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Department of Consumer Protection 

Agency Description   XE "Consumer Protection, Department of" 
The Department of Consumer Protection is a regulatory agency responsible for protecting citizens from physical injury and financial loss that may occur as the result of unsafe or fraudulent products and services marketed in the State of Connecticut.  The department's mission is to ensure a fair and equitable marketplace as well as safe products and services for consumers in the industries that it regulates.  This protection is achieved through the licensure, inspection, investigation, enforcement, and public education activities conducted by staff in six major programs:  the Regulation of Food and Standards;  the Regulation of Drugs, Cosmetics and Medical Devices;  the Regulation of Alcoholic Liquor;  the Regulation of Occupational and Professional Licensing;  the Regulation of Trade Practices;  and Management Services.

The extent of the department’s regulatory oversight is unique among state agencies since its jurisdiction frequently overlaps with other Connecticut state agencies.  The department is responsible for enforcing numerous significant consumer protection laws including the Connecticut Unfair Trade Practices Act, the Connecticut Pure Food, Drug & Cosmetic Act, the Connecticut State Child Protection Act and the Connecticut Weights & Measures Act.  

The agency remains vigilant against unexpected, as well as ongoing, health, safety and product-related problems.  The Department of Consumer Protection must be able to mobilize staff at any time in order to respond quickly and effectively to a food, drug, product safety or economic crisis affecting Connecticut’s marketplace or citizens.

 XE "dcp39500 29122" Regulation of Food and Standards

Statutory Reference

Chapters 416, 417, 418, 419a, 419b, 420a, 420d, 743b, 750, 751, 752, and 753 

Statement of Need and Program Objectives 

To protect the health and safety of Connecticut citizens by regulating all persons and businesses that manufacture or sell food products in the state in order to detect, and prevent, the distribution of adulterated, contaminated, or unsanitary food products. To protect both buyer and seller in marketplace transactions involving the determination of quantity and quality by ensuring that measurements are correct.

Program Description 

Objectives are achieved through the integration of four agency business functions into a comprehensive action plan.  These activities are:

Enforcement   The Food and Standards Division conducts inspections of food-processing plants, warehouses, retail food stores, bakeries, non-alcoholic beverage plants, frozen dessert plants, vending machine locations, apple juice/cider plants, gasoline stations, heating oil dealers, and all weighing and measuring devices used commercially, such as retail store scales, motor truck scales, petroleum meters and home delivery truck meters.  It also checks the packaging, labeling, unit pricing, scanning, and advertising of food products, kosher foods and non-food items, as well as restaurant menus, advertisements and gasoline station price signs, to ensure that the contents and their weights are represented correctly.  New models of weighing and measuring devices are examined by the division and tested in the laboratory or field prior to their use, sale and distribution to ensure that they meet department requirements.  The division also tests motor fuel for compliance with state and national standards, and works cooperatively with the Department of Motor Vehicles on the Commercial Vehicle Safety and Inspection program and the Calibration of Portable Scales program.  The division’s investigation of consumer complaints entails sample collection, interviews with consumers, manufacturers, wholesalers and retailers, and, in many cases, laboratory analysis.  Pursuant to a memorandum of understanding with the U. S. Department of Agriculture, the Food and Standards Division is responsible for conducting effectiveness checks on any meat and poultry recalls that affect the State of Connecticut.  Pursuant to a memorandum of understanding with the Department of Environmental Protection, the division is also responsible for the enforcement and compliance requirements of the Stage II Vapor Recovery Program.  The division oversees and supplements the inspection work performed by municipal sealers of weights and measures.  It also oversees/regulates fuel retailers in the state. 

Crisis Response    The division is an integral part of the state’s inter-agency network for rapid response to food crises during emergencies, natural disasters and nuclear-related emergencies.  Food involved in fires, floods, vehicular accidents, recalls and other emergencies is inspected for contamination or adulteration and may be embargoed or designated for destruction.  Two of the division's most important crisis response functions are those which pertain to product-tampering incidents and to federal or state recalls of food and drug products.  Both of these functions entail communication with manufacturers and distributors, collection of samples for testing, possible removal of products from store shelves and complete monitoring of the incident. 

Information and Referral   The division responds to inquiries from citizens and licensees who are seeking information about food products, food-handling facilities, laboratory services, weights and measures devices, gasoline stations, petroleum products, product recalls, advertisements, state and federal laws and related issues.  The division also provides speakers and materials to consumer groups, civic and professional organizations, schools and trade shows to further the public education and outreach efforts that are a key component of its enforcement program.
The Measurement Laboratory     The division houses the State of Connecticut Measurement Center, which has custody of the physical standards of mass, length, volume, and temperature (clinical thermometer standards).  The department must maintain its accreditation from the U. S. Department of Commerce National Institute of Standards and Technology (NIST) in order to ensure that the calibration services it provides to private and public sector customers are certifiable.  Businesses and industries in the state must utilize NIST standards, which guarantee uniform measurement, in order to compete successfully in the national and international marketplace.  Calibration services are also performed on the standards used by other state agencies, municipalities, registered dealers of weighing and measuring devices, institutions, and on those carried by the division’s field inspectors. 
 XE "dcp39500 29123" Regulation of Drugs, Cosmetics and Medical Devices 

Statutory Reference

Chapters 319y, 368p, 370, 400j, 416, 417, 418, 419, 420b, and 420c

Statement of Need and Program Objectives 

To protect the health and safety of Connecticut citizens by regulating all persons and firms involved in the distribution of drugs, cosmetics and medical devices in order to detect, and prevent, the diversion of drugs from those channels.  

Program Description 
Objectives are achieved through the integration of three agency business functions into a comprehensive action plan.  These activities are:

Enforcement   The Drug Control Division has both regulatory and enforcement authority (administrative and criminal) relating to the distribution of legal drugs.  Its oversight includes:  all Connecticut health care practitioners who are authorized to prescribe controlled drugs; all in-state manufacturers, wholesalers and laboratories that handle controlled drugs and/or other drugs, medical devices and cosmetics; and all out-of-state wholesalers that distribute drugs, cosmetics and/or devices within the State of Connecticut.  The division conducts inspections which include, but are not limited to:  in-state pharmacies; institutional health care facilities; drug treatment programs; laboratories; individual practitioners' controlled substance stocks; and, manufacturers and wholesalers of drugs, cosmetics and medical devices.  A single routine inspection requires from 2 to 48 person-hours, depending upon the type of facility being inspected.  The division conducts re-inspections and special inspections for reasons that may include non-compliance, suspected excess drug purchases or pharmacy robberies.  It receives and supervises the destruction of drug stocks from legal sources and evidence from law enforcement authorities and it performs controlled substance audits of pharmacies, hospitals, practitioners and wholesalers.  The division also investigates the following: controlled substance diversion, loss, theft, or misuse of drugs from all legal sources;  reported instances of non-compliance involving persons and firms in the legal distribution chain;  reports of excess drug purchases by legal distributors;  and consumer complaints involving drugs, cosmetics and/or medical devices.  The division prepares, and executes, both arrest warrants and search and seizure warrants.  It also prepares investigative reports for the appropriate licensing authority and provides testimony at criminal trials and administrative hearings.
The division is an important component of the state’s inter-agency network for rapid response to emergencies and natural disasters.  Drugs, cosmetics and/or medical devices involved in fires, floods, vehicular accidents and other emergency situations are inspected for contamination or adulteration and, if necessary, are designated for destruction.  Two of the most important crisis response functions are those which pertain to product-tampering incidents and to the federal or state recall of drug products, since potential public harm may occur as a result of the distribution of damaged or subpotent products.  Both of these functions entail communication with manufacturers and distributors, collection of samples for testing, possible removal of products from store shelves, and complete monitoring of the incident.  Drug control agents must also respond immediately to cases of drug abuse or misuse by health care practitioners, and to cases where special problems develop that represent a serious threat to public health and safety.  Since September 11, 2001, the nation has worked purposefully towards developing response systems for disasters such as acts of terrorism, environmental accidents and infrastructure failures.  These situations require new and innovative methods of drug supply, access and distribution for immediate delivery and the division is assisting in developing these new systems.

Information and Referral     The division responds to inquiries from citizens, licensees, law enforcement officers and health care practitioners seeking information about pharmaceutical products, drugs, cosmetics, medical devices, pharmacists, pharmacies, health care practitioners, product recalls, advertisements, state and federal laws and numerous related issues.  The division provides narcotic training programs for municipal officers,  State Police officers and Judicial marshals; seminars, in-service training and continuing education programs for health care professionals; and newsletters and publications for health care practitioners and facilities.  The division’s web page assists consumers, health-care professionals, law enforcement personnel, and others in readily accessing information related to the distribution of drug products in the state. The division also provides speakers and materials to consumer groups, civic and professional organizations, schools and trade shows to further the public education and outreach efforts that are a key component of its enforcement program.  

 XE "dcp39500 29124" Regulation of Alcoholic Liquor 

Statutory Reference

Sections 30-1 through 30-115 

Statement of Need and Program Objectives 

To protect the health and safety of Connecticut citizens by regulating all persons and firms involved in the distribution, sale and dispensing of alcoholic liquor in order to prevent sales to minors and intoxicated persons, guarantee product integrity and ensure that licensed premises are safe and sanitary.
Program Description  

Objectives are achieved through the integration of three agency business functions into a comprehensive action plan.  These activities are:

Enforcement   The Liquor Control Division conducts inspections and investigations to ensure compliance with the provisions of state laws and regulations pertaining to the manufacture, importation, sale, and dispensing of alcoholic liquor.  Applicants for liquor permits are investigated to assess their eligibility for licensure while establishments with permits are inspected to ensure that safety, sanitary conditions and suitability of conduct requirements are met.  Field agents investigate alleged violations of the State Liquor Control Act that include:  the sale of alcohol to minors and intoxicated persons;  the conduct of premises as it pertains to unlawful activity such as suspected drug dealing, fights, and illegal gambling;  deceptive or unfair trade practices;  pricing;  labeling;  violations of regulations regarding adult entertainment;  purchases of alcoholic liquor from prohibited entities;  brand registration;  reported instances of non-compliance; and consumer complaints involving alcoholic liquor.  The division works in a collaborative manner with state and local law enforcement officers to conduct joint enforcement actions such as alcohol compliance operations that utilize trained minors.  It also seizes alcoholic liquor products, maintains the evidence for hearings and court cases, and subsequently supervises the destruction or disposal of these products.  The Liquor control agents prepare investigative reports, testify at administrative proceedings that result in dispositions of violations by fining, suspending or revoking liquor permits, and may testify in federal or state courts.

Information and Referral   The division responds to inquiries from citizens, permittees, and law enforcement officers who are seeking information about permit holders, permit requirements, brand registrations, the State Liquor Control Act and Regulations, acceptable forms of identification, and other related matters. The division also conducts training programs for state and local law enforcement officers, provides workshops for permittees and servers, and assists organizations by providing information and strategies designed to prevent underage drinking.  The division provides speakers and materials to all of these entities as well as to special interest groups, civic and professional organizations and schools in order to further the public education and outreach efforts that are a component of its enforcement program.
Liquor Control Commission   The Liquor Control Commission is a three-member regulatory body within the department that is chaired by the Commissioner of Consumer Protection.  The commission oversees provisional permits and is utilized by the department to hold formal administrative hearings as well as compliance meetings regarding allegations which include, but are not limited to, the suitability of applicants and permittee premises, obtaining liquor permits by fraud, sales to minors and intoxicated persons, unlawful activity on permittee premises and other matters as are delegated to the Liquor Control Commission by the Commissioner of Consumer Protection.  The commission also reviews and approves final liquor permits, substitute permittee applications, patio requests, and other issues that come before the Commission for consideration. 

 XE "dcp39500 29125" Regulation of Trade Practices 

Statutory Reference

Chapters 400, 403, 407, 407a, 419d, 420, 420a, 420d, 734b, 735a, 735b, 737, 738b, 739, 740, 741, 743b, 743c, 743d, 743e, 743g, 743l, 743m, 743n, 743o, 743p, P.A. 00-118, P.A. 00-132, P.A. 01-9, P.A. 01-155, P.A. 02-01, P.A. 02-82, P.A. 03-167, P.A. 03-186, P.A. 03-260, P.A. 04-21, P.A. 04-22, P.A. 04-207

Statement of Need and Program Objectives  

To protect Connecticut citizens from unfair or deceptive practices in the marketplace through the consumer protection laws and the mediation of disputes between buyers and sellers.  To protect public health and safety by regulating the manufacture, distribution and sale of bedding and upholstered furniture products and by enforcing the provisions of the State Child Protection Act.  To provide arbitration for the resolution of complaints concerning new automobiles and motorcycles purchased in the State of Connecticut.

Program Description 

Objectives are achieved through the integration of several agency business functions into a comprehensive action plan.   These activities are:

Enforcement     The Trade Practices Division receives complaints and conducts investigations to determine if violations of applicable consumer protection laws exist.  Documented violations are resolved by either voluntary compliance or referral for legal actions such as consent agreements, cease and desist orders, criminal arrest, injunctive action, restitution and civil penalties.  In complaints where no statutory violations are found, the department may provide informal mediation services to consumers.  When no resolution is possible, consumers are counseled on their available options and given advice for future preventative measures.  The division enforces the State Child Protection Act.  It conducts product testing, monitors injury/death statistics and identifies priority issues from consumer complaints.  Recalls are initiated and monitored when products do not comply with mandatory safety standards.  Manufacturers of hazardous substances are inspected to determine if cautionary labeling is accurate and complete.  Inspections of bedding and upholstered furniture are conducted at all levels of the manufacturing and distribution chain.  The division also regulates closing out sales, home improvement contractors, health clubs, itinerant vendors and new home construction contractors. The division administers the Lemon Law Arbitration Program which provides an independent arbitration mechanism to settled disputes between consumers and automobile manufacturers regarding defective new cars and motorcycles.  During FY2006, Lemon Law hearings resulted in $3.8 million in restitution to consumers.  The division also provides financial relief from fraudulent activities through its administration of the Home Improvement Guaranty Fund, the Health Club Guaranty Fund, the Itinerant Vendor Guaranty Fund and the New Home Construction Guaranty Fund.

Crisis Response    The division recalls products that fail to meet mandatory safety standards.  These recall actions entail communication with manufacturers and distributors, collection of samples for testing, possible removal of products from store shelves and a complete monitoring of the product removal from distribution.  The division must also respond immediately to cases where emerging hazards develop for new products that represent a serious threat to public health and safety.

Information and Referral     The agency’s Consumer Complaint Center is an important component of the Trade Practices Division.  It serves the public by processing, referring, tracking, mediating and making final disposition on all written complaints received by the division.  The Complaint Center also:  responds to Freedom of Information requests and inquiries for the complaint history of any business or person;  provides documentation for the department's Trade Practices Division and other staff;  prepares complaint files for potential legal action;  provides information to other state, local and federal agencies;  and provides ongoing updated information to consumers who write to the department.  Additionally, the Complaint Center provides important analyses of emerging trends and problem areas through its case management database information system.  This analysis provides the Commissioner of Consumer Protection with the information necessary to direct industry-wide investigations, develop legislation, prepare statewide consumer alerts and prioritize staff assignments.

Public Charities Unit       The Public Charities Unit is a joint activity of Consumer Protection and the Office of the Attorney General's Office.  Combining the administrative, investigatory and prosecutorial resources of the two agencies into one unit facilitates the accomplishment of two interrelated program objectives.  Registered charities are required to file annual financial reports that provide comprehensive information on their income and expenditures.  Paid soliciting firms hired by charities are also required to register with the unit, file a notice of each upcoming solicitation campaign and submit a post-campaign financial report.  Reports and notices are reviewed for completeness and, where problems are noted, the charity or solicitor is asked to file an amended report.  These sources provide the basis for an investigation of possible statutory violations which usually includes a detailed review of the alleged offender's financial records by the unit's auditor.  If a violation is established, the unit proceeds with one or more of the following enforcement options:  a civil suit in Superior Court, a criminal arrest, or an administrative action to revoke or suspend the registration of the charity or paid soliciting firm.  The Public Charities Unit compiles and disseminates comprehensive statistics on charitable activity in Connecticut as well as on the activity of paid soliciting firms, and receives and responds to complaints and inquiries from the public, businesses and law enforcement agencies.  

 XE "dcp39500 29126" Regulation of Occupational and Professional Licensing 

Statutory Reference

Chapters 382, 390, 391, 392, 393, 393b, 393c, 394, 396, 396a, 399b, 400b, 400f, 400g, 400h, 400i, 400l, 412, 416, 419e, 482, 734a, 735b, and 826
Statement of Need and Program Objectives 

To protect Connecticut citizens from health and safety hazards, and from unsafe or unscrupulous practitioners, by administering a professional licensing procedure that assures only qualified, competent individuals are licensed in the occupational trades and in several professional licensing categories.  To protect public health and safety through the enforcement of licensing obligations for numerous occupational and professional trades.

Program Description 

Objectives are achieved through the integration of three agency business functions into a comprehensive action plan.  These activities include:  

Enforcement     The major responsibilities and activities of the Occupational and Professional Licensing Division include the administration of laws for approximately 88,000 licensees within approximately 33 areas and, where applicable, the administration of nationally standardized examinations as approved by each licensing board.  License categories handled by the division include, but are not limited to, plumbers, pipefitters, steamfitters, elevator repairers, well-drillers, real estate salesmen and brokers, real estate appraisers, interstate land sales, architects, professional engineers, land surveyors, landscape architects, interior designers, mechanical contractors, television and radio repairers, major contractors, public service technicians, home inspectors, automatic fire sprinkler system layout technicians, mobile home parks, glaziers and pool and spa repairers.  The division ensures that applicants for licensure possess the required education and training by testing for specific knowledge of the licensed fields.  It conducts inspections at worksites to ensure that all workers are properly licensed, investigates consumer complaints regarding the occupational and professional trades, and visits the business locations of various license holders to examine their records.  The division provides financial relief to consumers from fraudulent activities through its administration of the Real Estate Guaranty Fund.  

Boards, Commissions and Councils    The division provides administrative support to, and works closely with, numerous licensing boards, commissions and councils to administer and enforce laws regarding eligibility for licensure, and to develop and administer testing procedures that determine competency.  These boards include the following:   Plumbing and Piping Work Examining Board;  Heating, Piping and Cooling Work Examining Board;  Electrical Work Examining Board;  Elevator Craftsman Work Examining Board;  Fire Protection Sprinkler Work Examining Board;  Automotive and Flat Glass Work Examining Board;  Home Inspector Licensing Board;  Architectural Licensing Board;  State Boards of Examiners for Professional Engineers and Land Surveyors;  State Board of Landscape Architects;  Real Estate Commission;  Real Estate Appraisal Commission;  Board of Examiners of Shorthand Reporters;  Major Contractor Advisory Council;  and Mobile Manufactured Home Park Council. 
Information and Referral   The division responds to inquiries from citizens and licensees who are seeking information about licensing requirements, fees, state and local laws, licensees and related items.  The division also provides speakers and materials to special interest groups, civic and professional organizations and schools to further the public education and outreach efforts that are a key component of its enforcement activities. 

 XE "dcp39500 14000" Management Services 

Statutory Reference

Section 21a-11  

Statement of Need and Program Objectives 

To coordinate and administer policies and programs designed to provide consumer protection to the general public through licensing, investigation, inspection, regulation, enforcement and education.  

Program Description 

The nature of the department's responsibilities demands constant vigilance against unexpected as well as ongoing health, safety and product-related problems.  This is best accomplished by programs designed to prevent marketplace problems.  Above all, it requires the ability to mobilize staff and resources in order to respond immediately and efficiently to food, drug, product safety and economic violations that threaten the physical and financial well-being of the citizenry.  Six distinct areas comprise Management Services.

The Office of the Commissioner sets the agency's course by identifying priorities and by anticipating marketplace problems.  Policy directives, often influenced by federal or multi-state activity, are tailored to the needs of Connecticut's marketplace and are issued to the agency's division directors for study and action.

The Office of Communications and Education is responsible for providing relevant information to the public and alerting citizens to consumer news.  This includes preparing and distributing press releases and public service announcements designed to increase public awareness of unsafe products and deceptive trade practices, and disseminating information regarding product recalls, embargoes, tampering and contamination through all available media resources.  The office maintains the department’s website and works with other governmental agencies, professional associations, business organizations and consumer groups on consumer protection issues.

The Legal Services Office provides in-house legal support services through administrative enforcement actions such as formal hearings, compliance meetings, agreements containing consent orders, voluntary assurances, investigative demands and subpoenas.  Investigations conducted by the divisions within the Department are referred to the Legal Services Office for action.  This office is involved in enforcement of all regulated areas including home improvement, liquor control, occupational & professional licensing, food, weights & measures and drug control.  The attorneys in the Legal Services Office are also involved in drafting legislation, regulations and declaratory rulings.  They provide daily guidance to agency staff and respond to inquiries from consumers, licensees and outside counsel.

The License Services Division processes all licenses, permits, registrations and certificates issued by the department.  During FY2006, the issuance of approximately 211,000 licenses in 208 different categories generated more than $22 million in revenue for the State of Connecticut. 

The Administrative & Accounting Services Office administers consumer restitution funds and accounts receivable activity.  It also provides financial and administrative support services to the agency.

The Technical Systems Unit provides information technology support services to the agency. 
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