14 Compensation Adjustment 59,310 0.00
Increase Cost: Administrative Specialist to coordinate key programs and functions 49,445 0.60
Increase Cost: Retirement Adjustment 29,270 0.00
Increase Cost: Other Labor Contract Costs ) 3,736 0.00
increase Cost: Printing and Mail Adjustment 857 0.00 |
Decrease Cost: Elimination of FY13 $2,000 Lump Sum -35,262 0.00
Decrease Cost: Group Insurance Adjustment ] -36,545 0.00
Decrease Cost: Elimination of Energy Consultant Services -50,000 0.00
Decrease Cost: Annualization of FY13 Personnel Costs -54,707 0.00
Multi-program adjustments, including negotiated compensation changes, employee benefit changes, changes 11,198 0.00
due to staff turnover, reorganizations, and other budget changes affecting multiple programs.
| _FY14 CE Recommended 1,870,814 14,70

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.

Program Perform M Actual Actual Estimated Target . Target
9 ance Veasures FY11 FY12 FY13 FY14 FY15
|Percent of Commission on Common Ownership Communities (CCOC) 65% 65% 65% 65% 65%)|
[cases resolved prior fo a hearing |
FY14 Recommended Changes Expenditures FTEs
FY13 Approved 289,100 1.90
Multi-program adjustments, including negotiated compensation changes, employee benefit changes, changes -11,198 0.00
due to staff turnover, reorganizations, and other budget changes affecting multiple programs.
FY14 CE Recommended 277,902 1.90

)
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BUDGET SUMMARY

Actual Budget Estimated Recommended % Chg
FY12 FY13 FY13 FY14 Bud/Rec
COUNTY GENERAL FUND
EXPENDITURES
Salaries and Wages 1,324,429 1,370,636 1,349,813 1,371,964 0.1%
Empioyee Benefits 590,833 621,626 647,167 635,545 2.2%
County General Fund Personnel Costs 1,915,262 1,992,262 1,996,980 2,007,509 0.8%
Operating Expenses 92,319 190,350 177,207 141,207 -25.8%
Capital Outlay 4] 0 0 0 -
County General Fund Expenditures 2,007,581 2,182,612 2,174,187 2,148,716 -1.6%
PERSONNEL
Full-Time 16 17 17 17 -
Part-Time 0 0 0 1 —
FTEs 14.50 16.00 16.00 ~16.60 3.8%
REVENUES
Common Ownership Community Fees 0 405,500 405,500 405,500 —
Miscellaneous Revenues 1,066 0 0 0 —
New Home Builder's License 127,185 134,000 134,000 134,000 —
Other Charges/Fees 105 0 o o -
Other Fines/Forfeitures 4,245 1,000 1,000 1,000 —
| Other Licenses/Permits 62,388 55,000 55,000 55,000 —_
| County General Fund Revenues 194,989 595,500 595,500 595,500 —
FY14 RECOMMENDED CHANGES
Expenditures FTEs
COUNTY GENERAL FUND
FY13 ORIGINAL APPROPRIATION 2,182,612 16.00
Other Adjustments (with no service impuacts)
Increase Cost: FY14 Compensation Adjustment [Consumer Protection] 59,310 0.060
Increase Cost: Administrative Specialist to coordinate key programs and functions [Consumer Protection] 49,445 0.60
Increase Cost: Retirement Adjustment [Consumer Protection] 29,270 0.00
Increase Cost: Other Labor Contract Costs [Consumer Protection] 3,736 0.00
Increase Cost: Printing and Mail Adjustment [Consumer Protection] 857 0.00
Decrease Cost: Elimination of FY13 $2,000 Lump Sum [Consumer Protection] -35,262 0.00
Decrease Cost: Group Insurance Adjustment [Consumer Protection] -36,545 0.00
Decrease Cost: Elimination of Energy Consultant Services [Consumer Protection) -50,000 0.00
Decrease Cost: Annualization of FY13 Personnel Costs [Consumer Protection] -54,707 0.00
FY14 RECOMMENDED: 2,148,716 16.60
PROGRAM SUMMARY
FY13 Approved FY14 Recommended
Program Name Expenditures FTEs Expenditures FTEs
Consumer Protection 1,893,512 14.10 1,870,814 14.70 !
Commission on Common Ownership Communities 289,100 1.90 277,902 1.90 I
Total 2,182,612 16.00 2,148,716 16.60 |

CHARGES TO OTHER DEPARTMENTS

FY13
Charged Dep Charged Fund Total$ FTEs
COUNTY GENERAL FUND
I Fire and Rescue Service Fire 74,420 1.00

77,874

1.00 |

®
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FUTURE FISCAL IMPACTS

($000's)

FY17 FY18

This table is intended to present significant future fiscal impacts of the depariment's programs.

COUNTY GENERAL FUND

Expenditures

FY14 Recommended 2,149 2,149 2,149 2,149 2,149 2,149
No inflation or compensation change is included in"outyear projections. )

Labor Contracis 0 79 98 928 98 o8
These figures represent the estimated cost of general wage adjustments, new service increments, and associated benefits.

Labor Contracts - Other 0 0 -4 ) -4 -4
These figures represent other negotiated items included in the labor agreements.

Subtotal Expenditures 2,149 2,227 2,243 2,243 2,243 2,243

Consumer Protection

()
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OFFICE OF THE COUNTY EXECUTIVE
ROCKVILLE, MARYLAND 20850

Isiah Leggett
County Executive

. / ; ot
MEMORANDUM % =
| An
May 7, 2012 riAn, -
) §
Son o
TO: Roger Berliner, County Council President %‘érﬁ =
£ =
FROM: Isiah Leggett, County Executive W :-% \.Nn

SUBJECT: Fire and Rescue Service — Emergency Medical Services — Reimbursement

In response to concerns expressed by members of our community regarding
Expedited Bill 17-12, Fire and Rescue Service — Emergency Medical Services — Reimbursement,
I am forwarding amendments which clarify the original intent of the bill,

5t

and add a monitoring and reporting
reqmrement T am enc osmg a revised draft of the bill that includes each of my requested
amendments, which are discussed in more detail below.

Amendment 1: Insurance Reimbursement Program

This amendment modifies the title of the bill to refer to “Fire and Rescue Service
— Emergency Medical Services - [nsurance Reimbursement” (page 1) and adds language
referring to “Emergency Medical Services Insurance Reimbursement Program” (page 3, lines 26-
27). Both of these amendments clarify that the bill’s primary purpose is to recover
reimbursement from commercial insurers, Medicare, and Medicaid.

Amendment 2: Fire and Rescue Personnel — No Insurance Inquiries

This amendment prohibits Fire and Rescue personnel who respond to a request for
emergency medical services transport from asking for any information relating to insurance
coverage (page 2, lines 8-10).

Amendment 3: County Residents — No Out-of-Pocket Expenses

This amendment clarifies that County residents will pay no out-of-pocket
expenses for an emergency medical services transport (page 3, lines 46-50).

ﬁ311?

montgomerycountymd.gov/311 240-773-3556 TTY
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Roger Berliner, County Council President
May 7,2012 .
Page 2

Amendment 4: Non-supplantation

This amendment clarifies that the base year for the non-supplantation clause is
FY2012 (page 4, line 67).

Amendment 5: Reporting Requirement

‘ This amendment requires the Fire Chief to report on a semiannual basis to the
County Executive and County Council regarding implementation of the bill (page 5, lines 82-
90).

Amendment 6:

Amendment 7: Ouireach and Education

) This amendment requires the implementation of a public outreach and education
campaign before and during implementation of the Program which includes:

. Informational mailers to County households;

. Distribution of information through County internet and web-based
resources;

o Radio and television public service announcements;

. News releases and news events; .

» Information translated into Spanish, French, Chinese, Korean, Vietnamese
and other languages, as needed;

. Extensive use of County Cable Montgomery and other Public,
Educational, and Government channels funded by the County;

® Posters and brochures made available at County events, on Ride One

buses and through Regional Service Centers, libraries, recreation facilities,
senior centers, Montgomery County Public Schools, Montgomery
College, health care providers, hospitals, clinics, and other venues; and

° Special outreach to senior and “New American” communities (page 6,
lines 100-118).

If you have any questions about any of these amendments, please contact
Assistant Chief Administrative Officer Kathleen Boucher at 240-777-2593.




Expedited-Bill No. 17-12

Concerning.{[Fire and Rescue Service -1}
Emergency  Medical  [[Services]]

Alan i Insurance
Reimbursement
Revised: 5/15/12 DraftNo. _4
Introduced: Aprii 24, 2012
Enacted: May 15, 2012
Executive: May 28, 2012
Effective: January 1, 2013

SunsetDate: _None
Ch. 14  lawsof Mont. Co. _ 2012

COuNnTY COuNciL
FOR MONTGOMERY COUNTY, MARYLAND

By: Council President at the Request of the County Executive

AN EXPEDITED ACT to:

e -

@

3
4)

[[(11)]] (4) generally amend County law regarding the provision of emergency medical A

authorize the County to impose and collect a reimbursement to recover costs
generated by providing emergency medical services transports;

provide for a schedule of emergency medical services transport reimbursement
charges, waiver criteria, permitted uses of reimbursement revenues, and other
procedures to operate the emergency medical services reimbursement program;
prohibit a Local Fire and Rescue Department from imposing a separate emergency
medical services transport reimbursement;

require the Executive to issue certain regulations to implement an emergency
medical services transport reimbursement program;

require a certain annual transfer be made as payment of residents’ uninsured portion
of the emergency medical services transport reimbursement; [[and]]

at County residents will pay no out-of-pocket expenses for an emergency
w&m@!

blt ire and Rescue pe gog[_)cl who re sgo 0 a request for I an emergency

;;ggu;rg thg ggg g;b;gj g g @g gm;g_gg;;g[lg to the quntx gggmn_g@_d;g .ounty

M@M&Mﬂ@w
specify_that County_residents will not pay any out-of-pocket expense for

emergency medical fransportation provided by the County;
require _emergency medical transportation_fees to_be waived for non-County

residents with low or moderate incomes; and

services.



EXPEDITED BitL NO. 17-12

By adding
Monigomery County Code
Chapter 21, Fire and Rescue Service
Section 21-23A. Emergency Medical Services Reimbursement Program

Boldface ) Heading or defined term.
Underlining Added to existing law by original bill.
[Single boldface brackets] Deleted from existing law by original bill.
ini Added by amendment.
[{Doubie boldface brackets]] Deleted from existing law or the bill by amendment.
e Existing law unaffected by bill.

The County Council for Montgomery County, Maryiand approves the following Act:



EXPEDITED BILL NO. 17-12

Sec. 1. Section 21-23A is added as follows:

Emergency Medical Services Transport Insurance Reimbursement

Program.
Obligation to Transport.

21-23A.

(a)

(1)

The Fire and Rescue Service must provide emergency medical

services transport under applicable medical protocols to each

individual without regard to the individual’s ability to pay.

Any personnel of the Fire and Rescue Service who respond fo a

for any information relating to _an jndividual’s insurance

coverage,

Definitions. In this Section the following terms have the meanings

indicated:

(1

Emergency medical services transport means transportation by

other Fire and Rescue Service vehicle used for a similar purpose.

Emergency medical services transport does not include

transportation of an individual under an agreement between the

County and a health care facility.

Federal poverty guidelines means the applicable health care

poverty guidelines published in the Federal Register or otherwise
issued by the federal Department of Health and Human Services.

Fire and Rescue Service means the Montgomery County Fire and

Rescue Service and includes each local fire and rescue

department.
Program meaps the Emergency Medical Services Transport

Insurance Reimbursement Program.

3 (©>
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EXPEDITED BILL NO. 17-12

Imposition of reimbursement. The County must impose a

reimbursement charge for any emergency medical services transport

provided in the County, and, unless prohibited by other law, outside the

County under a mutual aid agreement.
Liability for Reimbursement. Subject to paragraph (e), each individual

who receives an emergency medical services transport is responsible for

paying the emergency medical services transport reimbursement.

Hardship Waiver.

(1) The Fire Chief must waive the emergency medical services

transport reimbursement for any individual whose household

income is at or below 300 percent of the federal poverty

guidelines. An individual must request a waiver on a form

approved by the Fire Chief,
(2) The Fire Chief may deny a request for a waiver if the individual

who claims financial hardship under this Section does not furnish

all information required by the Fire Chief.
County Residents - Payment of [[Residents’]] Uninsured Portion of the

Emergency Medical Services Transport Reimbursement.

(1)  County residents must not be required to pay any out-of-pocket
expense relating to any emergency medical services transport
because residents are dgemgd__to have paid any co-payment,

medica] services transport thro gg @gg paid to the Coungy_

resident’s portion g_f the emergency meg_ij_cal services transport

reimbursement charge that is not covered by the resident’s

msurance, » @7
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EXPEDITED BILL NO. 17-12

(211 (3) The County Council must annually transfer from the General

Fund to the Consolidated Fire Tax District Fund an amount that

the Council estimates will not be covered by residents’ insurance

as payment of all residents’ uninsured portion of the emergency

medical services transport reimbursement charge.

(g) Restriction on Local Fire and Rescue Departments. A local fire and

rescue department must not impose a separate charge for an emergency

medical transport.

(h)  Use of Revenue.

(1)

Except for the transfer received from the General Fund under

subsection (f), the revenues collected from the emergency

medical services transport reimbursement must be used to
supplement, and must not supplant, [[existing]] Fiscal Year 2013
expenditures appropriated in the apnual operating budget
,_gsglu«_i_w(got igcluding any exgengggreg of revenue collg_gt‘f:

services and other related fire and rescue services provided by the

Fire and Rescue Service.

The ief must create a dedicated fire fund

Fi 1 3, a ided in garagr@Q (1), mc:ludn;g_ngw
field service positions related to expansion of 4 person staffing or
opening_of new fire stations; increased training classes or

capacity; facility maintenance and repair, new or replacement
apparatus, gear, or equipment. Not more than 30% of this

account may be spent for personnel costs.

-5.



EXPEDITED BILL NO. 17-12

84 (3) A _percentage of this account, which the Council must specify

85 annually in the operating budget resolution, must be used to
86 replace or augment apparatus owned and staffed by local fire and
87 rescue departments and training, gear, and equipment for local

88  fire and rescue departments. As part of the Executive’s operating

89 budget submission, the Fire Chief must tr it a plan for use of
90 funds designated for local fire and rescue departments. The plan
91 the Chief transmits must specify:

92 : (A) the amount of this account the Chief recommends to
93 allocate to replace apparatus that js owned and staffed by
94 ‘local fire and rescue departments in the next fiscal vear;
95 and

96 (B) the amount of this account to allocate to training, gear, and
97 equipment for volunteers.

98 (1) Regulations; Reimbursement Schedule. The County Executive must
99 adopt a regulation under method (2) to implement the emergency
100 medical services transport reimbursement program. The regulation
101 must establish a reimbursement schedule based on the cost of providing
102 emergency medical services transport. The reimbursement schedule
103 may include an annual automatic adjustment based on inflation, as
104 measured by an jndex reasonably related to the cost of providing
105 emergency medical services transports. The regulation may require
106 each individual who receives an emergency medical services transport
107 to provide financial information, including the individual’s insurance
108 coverage, and to assign insurance benefits to the County.

109 (1)  Reporting. The Fire Chief

110 Executive and County Council not later than January 1 and July 1 of

" @
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EXPEDITED BILL NO. 17-12

each vear regarding implementation of the Program. The report should
include:

(1) the number of calls for emergency medical services during the
reporting period;
(2) the number and f emergency medical services provided

uring the reporting period; and

(3) any other information relating to implementation of the Program

that the County Executive or County Council request.

Patient Advocate to:
(1) develop and implement a program for customer service as a part

of the Program;
(2) develop and staff a help desk for guestions regarding the
Pro ; and

(3) serve as g liaison with any vendor retained by the County to
implement the Program to assure high quality customer service
and prompt resolution of questions and concerns.

Qutreach and Educati The County Executive must
implement a public outreach and education campaign before and during
implementation of the Pr . Thi ign should include:

(2) distribution of information_through County internet and web-

based resources;
radio and television pub

lic service announcements;

news releases and news events;

information translated into Spanish, French, Chinese, Korean,
Vietnamese, and other languages, as needed;

L B E




EXPEDITED BILL NO. 17-12

138 (6) extensive use of County Cable Montgomery and other Public,
139 Educational, and Government channels funded by the County:
140 (7)  posters and brochures made available at County events, on Ride-
141 On_buses and through Regional Service Centers, libraries,
142 recreation facilities, senior centers, public schools, Montgomery
143 . ..

144 venues; and

145 (8)  special outreach to senior and “New American” communities.
146 Sec. 2. Expedited Effective Date.

147 The Council declares that this legislation is necessary for the immediate

148  protection of the public interest. This Act takes effect on January 1, 2013.

149 Sec. 3. Implementation.
150 The County may collect the emergency medical services transport

151  reimbursement authorized by County Code Section 21-23A, enacted by Section 1 of
152 this Act, [[may be collected]] for any emergency medical services transport that
153 occurs on or after July 1, 2012. [[Collection]] The reimbursement may [[occur]] be
1
155  year the emergency medical services transport [[fee]] reimbursement is implemented.

2012, or any later date during the first fiscal

154  collected retroactively to [[that]] Jul

156 ec. 4. Fire and Rescue i nhancements in Fiscal Year 2013.

157 Subject to appropriation, the Council jntends that, to the
158 is_achieved, revenue generated by the Emergency Medical Services

159 eimbursement Program authorized in County Code Section 2]-
160 ection 1 of this Act, in Fiscal Year 2013 should be used to fund the
161  following enhancements to the County Fire and Rescue Service in Fiscal Year 2013:

fficient

162 (a)  Service Restoration: Place one ladder truck in the first battalion back
163 into service with dedicated 24-hour staffing.
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184

(b

)

Approved:

Roger
Approved:

EXPEDITED BILL NO. 17-12

one Engine Company, and 5 EMS units for system unit response
improvements.

Eacility Maintenance and Improvements: Conduct a_strategic facility
assessment, develop a maintenance and improvement plan for all

LFRD- and County-owned fire and rescue facilities and, to the extent
ssible_based on available ing, begin initial maintenance and
repairs to these facjlities.

Training: Provide system training for career volunteer personnel

including core fire, rescue, E technica] rescue, and driver training

classes.
Lire and Rescue Equipment: Buy personal protective equipment,

portable fire, rescue, technical rescue, and EMS equipment for career

$/a/20r7

ner, President, County Council Date

Tl ey AT 30 /2

Isiah Leggett, Co&nty/ﬁx@cuti%e ' {/ Date /

This is a correct copy of Council action.
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Linda M. Lauer, Clerk of the Council Date
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Bili No. 35-07
Conceming: _Consumer _ Protection  —
Energy and Environmental Advocacy

Revised: _4/22/2008 Draft No. _10
Introduced: Novernber 20, 2007

Enacted: April 22,2008
Executive: May 5 2008

Effective: Auqust 42008
Sunset Date: _None

Ch. _12 , Laws of Mont. Co. _ 2008

COUNTY COUNCIL
FOR MONTGOMERY COUNTY, MARYLAND

By: Councilmembers Berliner, Ervin, Andrews, Elrich, Floreen, Leventhal, and Trachtenberg

AN ACT to:

(1)  require the Office of Consumer Protection to [[represent]] advocate for the County’s
interest in obtaining the lowest possible rates consistent with environmental
stewardship for gas, electricity, and other energy sources by participating in matters
pending before appropriate federal and state agencies; and

(2)  generally amend County law governing energy and the environment.

By amending ‘
Montgomery County Code
Chapter 11, Consumer Protection
Section 11-2
Boldface ‘ Heading or defined term.
Underlining : Added to existing law by original bill.
[Single boldface brackets] ‘ Deleted from existing law by original bill.
Double underlining Added by amendment.
[[Double boldface brackets]l * Deleted from existing law or the bill by amendment.
o Existing law unaffected by bill.

The County Council for Montgomery County, Maryland épproves the following Act:
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BiLL No. 35-07

Sec. 1. Section 11-2 is amended as follows:

11-2. Office of Consumer Protection.

(a)

(b)
[(2)]

[(®)]

[(©)

(@)

[

Established. The Office of Consumer Protection is a department of

County government.

Authority. The Office may:

{1) receive and investigate complaints and initiate its own
investigation of deceptive, unfair, or unconscionable trade
practi_ces against' consumers, hold hearings, compel the
attendance of witnesses, administer oaths, take the testimony of
any person under oath and require the production of any
evidence relating to any matter under investigation or in

question by the Office;

{2) issue summonses and subpoenas to compel the attendance of
witnesses and the production of documents, papers, books,
records, and other evidence in any matter to which this Chapter
applies;

(3) issue cease and desist orders and bring enforcement actions
regarding any trade practice that violates this Chapter;

(4) report to any appropriate government agency with jurisdiction
over real estate transactions or consumer protection matters any
information concerning violation of any consumer protection
law; ‘

{5) communicate the interests of consumers and merchants before
administrative and regulatory agencies and legislative bodies to

ensure that both are adequately represented;

@@
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BitL No. 35-07

assist, advise, and cooperate with the Better Business Bureau

and local, state, and federal agencies and officials to protect and.

promote the interests of County consumers;
assist, develop, and conduct programs of consumer education
and information through public hearings, meetings,

publications, or other materials prepared for distribution to

.County consumers;

encourage local business and industry to maintain high
standards of honesty, fair business practices, and public
responsibility in the production, promotion, and sale of
consumer goods or services; '
protect and promote the welfare of County consumers and
merchants;

report annually on the number, nature, and diqusition of
complaints filed with the Office. The annual report must
include any recommendations made by the Advisory
Committee on Consumer Protection;

adopt regulations under method (2) to implement this Chapter;
operate a voluntary arbitration program; [and]

enforce laws peﬁahﬁng to motor vehicle repair, electrical
appliances, secondhand personal property, and any other law
that the Office is aséigned to enforcel.]; and

[To undertake] undertake activities and establish procedures to
identify, and assist consumers with respect to, any

discriminatory, predatory, or abusive lending practices.

(¢)  Energy and environmental advocacy.
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Approved.

MNP 2.5, Prer

(1)

BiLL No. 35-07

The Office, after consuiting appropriate County_ departments,
must [[represent]] advocate for the County’s interest in
obtaining the lowest possible rates consistent with

environmental stewardship, includi

change obiectives, for gas, electricity, and other energy sources
by participating in matters pending before appropriate federal

and state agencies, including intervening and filing comments

in those matters.

necessary to implement this subsection in accordance with

funds appropriated in the County budget.
By September 1 of each year, the Office must report to the

—— — ——————— ———i— Wt

subsection.

Michael J. Knapp, Président, County Council

Approved.:

&5 hprd. 008
Date

“ Date

/4%“ W/f} 5 Joap

IsialyLeggett, County

Ehdbutive

This'is'a correct copy of Council action.

Pt On. P Thas, ¢, 200

Linda M. Lauer, Clerk of the Council Date



Montgomery County, Maryland

Office of Consumer Protection

Annual Report
FY 2011
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Energy & Environmental Advocacy
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f;‘iiCountyStat Performance Measures

L ‘ﬂontgomery Coumys 1esul¥5-
"h'tsed accountabmty s)stem initiated by
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90%
88%
88%
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86%
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84%
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_faccountable county overnment
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jpelformance measures, {sicast notabl
OCP’s customer satisfaction Ievel‘ ,
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s ‘:kwnh the i aner in which the ase was

Restitution recelved as a percent of restitution requested

3.4 3.3
33
3.2
3.1
3.0
29
28
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58

59 60
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61
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.fblggest fans Montgomery (’aunt}, re‘udents, are greatly apprecr
L ated. 'I‘he followmg comments spe

 Hall of Thanks.

B in our marketp]ace \X’e take greal pnde in i}ur customer service
cand resalts In addihon Jetters and commerits of pra:se from ous

ak fo our snccesses and fuel our ]

s

“I bad given up months before... I got a live
person at the Montgomery office, filed a com-

“..thank yoiur and your siaff for your oul-
standing service to the citizens of Monigonery
County. I bave lived in the county for many
years, and your office is an outstanding
example of good government at its best.”
Stanley L
Bethesda, MD

plaint through them, and they acted.”
Abby T
Silver Spring, MD

Submitted to the
Washington Post

I cannot begin to describe my delight in being

able to tell others that I bave now experienced

government at its best and truly mean it!”
Mary C.

Sitver Spring, MD

“Thanks to your intervention, I got a very
satisfactory resull... I thank you for your time,
dedication and good service.”

Aliette B

Stlver Spring, MD

“From day one, I knew I was in good bands
and 1 felt confident following your advice,

“...lo express my gratitude that there is some-
place in the government where I could go when
I needed belp and could not get to a satisfac-
tory result on my own. I bape and expect thet

you are aware that county residents need this
office and appreciate the work they do.”

Nancy C.
Rockuille, MD

which was always spot on. You were extremely
knowledgeable, skillful, patient, and belpful!
Your efforts were tireless...”

Paul B.
Bethesda, MD

i

“You addressed my complaint in a timely
manner, kept e informed throughout the
process, addressed the issues I bad along the
way and followed through in o most excep-

tional way.”
Walter W,
Rockuitle, MD

“We cannot praise enough the Montgomery
County Office of Consumer Protection and its
employees for theiv bard work on our bebalf

We are a retired couple on a fixed income and
were bopelessly overmatched in attempting

to deal with one of America’s largest corpo-
rations. No resolution would bave been pos-
sible without the belp of OCP. This is indeed a
wonderfud service rendered by the County to its

residents.”
Edward F.
Olney, MD
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 Organizational Chart

OFFICE OF THE DIRECTOR

Legislation

Media/Communications
Progeam Measures
Special Projects
Staff to Advisory Committee on Consumer Protection

OPERATIONS UNIT
Budget and Financial Services
Contract Administration
Customer Service

INVESTIGATIONS UNIT
Automotive, Real Property, Retail, and General Investigatians
Annual Gift Card Study
Business Eviction Response Team (BERT)*
Domestic Workers nitiative (Bill #2-08)

Energy and Enviconmental Advocacy (Bl #35.07)

Consumer Outreach

Human Resources and Staff Training

Estinvated Property Tax Disclosure Tnitiative (Bill #24-07) * Tnformation and Technology Initiatives

Staff to Builders’ Board of Registration Office Operations

Stalf to Commission on Commeon Ownership Communities Business Licensing Program

Trespass/lmpound Tawing Regulations Velunteer and Intern Program




_'Spothght on OCP’s F1rst 'Executwe Dlrector

'u"bara B Gregg was selected from; ‘
more than 150 hxghly qu: hﬁed -
app 1cants in 19?1 by Lt}unt} Execum
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Numbers At a Glance (FY 2011)

Administration

Budget iviercriirnrisnninarensenses wveee $2 million
Total Employees wuivnicinnianinisnionniinsnensions 16
Including: '

Artorneys ererseariaireens 3

AULO EXPEILS wrverrerrrerressenssarsorersesasaessssssasaarns 1

Spanish Speaking staff .....cuiccnniniciiinina 3

Volunteer HOUES vvuiervvneersereisnsenmessesosens 2,610 Ofﬁce Of Consumer Protection

Consumer Complaints | k 100 Maryland Avenue, Suite 330
Written Complaints . w 1,557 Rockville, MD 20850
Consultation Requests ...... reresreessnssrrncnes 4,721 |

Merchant Disclosures . , 23,710

Restitution , rennseress $ 594,710

Satisfied with Outcome 3.1 (scale of 0 t0 4)

Satisfied with Manner .. 3.4 {(scale of 0 to 4)

Media Communications

Press Releases .uveieinnerene.

E-SubSCriDers vovvvvinnneecesseescmssnsivsenssrsnss
Twitter Subscribers w....ovirevnicisernans reearren 219
You-Tube Video VIEWs ...cuveiarneinemsnaresineis 3,041
Website VSIS cvnvaniererinsarsesinnvanvsserarecsss 329,614

OCP Education QOutreach

Events/Forums ....ccoeene seasssrssesssssnsansensonsios 19

Average Artendance per Event ............ sraerees 113

OCP Law Enfdrcement

Settlement Agreements ..

Civil Citations/Criminal Charges

Subpoenas .....cueerens

This information is available in N T — by'c'alling 24();777%3636 ; f‘f ’ |




Office of Consumer Protection

Eric Friedman
Director

v

Ralph Vines
Mill

Shaun Carew
Patient Advocate (EAA)

" Marsha Carter
Management and Budget Spec. Il

Lorena'BaiIey e J Peter Drymalski
Investigator I1i Investigator 11l
John Lewls - Sharon Margalis
Investigator |lI > Investigator (i1
Joy Matthews ’E I R. Douglas Numbers
Investigator il Investigator Il
" James Parks - I " JoseRosado
Investigator Il Investigator 11
Bernardo Vega P > Vacant
Investigator IlI N Investigator il
‘Pandora Prather P > Vacant
Administrative Spec. | P Administrative Spec. I (P/T)
Margaret Broberg P > vacant
[Executive Administrative Aide Program Aide
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