
AGENDA ITEM #50 
May 10,2010 

Worksession 

MEMORANDUM 

May 5, 2010 

TO: County Council 

FROM: Susan J. Farag, Legislative Analyst ~ 
SUBJECT: FYII Operating Budget: Office of Consumer Protection 

Summary of Public Safety Committee Recommendations 

The Committee held worksessions on the Office of Consumer Protection's (OCP's) 
operating budget on April 15 and May 3. Discussion focused on the significantly reduced 
personnel complement and whether, due to the County's severe budget constraints, the 
Committee should explore abolishing the office. After discussing the unique nature of services 
provided to County residents, the Committee voted (3-0) to recommend approval of the FYll 
operating budget as submitted by the Executive. 

This packet contains 
May 3, 2010 Memo - OCP FY 11 Operating Budget 1-2 
Apri115, 2010 Memo - OCP FY 11 Operating Budget 3-6 
April Recommended FYll Operating Budget 7-11 
FYI0 Organizational Chart 12 
Letter from State Office of the Attorney General (April 29, 2010) 13-14 
Letter from State's Attorney General John McCarthy 15 
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PS COMMITTEE #2 
May 3, 2010 

Worksession 

MEMORANDUM 

April 30, 2010 

TO: Public Safety Committee 

FROM:" Susan J. Farag, Legislative Analyst 1':1~ 
SUBJECT: Worksession: 	FYl1 Operating Budget 

Office of Consumer Protection continued 

Those expectedfor this worksession: 

Eric Friedman, Director, Office ofConsumer Protection (OCP) 

Marsha Carter, OCP 

Phil Weeda, Office of Management and Budget (OMB) 


Summary of April 15, 2010 Committee Worksession 

The Committee discussed several items regarding the OCP operating budget, including 
the ongoing staff reductions the office has faced. Mr. Friedman indicated that in order to 
continue providing services with fewer staff, his office is moving from specialty assignments to 
more generalist work. They are currently cross-training staff on the various types of consumer 
issues they receive. Some, like vehicle mechanical issues, remain specialized and OCP does 
have a certified mechanic/automotive expert on staff to investigate these types of complaints. 

Mr. Berliner remarked that the work provided by OCP is extremely valuable, as 
evidenced in part by the Council's adding various responsibilities and authority to the office over 
the past several years. Facing our extreme budget shortfall, however, Mr. Berliner asked to have 
the conversation about whether OCP should be abolished, since the State does provide similar 
services to Maryland consumers. He also asked whether there were any other local consumer 
protection agencies in the State. 

Mr. Friedman responded that Howard County does have a Consumer Affairs office. 
While the State does provide similar services, it does not provide many of the same 
individualized services that OCP provides to County residents, nor do they provide services at 



such a personal leveL OCP provides, depending on the complaint, face-to-face mediation, field 
inspections, vehicle inspections, and even transports victims of fraud to Court. (See April 29, 
2010 letter from the State Office of the Attorney General Consumer Protection Division for a 
more detailed description of services provided by each office on © 11-12). 

The County Executive's FYIO and FYll Budget Adjustments 

The CE's recommended budget adjustments (April 22, 2010) contains no specific 
changes to the OCP's operating budget. 

The CE has instructed all departments to aggressively liquidate prior year and current 
year contract encumbrances to reach a goal of$35 million in liquidations. According to the CE's 
memo, they have achieved about half of this goal and continue to find cuts. The Executive 
branch advises it will provide the Council with additional infonnation including the affected 
contracts within the next two weeks. Council staff advises that is unknown at this time 
whether any contract liquidations may impact OCP. The Committee may wish to ask OCP 
which contracts, if any, will be liquidated and what type of impact that will have on 
operations. 

This packet contains 
April 13, 2010 Memo - OCP Operating Budget 1-4 
Recommended FYIl Operating Budget 5-9 
FYlO Organizational Chart 10 
Letter from State Office of the Attorney General (April 29, 2010) 11-12 
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MEMORANDUM 


TO: Public Safety Committee 

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

Office of Consumer Protection 

Those expected/or this worksession: 

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

Marsha Carter, OCP 

Phil Weeda, Office of Management and Budget (O~m) 


PS COMMITTEE #3 
April 15, 2010 

Worksession 

April 13, 2010 

• Major Issue: The FYll CE Recommended Budget reduces OCP staff by 3.8 workyears. 
Tbis follows a multi-year trend wbere staffing bas been reduced more tban 33% since 

• FY07. 	 Given tbe additional responsibiHties OCP bas assumed over the past several years, 
additional staff' reductions ma im aet service deJive . Please see discussion below. 

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

Overview 

For FYii. the Executive recommends total expenditures of $2,077,310 for the Office of 
Conswner 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% 

I Grant Fund 
I TOTAL Expenditures $2,567,048 $2,442.010 $2.077,310 -14.9% 

I 
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% i 

The FYll CE recommendation is a net decrease ofS364,700. 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 Advoeacy and Assistance from the Climate Change 

NDA 

Increase cost: Pro. services contract to support investigative caseload of 

abolished Manager III position 

Increase Cost Retirement Adjustment 

Increase Cost General OfficelComputer Supplies/Misc. 

Increase Cost Annualization of FY10 Personnel Costs 

Increase Cost Group Insurance Adjustment 

Increase Cost Copiers and Fax Machines 

Increase Cost Promotion for Public Admin. Intem to Investigator 


I Increase Cost Operating Expenses, 
Total Increases: 

Decrease Cost: Consumer Education Materials 
Decrease Cost Dues and Membership 
Decrease Cost: Travel Expenses , 
Decrease Cost: Mailing newsletters, consumer ed. materials. annual report 
Decrease Cost Communieation Services 
Decrease Cost: Printing newsletters. consumer ed. materials. annual report 
Decrease Cost: Printing and Mail Adjustment 
Decrease Cost: Printing Services 
Decrease Cost: General Office and Computer Supplies 
Decrease Cost: Misc. Office Expenses 
Decrease Cost Lapse Principal Administrative Aide pOSition 
Decrease Cost: Other Professional Services and Contracts 
Decrease Cost Turnover Savings for Vacant PM Position 
Decrease Cost Furlough Days 
Decrease Cost Abolish Program Specialist 
Decrease Cost AboliSh Manager III 

Total Reductions: 
NET SAME SERVICES ADJUSTMENT TOTAL 

$50,000 

$38.500 
$37,480 
$17.000 
$11.530 
$11,080 

$6,360 
$5,510 
$3,520 

$180.980 
($550) 

($1,000) 
($1,540) 
($1,950) 
($2.500) 
($2,910) 
($3,520) 
($3,550) 
($7,930) 
($9,010) 

(S11,210) 
($11.500) 
($30,990) 
($51.800) 

($112,920) 
($156.870) 
($409,750) 
($228.770) 



FYll Expenditure Issues 

Personnel Complement 

Personnel costs comprise 88.9% of OCP's FY11 recommended budget, for 16 full-time 
positions and no part-time positions. The CE FYI1 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 FYOt FY10 FY11 FY07· 
Actual Actual Actual Approved Rec FY11 FY07-FY11 

Positions: 
Full-timG 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% I 

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

Abolisbed Positions: The FYl1 includes the abolishment of three full-time positions. 
including Program Specialist, Investigator II, and Manager m. All three positions are currently 
filled. All work. from these positions v.ill 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 FY 11. 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 (Bil135-07) 
• Development tax district disclosure (Bill 36-07); and 
• Property tax disclosure (Bill 24-07). 

COWlcil 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 cllrrent blldget 
constraints, COllncil staff is not recommending the restoration of any abolished positions. 
However, given that staff has 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 nextflScalyear as they were in FYIo. OCP should 



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 perfonn 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 FYll 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 we1J.based outreach, etc. 

FYll Revenue Issues 

FYI1 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. 

FYIORevenue Summary 
Approved i Rec:.I Actual S Chaage I % Change ! 

Category FY09 FYIO-FVll , FYIO-FYll !FYI0 I FYll 
$0 . 0% I1,000 1,000• Civil Citations 0 

I New Home Builder Licenses Sl7S,I15 $200,000 $200000 SO I 0% I 
I Consumer Affairs Business Licenses $69,200 $0 . 00/0 I$67.155 $69.200 
I Total General Fund Revenues . $245,270 $270,200$270,200 SO I 0%1 

Councn Staff Recommendation 

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

This packet contains 
Recommended FYll Operating Budget 
FY1 0 Organizational Chart 
OCP FY09 Annual Report 
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Consumer Protection 

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

BUDGET OVERVIEW 
The total recommended FYt! Operating Budget for the Office of Consumer Protection is $2,077,310, a deCrease of $364,700 or 
14.9 percent trom the FYI0 Approved Budget of $2,442,010. Personnel Costs comprise 88.9 percent of the budget for 16 full-time 
positions for 14.1 workyears. Operating Expenses account for the remaining 11.1 percent of the FY11 budget. 

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

+ 	A aesponslve, Accountable County Govemment 

• 	 Siron" and Vibrant Economy 

+ 	Vital Uvittg lor All 01 Our aesidenls 

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 FY10 estimates incorporate the effect of the FYIO savings plan. 
The FY11 and FYI2 targets assume the recommended FYI 1budget and FYI2 funding for comparable service levels. 

ACCOMPLISHMENTS AND INITIATIVES 
.. 	Partner.d wlHt tlte Mottfgome,., County PoIie» Department to create a National _oclation 01 Counties (NACO) 

aword wlnnlrig on-line training program, enabling pollee officers to better respond ID incldenls invoMns consumer 
proltKtion issues. 

.. 	Collaborated witll the Department 01 Permitting SeMces and tlte Ma,.,Iand Stale Deportment 01 ",bor, Ucens/ng 
and "gulat/on ID initiate and promulgate a program ID prohibit unlicensed home improvement conlractol'l from 
obtaining build'mg permits the,."" protecting County Nsldenls from doing business with unlicensed f:ontractol'5o 
This early point 0' contact can pNvent sl."Hlcant losses to COunty homeowners by alerting them ID a contractor's 
IlcelWing sfafus INfoN _ric com_ltces. 

.. 	Worked wlflt the County Counc/IID develop and produce a cable tel_&on program, Consumer COmpa.... in whlc/t 
the oIIIce's experienced stcrH discusses consu_r Issues '" educate consumers and ensure Infltgrlty In the 
marbfplace. TIle ollke eduf:ates consumel'l on a variety 01 "'pics ranging hm fore:closure Nxue scams ID 
auromottve maintenance and Npa/r. 

• 	 Conducted a "sweep' with the Montgome,., COunty Department 0' "rtf and aexue SltrvJce regarding the sal. 01 
Illegal electrical Items In Montgome,., County stores to promote sr.rfety in stores and file sale of consumer goods. 

.. 	Collaborated with tlte Montgome,., County $heriff's o.partment to d__/op a NACO award winning commercial on 
evlction/Ios$ ptevention program. This program k designed to protect consumers' poSHssiom, which may o""rwise 
be lost or damaged durln9 a comm.,.clal eviction. 

• 	 l.SIued an investigative "porl ,.garding lilltOClSitte MMC. firms In Montgome,., COunty. I" file Nport, 11M oHlce 
alUllyzes sevltral criteria and advises consumers on how to select a legitim",. limousine firm. The offIce received 
national ".,.dla alMntion lor lis ,.porl. 

~ Trained a group 01 dedicated EngUsh and Spanish spealclns volunfHl's and interns. VoIUItfeeI'I cOI'Itrlbuhtda total0' approJdmcrlely ~ hours 'n n09, e..elbllnll 0" 10 'Ieverap' its ability ta &. productive. VolunfHr /tours are 
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/HIuiY'a'ent 10 over 1.0 fv,...,lme sIoff hOell'S. This ...source wil' continw to .. tllilized and and wIll ...qandftd In 
FYIO and FYJ f. bpansion ttfIotts are underway to fa,."., local law schools and collllfl" 10 recruit qua/llW lesa' 
~s1ants to complement OCP'. "aII. 

PROGRAM CONTACTS 
Conbet Marsha Carter of the Office of Consumer Protection at 240.777.3686 or Phil Wecda of the Office of Management and 
Budget at 240.777.2780 for more infonnation 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 Jaws, and makes referrals to other agencies when appropriate. Complaint categories inclUde automotive saleslrepaiIs, new 
home construction, home improvement repairs, predatoJ)' fmancial practices, credit and coUection 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 trallSmiuing cases to the Office of the County 
Attorney for appropriate legal Ktion. Investigators initiate charges for c:riminal prosecutions by the Offic:e of the State's Attorney, 
and investigators also testify in court as expert witnesses, In addition, the Office engage$ 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 prosrams. The Office issues press n:leases through the Office of Public 
Information, holds press conferences. and publishes consumer brocbures; staff responds to requests for infonnation 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 ~st 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 Advisoty Committee on Consumer Prorection. 

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

Program Pedormallce Mea5uTes 
AClual 
FYOS 

Altaol 
fY09 

12% 

Estimated 
fYl0 

72% 

Target 
FYll 

'13'" 

Torg...f 
fY12 

75%1 
IAII81agli Office of ConsumlK' ProtecIlon (OCF') customer satisfaction 2.9 3.0 3.'2 3.5 
• rotl" Ii • Mcnn41r in which tho customer's c;asa was handled (1 .... $C:O") 
IA...eroga OCP _tamar satisfaction rating· Oulc::ome of the custom .... s 
icasll {1.4 sc:ole! 

lolA 2.6 2.8 2.9 
I 

3'°1 
NA 40 40 40 40! 

Allerag_ lime in workdays to i"...osligate Gnd d_ (I wtlltOiln complaint: 
S101 - $1,000) 

A"IV'IIglI lime In workdays to invesligale and dose a written c:omploinf: 
($1,001 • $S,OOO) 

IAverage lime in workdays to investigate and dose <I written complaint: 

NA 

HA 

W. 

53 

SS 

41 

53 
55 

41 

S3 

55 

41 

53! 
551 
,41; 

IrSNA) 

iMedia Coverage. Percent of news rei_ell l"Keiving media --go. HA 60" 65% 70% 

lincludin 'm news television and radio 


24 
7:1

M41dio CoYerage • Numb... of limes media outlets. including print _. w. 10 20 
.television alld radio seek oul OCP's ex '$6 

'I' Percent of OCP·initiated conaum« protection casa closed ,hot are 
twaIv.d OCP 
1 All Adual FY2009 ilatistics ar. bos<td on ala from 1/1/09 Ia 0/30/09 

HI.. 73% 72% 73" 75" 

FYI I Recommended Changes E"p"nd'lure~ 'NY, 

lnaea,e COlt: RetirementAd'lI6bMnt 
fncrecse Cosf: Anmiajization of /'Y10 'erscmnel Cosl$ 
IncreQl& Cost: Group I_nee AdjlJ41ment 

2. ,3 
37 <480 
11,530 
11,080 

0,0 
0.0 
0.0 1 
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Commission on Common Ownership Commun/fle$ 
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 asso<:iations. 
condominium assoc:iations, 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. 
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--~,...------------------------------------­
BUDGET SUMMARY 


FYll RECOMMENDED CHANGES 

FY10 ORIGINAL APPROPRIAtiON 

Changes <with seMce Impacts) 
Reduce: Abolish 'mr.ngator III Position. redistribute low .nforcement cases and dunes among remaining 

imratigalors and manager 

Other Adlustments (with no servke impacts) 
Shift: Climate Chango AdvoCCIq' and An;stanc. to the Office of Consumer Pl'Ot<IcIion from the ClImate 

ChangeNOA 
Increase Cost: Profenional Services contrad to supPOrt invealigative CQ$eload of Manag.r 111 abolished in 

02 and other administrative dulla 
Increase Co:.t: Retireme"t MjUlfment [Consumer Pratec:tlonl 
Incr_e co.t: General Office/Compuftlr Suppli.a/MiscellanllO\l$ Office upens. 
InCrIIlCISe Cost; Annuarwmon of fV10 Pel'lo,...e' Costs [Consumer Protedion) 
IncreOH Cost: Group Insurance Adjustrne"t (Consumer Protec:tion) 
Inc_ Co:.t; Copiers ond FOl( ~hi". [Consumer Protection) 
Incr80M Cost: Promotion of Public Adminiatrolion Intem to Ilmlitigator [CoI'Isumer Protection] 
Incr_ Co:.t: Operotil1fll Expens.,. 
Decrease Cost: Consumer Educafion Materiols [Consumer Protection1 
D_e CosI: Dues and MembOlnhip. [Consumer Pratedio"j 
OeO'ease Casl: Travel Eo:p...-slConsumer Prat.adionl 
Decr_e COllt: Mailing NlIIW$lattel'll, Consumer Education Materials, and Anr>Val Report [Consumer 

Prataction) 
Oecrease Cost: Communication Services [Consumer Pratecljonj 
Decreo,.. Cast: Printlng N_llett.rs, Consumer Educalion Materials, ond Annual Report lCoMllumer 

Protec:tioM) 
De<:..-e COfoI: Prinling and Mail Adiustment [Consumer Proteclionl 
Decrease Cost: Printing SeNica IConsumer Protection) 
Oecreas.a Cost: General Office and Computer Supplies and Equipment 
Oec/'eG,e Cast: Miscellaneous Office Expenses 
Oecrease Cost: lap" Principal Administrative Aide position [Consumer Protection) 
Decr_1f Co:.1: Other PnXessional Sem,*, and ConIrocta 
Decrease Cost: Tul'nOlNlt SaYings for Vacant Principal J\dministrotN. Aid. Position [Consumer Protection! 
Dec.-..ae Cost: Furlougi1 CCI)'$ [CoNlum.r Protection) 
Decrease Coat: Aborash Prog",m Specialist. reassign lieenslng P"09",m duties 
Decreose Cost: Abolish Manager III • reassign supltl'Ylsion of investigators and coaeload to senior 

investigCltor Clnd professional HtYices contract 

"11 RECOMMENDED: 

2,442,010 11.5 

.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,'130 0.0 
-9,010 0.0 

.11,210 ..0.3 

.11,500 0,0 
-30,CJ90 0.0 
·51,BOO ..0.5 

-112,920 -1.0 
.156,870 ·1.0 

2,077,310 14.7 

FYI I Operotlng Budget ond Public SeNices Program FYI 1·1640-4 Public Safety 
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PROGRAM SUMMARY 


FUTURE FISCAL IMPACTS 
CE REC. (SOOO s) 

Title FYIl FYI:.! FYI3 FY1'l FY1S FY16 
lhb tDiIM It Intended ,. .....nt Ii nificant future fiscal 1m ets of "'- de Itftt'a 

to _ 1"1'11 furlougm. 

2'(117 2.077 2,077 2.077 
·.ctions. 

o 52 52 52 52 

129 2: '29 
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OFFICE OF CONSUMER PROTECTION 


.* ......- !-.t.;~ oj'. • ~:>..;- f'j,tttI:r: ~ rl~~;,~~ , .. ' , ,-, " ); 

~J 

Core Non-Core 
FY10 Programs Programs 

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

(licensing, 
Energy, 

Domestic 
Workers, 
Est. Prop 

Tax} 
Wys 5.9 3.6 4.6 1.9 1.3 ,..oS 17.5 



WILLIAM D. GRUHNDoUGLAS F. GANSLER 
ChiefAttorney General 

Consumer Protection Division 

KATHERINE WINFREE 
Chief Deputy Attorney Ge1leral 

JOHN B. HOWARD, JR. STATE OF MARYLAND 
Deputy Attorney General WlU'l'ER'S DtR.ECT DIAL No. 

OFFICE OF THE ATTORNEY GENERAL 

CONSUMER PROTECTION DIVISION 
 (410) 576-6557 

April 29, 2010 

Eric S. Friedman, Director 
Montgomery County 
Office of Consumer Protection 

100 Maryland Avenue, Room 330 

Rockville, Maryland 20850-2367 

Dear Mr. Friedman: 

I am writing in response to your inquiry about the ability of the Consumer Protection 
Division of the Office of the Attorney General to provide the services that are currently provided 
by your Office.. 

In the past, we have been able to work together to help the citizens ofMontgorriery 
County by combating unfair and deceptive trade practices. For example, one ofyour bilingual 
investigators provided important assistance to this Office's investigation of a case against 
Financial Freedoln International by assisting us in interviewing Spanish-speaking Montgomery 
County residents who were victimized by the company. In addition to cooperating in combating 
illegal practices, through coordinated efforts in Annapolis over the years, we have been able to 
obtain legislative fixes for problems facing consumers. 

The Consumer Protection Division is happy to serve all ofthe citizens ofMaryland, 
including the citizens of Montgomery County. However, the services that this .office is able to 
provide in addressing individual consumer complaints differ from those that your Office has 
traditionally provided. This Office mediates complaints using a cadre ofvolunteers. The 

------vvalunteers, unde:t the supervision ora Mediat:imrT::JnitSpervisor;th:ruugh conespondem::e and 
phone conversations, seek to resolve complaints in a manner that is acceptable to both the 
consumer and the business. Unlike the complaint handling services provided by your Office, this 
Office does not conduct face-to-face mediation. We do not have an A.S.E. certified automobile 
mechanic on staff to address automobile complaints. We do not mediate internal condominium 
or homeowner association disputes that do not involve potential violations ofthe Condominium 

. ,, 

200 Saint Paul Place -:- Baltimore. Maryland 21202-2021 

Main Office (410) 576-6300 -:. Main Office Toll Free (888) 743-0023 


Consumer Complaints and Inquiries (410) 528·8662 .:- Health Advocacy Unit/Billing Complaints (410) 528·1840 

e Health Advocacy Unit Toll Free (877) 261-8807 ... Homebuilders Division Toll Free (877) 259-4525 -:. Telephone for Deaf (410) 576-6372 



Page Two 
April 29, 2010 

Act or the Homeowners Association Act. We cannot visit a consumer's home to examine work 
perfonned by a home improvement contractor or look at a consumer's vehicle in cormection with 
an automobile repair dispute. Thus, although we mediate complaints from Montgomery County 
consumers, we are unable to provide the same services in handling individual complaints that 
Montgomery COUIity consumers have experienced.in dealings with your Office. 

I hope that we will be able to continue to work together in the future to assist the citizens 
of Montgomery County. 

Very truly yours, 

WL(j)~
William D. Gruhn 
Chief,·Consumer Protection Division 

WDG: 

http:experienced.in
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May 3, 2010 

Mr. Eric Friedman 
Director 
Office of Consumer Protection 
100 Maryland Avenue, Suite 330 
Rockville, Maryland 20850 

Dear Mr. Friedman: 

This is to provide information which may be germane to the current budget 
deliberations. 

The Montgomery County Office of the State's Attorney works with Investigators 
from the Office of Consumer Protection (OCP) in prosecuting merchants who have 
engaged in criminal activity. These cases primarily have involved unlicensed home 
improvement contractors who have received thousands of dollars from senior citizens 
and other vulnerable consumers. In addition, these cases have involved travel agents 
and illegal car sellers. 

The investigative efforts of OCP staff have been vitally important in the successful 
prosecution of these cases. We have been successful in obtaining jail time and 
restitution for these cases. This has resulted in our ability to help consumers and to send 
a message to those who might consider committing such crimes. 

However, the ability of our office to continue to provide the same level of protection 
to consumers in Montgomery County would be undermined without the continued 
assistance from the Office of Consumer Protection. We consider OCP to be a vital 
resource in this regard. 

Please let me know if you need any additional information . 

.. ... -~-.~ 


