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Mecklenburg County’s Customer Focus Positions it for a Tough Economy, page 2 of 2 

 “Using the balanced scorecard 
has helped us identify our 
priorities and any reductions in 
spending will be made in the 
context of those priorities.” 

 - County Manager Jones 

Continued from page 1 
Complete results are outlined in the county’s recently released 2008 Performance 
Report.  The county is now a model of transparency, releasing its annual performance 
results on its Web site, at county offices and libraries, and in local media. 
 
The county’s profound transformation and success has earned Mecklenburg County the 
Award for Excellence from the Balanced Scorecard Institute in Cary, NC.  The 
Balanced Scorecard Institute chose Mecklenburg County as an award recipient 
because, said CEO Howard Rohm, “in translating plans for the future into actions for 
today, this organization has done everything right.  Using our balanced scorecard Nine 
Steps to Success Planning and Management System™, Mecklenburg County built an 
enduring framework for profound transformation, guaranteeing future success.” 
 
The balanced scorecard approach has helped the county prepare for tough economic 
times.  In past downturns, the county had implemented cuts across-the-board and 
eliminated vacant positions, often with unintended consequences.  One year, several 
vacant positions in the county’s Tax Collector’s Office were eliminated, leaving the 
county without enough staff to handle an increase in questions from tax payers or to 
process tax payments.   
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About Mecklenburg County, NC 
Mecklenburg County is the largest county in 
North Carolina and the most urban.  The 
county, which includes the city of Charlotte, 
has approximately 880,000 residents and 
continues to grow at about 3% a year. 
 

“Now, any decisions about budget and funding will be made with a full understanding of the impact that they will have on 
our service to Mecklenburg County residents and on our long-term goals for the county,” said County Manager Jones.  
“Using the balanced scorecard has helped us identify our priorities and any reductions in spending will be made in the 
context of those priorities.”   
 
Given the current economic climate, Jones was asked if the county will be able to achieve all of its ambitious goals for 2015.  
“We feel very good about what we’ve accomplished so far, and we’re realistically optimistic,” said Jones.  “We’re optimistic 
that we’ll achieve our goals, but realistic that it’s going to be a difficult task.” 

 
©2008 Balanced Scorecard Institute.  All Rights Reserved. 

About the Balanced Scorecard Institute 
The Cary, NC based Balanced Scorecard Institute, 
provides training and consulting services to commercial, 
government, and non-profit organizations in applying best 
practices in balanced scorecard, strategic performance 
management and measurement, and transformation and 
change management.  For more information, call (919) 
460-8180 or visit www.balancedscorecard.org. 
 

Other transformation awards received by the County: 
• 2003 Achievement Award for Mecklenburg County’s 

Managing for Results Initiative  (National Association of 
Counties) 

• 2005 City & County Performance Management Award  
(The Performance Institute) 

• 2004 Achievement Award for Mecklenburg County’s 
Program Review (National Association of Counties) 

• 2007 NACIO Awards of Excellence for Mecklenburg 
County’s 2006 Annual Performance Report  (National 
Association of County Information Officers) 
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