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Overview 
Asset and Facility Management (AFM) is comprised of Design and Construction Project Management, Facility 
Maintenance and Operations, County Security Services, Real Estate Management, Fleet Services, and Courier 
Services. 


FY20-FY22 Strategic Business Plan Update 


• COVID-19 related work: 
o Five hotels are under lease in response to the needs of Public Health, homeless shelters, and first 


responders.   
 


• Design and Construction Capital projects:   
o Government District  


 Charlotte Mecklenburg Government Center Renovations: Design - 100% complete.   
o Community Resource Centers – Northeast and West 


 Northeast CRC: Design – 40% complete.   
 West CRC: Land acquisition – pending resolution of library site 


o David B. Waymer Recreation Center Gym Renovation:  Construction – 95%  
o Eastway Regional Recreation Center:  Construction – 85% complete 
o Northern Regional Recreation Center:  Construction – 10 % complete  


 
• Facility Maintenance and Operations projects: Construction contracts were bid and awarded for the Kuralt 


Center Accessible Parking Spaces, Tuckaseegee Recreation Center Emergency Generator Installation, and 
Mint Hill Library Carpet Replacement. Consultants were selected for Spirit Square Exterior Envelope Repairs 
and Ray’s Splash Planet Large Slide Concrete Repair. 


 


Key Performance Indicators 
Ninety-five percent of Construction and Capital Reserve projects have been completed on schedule over the 
past 12 months (through April 2020). 
  


 
 
  


 
 
 
 
 


 
 
  
 
 


 
Context for Key Performance Indicators 


Fifty-seven Construction and Capital Reserve projects were completed over the past 12 months (through 
April 2020). A listing of projects completed in April includes: 


McAlpine Creek Greenway-Sardis to Providence, Land Use and Environmental Services Agency (LUESA) 
Parking Lot Seal Coat and Re-stripe, Former Civil Courts Building Pedestrian Bridge Repairs, Former Intake 
Emergency Generator Replacement, CCOB Elevator Modernization, Detention Central Pod Renovation and 
ImaginOn Concrete Sidewalk Replacement.   
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 Overview 
 


During the month of April, elections staff continued to work remotely. Staff were enrolled in and began 
completing multiple Security Awareness Training modules through the State Board of Elections.  Also, 
during that period, the Board of Elections processed 375 valid absentee ballot requests for the November 
General Election. Additionally, 27 Mecklenburg County streets and their accompanying jurisdictions were 
added to the voter registration database. 


FY20-FY21 Strategic Business Plan Update 


In keeping with our Strategic Plan, during the month of April, the department’s Public Information Team 
continued keeping voters of Mecklenburg County informed through our continuous updates on our website 
as well as by phone and email. 


 


 


 
Key Performance Indicators 


During the month of July, the BOE processed 4,982 changes of information, 1,867 duplicates and 3,942 new 
registrations for a total of 10,791 voter transactions.   
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Overview 
 


In April 2020, the Library continued to improve lives and build a stronger community through programs, services, 
partnerships and more.  


FY 2020 - 2022 Strategic Business Plan Update 
 
GOAL 1: Increase access to resources, knowledge, and services to broaden economic opportunity 
• Expanded online chat service hours, which are available from Monday to Friday, from 9 a.m. – 6 p.m. to 9 a.m. – 


9 p.m. to provide longer service hours for customers and assigned additional staff to meet the increased demand 
of ‘live’ instruction for resources. 


• Posted nearly 500 community jobs on the Library’s Job Board and evaluated 20 resumes via one-on-one sessions 
and online submissions. 


• Provided in-depth content for programs, services and digital resources, resulting in more than 30,000 social 
media engagements, including high viewership during live storytimes hosted on the IMG Facebook page. Social 
media is up 56% year-over-year (YoY). 


• Distributed nearly 1.7 million emails (approximately 425,00 weekly) to: active cardholders, inactive cardholders 
(dormant activity for 12+ months), ONE Access cardholders and Mecklenburg County/City of Charlotte 
employees, achieving an open rate of 20% while driving 383,400 click-throughs to the Library’s website. 


• Promoted digital resources and courses to the community through web promotions, emails and social media, 
resulting in significant YoY increases for the following: kanopy (movie and documentary streaming) 1,616% (411 
to 7,056); Universal Class (online courses) 126% (2,217 to 6,354), OverDrive/libby (ebooks and audio books) 44% 
(81,068 to 116,483) and Charlotte Observer - newsbank 73% (12,679 to 21,902). 


• Highlighted lynda.com instructional videos and training as part of an ongoing monthly digital resource campaign 
targeting inactive customers, as well as through Library emails and social media. As a result, lynda.com total 
views increased YoY by 96% (19,939 to 39,030) and logins increased YoY 50% (3,812 to 5,723) and month-over-
month by % (4,019 to 5,723). 
 


GOAL 2: Improve educational outcomes 
• Transitioned from in-person to virtual English and Spanish storytimes for children via social media and recorded 


more than 3,300 attendees and more than 47,000 views. 
• Created and launched 126 virtual adult programs with 1,210 attendees who attended sessions ranging from one-


on-one resume help to podcasting to ‘booking a librarian’ to book club meetings. 
 


GOAL 3: Establish the Library as public commons  
• Featured in WCNC and WFAE news segments, showcasing Library makerspace staff who created more than 1,000 


face shield clips for the medical community using Library 3D printers at-home.  
 


GOAL 4: Increase organizational capacity, excellence and sustainability 
• Launched an employee Project Board where telework projects were posted and then assigned to staff each 


week. In the first two weeks, 124 projects were created with 112 staff. Projects included development of 
employee training and orientation programs, creation of online and virtual programming standards and 
procedures, photography cataloging and tagging, and re-opening safety and security phase plan development. 


• Hosted first virtual employee Town Hall meeting to discuss Library operations during the COVID-19 closure. More 
than 270 employees attended, and hundreds more viewed the recorded version. 


• Announced the renaming of Beatties Ford Road Regional Library to Allegra Westbrooks Regional Library – 
Beatties Ford Road. The celebration is postponed until a later date to be announced.  


• Continued maintenance projects at Library locations, including an ADA sidewalk painting to enhance slip-free 
pedestrian access to Morrison Regional and the Myers Park parking lot repaving. 


• Received record-high Library Giving Day donations of $25,000 through the Library Foundation during National 
Library Week from more than 237 donors, including 134 new donors.  
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Context for Key Performance Indicators 
 


• Total Circulation was down 2.6% YoY. This is due to the closure of the Library on March 17, 2020 and the 
pause of print circulation materials. 


• Total Digital Circulation increased 15.5% YoY. 
• Attendance for Pre-K to Third Grade programming is up 2.3%. Note: attendance is for online programming 


views. Results are subject to change as programs remain available online. 
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Overview 


Community Support Services’ COVID-19 Response 


• Throughout this COVID-19 pandemic, the Veterans Services Division has had to adapt quickly to two
major changes: the passing of Division Director Janene McGee, and the closure of the main office and
Community Resource Center office at the Valerie C. Woodard Center.


• Division staff began contacting clients to follow-up on the status of their benefits with the U. S.
Department of Veterans Affairs (VA). Clients were told that staff is still available to assist them to
navigate the VA's system. The benefits process will be accomplished by email, telephone and fax.


• Veterans are being encouraged not to file any new claim while the Veteran Services Officers are out of
the office. Instead, veterans are to request an 'Intent to file' with the VA by phone or through their E-
benefits system. This will give the veteran one year to file their claim and allow the Veterans Services
Division to help the veteran to develop their claim after the offices reopen.


• Veterans Services Division staff helped fulfill the staffing needs at the County's Isolation/Quarantine
Hotel. These hotels provided shelter to individuals and families experiencing homelessness as they
awaited their COVID-19 test results.


• For more information on the Veterans Services Division operations during the COVID-19 response,
please contact Interim Veterans Services Division Director Ronnie Devine at 704-621-7419 or
Ronnie.Devine@MecklenburgCountyNC.gov.


FY2020-2022 Strategic Business Plan Update 


Goal 4: Decrease the number of homeless households by the end of 2022 as a partner in the community 
goal to end homelessness. 


• There has been an increase in the number of families seeking hotel assistance due to COVID19.  In
response, CSS is leading hotel eviction prevention efforts by screening callers from NC211 who are
reaching out for hotel assistance.


• The intention of this project is to prevent families from entering or reentering the homeless system.
• CSS staff are triaging and referring for case management and financial assistance.  This work is done in


partnership with the Department of Social Services (DSS), Charlotte-Mecklenburg Schools, and other
community partners.


• Since this project began at the end of September, CSS has screened and referred over 256 households,
accounting for nearly 550 people.


• For more information, please contact Business Manager Karen Pelletier at 704-430-6225 or
Karen.Pelletier@MecklenburgCountyNC.gov.



mailto:Ronnie.Devine@MecklenburgCountyNC.gov

mailto:Karen.Pelletier@MecklenburgCountyNC.gov
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Key Performance Indicators 


Indicator January February March April FY20 YTD FY19 YTD YTD Change
Meals Served 2,099       2,199          1,657        1,071         20,990     20,089     4.49%
Shelter+Care hhlds. 230 232              235           235            232           238            (2.52%)
Claims Filed 345 314              213           0 2,791       3,344        (16.54%)
NOVA (Intakes) 20 17                10              0 243           377            (35.54%)
DV Adults (Intakes) 45 42                27              0 402           480            (16.25%)
DV Children (Intakes) 21 42                18              0 256           287            (10.80%)  
   


 
 


Context for Key Performance Indicators 
  


1. Meals Served by the Homeless Resource Center, which provides space to ministries and community service 
organizations that serve meals during evening and weekend hours to individuals and families experiencing 
homelessness. Variation is due to the transient nature of the target population.  The reduction in the number 
of meals served has been attributed to the increase in other agencies also providing meals.  
  


2. Shelter+Care hhlds is the number of households receiving rental assistance in the Shelter Plus Care (S+C) 
program. S+C is a HUD- and county-funded Permanent Supportive Housing program, which links housing with 
supportive services to move individual adults, or adults with families, who are homeless, have a disability, and 
a low-income, to permanent housing. Rent and utilities continue to be paid on time and housing stability 
maintained for over 230 clients. 
 


3. Claims Filed by Veterans Services help eligible military veterans and their families develop and file benefits 
claims to the U.S. Department of Veterans Affairs (VA), the Department of Defense, state and local agencies.  
This number is lower than previous months because this service was suspended due to the COVID-19 situation. 
A Veteran in crisis or concerned about one, can reach out to the Veteran Crisis Line by calling 800-273-8255 and 
pressing 1 or by texting 838255. Veterans may submit a VA claim or check the status of their claim by visiting 
www.ebenefits.va.gov. VSO service officers began contacting clients to follow-up on the status of their benefits 
with the VA and help clients understand that the office was still there to assist them to navigate the VA's system, 
but now the benefits process would be accomplished by email, telephone and fax. 
 


4. NOVA (Intakes) is a state-certified service, which provides assessments and psycho-educational accountability 
groups to individuals identified by the court system as batterers.  The majority of the intakes are court referrals; 
fluctuations in intake counts are driven by the criminal court system locally. This number is lower than previous 
months because this service was suspended due to the COVID-19 situation. As of May 14, 2020, NOVA is using 
Zoom to provide virtual psychoeducational groups for domestic violence offenders. 


 
5. DV Adults (Intakes) provides trauma-informed individual and group counseling to adult victims of domestic 


violence, including bilingual/bicultural counseling for Latin American victims, and ancillary services to Work First 
and Child Welfare clients in domestic violence situations. This number is lower than previous months because 
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this service was suspended due to the COVID-19 situation. Individuals needing mental health crisis support are 
able to contact Mecklenburg County Mobile CriSyS at 704-566-3410.  For domestic violence, sexual assault, or 
parenting crisis support, individuals can contact the 24-hour Greater Charlotte Hope Line at 980-771-4673. 


 
6. DV Children (Intakes) provides trauma-informed individual and group counseling to child witnesses of domestic 


violence (ages 2-18) and teen victims of dating violence. This number is lower than previous months because 
this service was suspended due to the COVID-19 situation. Individuals needing mental health crisis support are 
able to contact Mecklenburg County Mobile CriSyS at 704-566-3410.  For domestic violence, sexual assault, or 
parenting crisis support, individuals can contact the 24-hour Greater Charlotte Hope Line at 980-771-4673. 
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 Overview 
In April, the County Assessor’s Office was featured in an article in the monthly Fair and Equitable Magazine. The article 
highlighted the 2019 revaluation process. The Board of Equalization and Review (BER) convened this month over Skype. 


 


FY20-FY22 Strategic Business Plan Update 


• During the month of April 2020, the internal Business Analyst worked closely with internal teams to setup 
correspondence folders for the batch mailings. The team supported the County Assessor’s Office (CAO) employees to 
resolve technology issues as employees worked remotely. 


• The Real Property team mailed new construction and exemption notices on April 3 with an appeal deadline of May 4. 
The notices advised the customers of a newly adjusted assessed value or a decision affecting its assessment. There were 
approximately 26,900 new construction notices and 580 exemption notices mailed. 


• The Real Estate staff utilized the internet and software to virtually canvass properties throughout Mecklenburg County, 
and worked on BER and PTC appeals.  The team continued to accept and review exemption applications, answered 
customer calls and emails.  The revaluation appraisers continued to work on the 2023 countywide revaluation. 


• The personal property team mailed 9,506 GAP bills remotely (registered motor vehicle bills for the months between the 
ending of the last vehicle renewal cycle and the actual renewal date for the current cycle if there is a “gap”). The team is 
continuing to work on annual billing. 


 Key Performance Indicators since January 1, 2019  
Annual Monthly  % Y-T-D 


Number of Property Tax Commission (PTC) appeals  740 157 21.21% 
Number of informal appeals 129,520 0 0.00% 
Number of informal appeals closed 29,520 0 0.00% 
Number of formal BER appeals (includes schedule & unscheduled) 29,961 8 0.00% 
Number of formal BER appeals closed 2019 9955 3 0.00% 
Number of telephone calls 61,343 0 0.00% 
Website Traffic (page visits) 1,009,611 53,433 35.29% 
Commercial canvassing 10 0 40.00% 
Residential canvassing 1,518 0 50.00%  
1Annual number adjusted because of voided informal appeals and duplicate requests. 
2.Total appeals received includes all formal appeals requests. 
3February 2019 (98,527), March 2019 (79,097), April 2019 (72,779) 
4Commercial canvassing for this month (0/23,266= 0.0%). Canvassing for calendar years [2015] 12,854, [2016] 11,439, [2017] 11,746, and 
[2018] 361. 
5Residential canvassing for this month (0/346,438=0.0). Canvassing for calendar years [2015] 36,185, [2016] 40,075, [2017] 97,861, and 
[2018] 54,571. This process involves inspecting every home in the designated neighborhood, measuring the exterior walls, identifying 
building elements, and verifying the interior of the home if possible. 


Note: The 23,266 and 346,438 totals reflect the total parcels in Commercial and Real Property as of January 1, 2019.  


 
Context for Key Performance Indicators 


• There were 35 State Property Tax Commission (PTC) appeals closed and 705 appeals waiting for a resolution.  
 


• The Assessor’s Office closed the informal appeals in September 2019 that were mailed on January 23, 2019. The total 
closed were 29,520 informal appeals.  
  


• Residential canvassing count for this 2019 calendar year is as follows: Jan=704, Feb=3,475, Mar=2,872, and Apr=3,162. 
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Key Performance Indicators 


Department Unit Measure 
Annual 
Target Performance 


Forensic Evaluations Diversionary Screenings/Eligibility Assessments (Monthly) 40/month 56 
JCPC Total Juveniles Served (YTD) 100% 68% 
Pretrial Services Public Safety Rate (YTD) 90% 93% 
Re-Entry Services Total Post-Release Offenders Served (YTD) 250 249 
Research and Planning Number of Projects Requested (Monthly) Baseline 0 
Recovery Courts Retention Rate (YTD) 60% 100% 


 


Overview 
 


• Recovery Court held a virtual graduation for 14 clients on April 8. The S.T.E.P. Program for Recovery Court participants 
is designed to break the cycle of addiction that gives rise to repeated law-breaking episodes. Graduation from Recovery 
Court means that an individual successfully met all requirements for the program and are finished with their court 
involvement.  


• The Mecklenburg County Juvenile Crime Prevention Council (JCPC) is a statutorily authorized advisory board charged 
with reviewing the needs of juveniles who are delinquent or at-risk of becoming court-involved, assessing local service 
needs, and presenting an annual service proposal to the Board of County Commissioners. Due to COVID-19, the JCPC 
has transitioned to virtual meetings. 
 


FY20-FY22 Strategic Business Plan Update 
 


• In order to better facilitate cross-unit case management and collaboration, Criminal Justice Services (CJS) staff 
have been working with Information Technology Services to develop a “Single View” feature in CRM that links 
clients across units. This will allow for increased collaboration and coordination of services for clients who engage 
with more than one unit within CJS.  


• The Forensic Evaluations Unit has been working with Recovery Court staff to coordinate pre-petition services for 
FIRST cases and has been providing referrals for Pretrial Supervision clients that are experiencing mental health, 
substance abuse, and/or homelessness issues. 


• Recovery Court has increased case management contact with clients by 180% between March and April. Both 
case management and treatment sessions have continued to be held virtually for clients.  


• Re-Entry Services has been able to assist a total of 93 clients so far this fiscal year. The year-to-date total number 
of beds available to CJS clients has increased 73% (from 60 to 104). 


                   
                   


  


 


Context for Key Performance Indicators 
• Beginning in FY18, the Pretrial Services Public Safety Rate was modified to bring it in line with both best 


practices and the existing public safety rates for two other CJS units. The calculation is now a proportion of 
all year-to-date closed cases that were not rearrested for a new charge while on supervision, rather than the 
proportion of the average active caseload that was not rearrested for a new charge while on supervision.  


• While CJS does not directly oversee the Mecklenburg County Juvenile Crime Prevention Council (JCPC), CJS 
does provide support to the JCPC and as such has provided a performance measure in this report. This 
measure is a year-to-date percentage of the total juveniles the JCPC programs are contracted to serve. 


• Retention Rate (YTD) of the Recovery Courts is a result of the duration most clients remain active during the 
program with a minimum time-period being 12 months. A one-year retention rate indicates the percentage 
of participants who, exactly one year after entering drug court, had either graduated or remained active in 
the recover court program. The longer the participants remain active in the program, the higher the 
retention rate is. (N=131 April 2020) 
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Overview 
With the enactment of the Governor’s Executive Order No. 121: Stay at Home Order and Strategic Directions for NC, the 
Child Support Services Training Unit has implemented a training strategy which maintains a safe environment for staff yet 
continues to meet the training needs of the Division.  On April 20, 2020, the Training Unit began virtual classroom module 
and refresher trainings. The Senior Quality and Training (Q&T) Specialist and Q&T Manager provide policy and procedure 
training for the January trainees, and the Q&T Specialists provide virtual classroom refresher and reports training for staff.  
In addition, the Training Unit provides weekly tipsters via email, virtual presentations, and one-on-one assistance via Skype, 
Microsoft Teams, phone calls, and email.     


Moving from the crisis response phase, the Department of Community Resources (DCR) Senior Executive Team is focusing 
on next steps in the crisis recovery phase.  Asset and Facility Management (AFM) and Public Health will be evaluating the 
department’s two office locations for physical distancing, protective shields, lobby reconfiguration, and floor markers.   


FY20-FY22 Strategic Business Plan Update 
Goal 1: Health & Human Services (HHS) Integration: Improve resident well-being through a coordinated 
approach to service delivery 


The Department of Community Resources (DCR) has begun laying the groundwork for a new program, MeckSuccess, to be 
implemented in FY21. The program goal is to disrupt the intergenerational cycle of poverty for young families with children, 
utilizing an evidence-based approach called Economic Mobility Pathways (EMPath).  


EMPath approaches case coordination through a coaching model derived from brain science, which offers an 
understanding of poverty’s impact on decision-making and self-confidence. Program participants are understood to be 
their own best advocates and will self-identify their current status and long-term goals in each of five key domains: health, 
family life, career, finances, and education.  


MeckSuccess Family Care Coordinators will perform the following services: link participant families to appropriate 
community resources based upon a holistic assessment of needs; support participants in developing action plans that work 
incrementally toward long-term goals; provide advocacy and accountability for progress in meeting these goals; and 
support participants in building strategies, skills, and habits that will allow families to gradually become independent of 
the program. On-going care coordination services will be provided to each family for up to two years, with more limited 
support available for up to five years. Expected program outcomes include: increased family self-sufficiency and well-being; 
increased household income, educational attainment, and employment; decreased reliance on public subsidies; and 
improved financial management skills. 


EMPath training for program leadership and staff will be conducted in June and July. Customer recruitment is expected to 
begin in fall/winter 2020. 
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Key Performance Indicators 
April 2020 Data 


TABLE A 
CRC Ticket Volume  


Jan Feb Mar 1 Apr 1 YTD 
FY20 


YTD 
FY19 


Total Ticket Volume 2 8,234 6,240 3,819 - 63,031 77,431 
Average Tickets Per Day 392 312 318 - 358 380 


 
TABLE B 
CRC Services Provided 3 


Jan Feb Mar Apr YTD 
FY20 


YTD 
FY19 


Child Support Services (Tickets) 221 186 121 - 1,720 1,730 
       
Community Partner 274 249 148  3,509 2,711 
    CPCC (Interviews) 4 25 13 7 - 130 - 
    CMS Lunch Express (Lunches) 5 - - - - 1,267 830 
    Charlotte Works (Tickets) 6 77 73 51 - 659 716 
    Novant Health (Tickets) 7 90 92 56 - 791 - 
    Promising Pages (Books Distrib) 8 82 71 34 - 662 1,165 
       
Community Resource Center 3,115 2,629 1,343 49 23,234 27,135 
    Cashier (Tickets)  70 78 45 - 523 322 
    Computer Lab (Customers) 9 952 824 335 - 6,381 6,249 
    Drop-off Documents (Tickets) 10 1,508 1,279 706 - 12,133 16,028 
    Food Pantry (Households Served) 11 489 345 220 49 3,335 3,078 


Food Pantry (Indivs Served) 1,240 780 556 135 8,142 7,526 
    Kid’s Corner (Children Served) 12 96 103 37 - 862 1,458 
       
Criminal Justice Services (CJS) (Tickets) 13 - - 2 - 2 - 
       
CSS - Veterans Services (Tickets) 14 226 165 117 - 1,895 1,929 
       
Dept of Social Services (DSS) (Tickets) 5,507 3,981 2,441 - 39,894 46,152 
    Emergency Services 15 216 140 63 - 1,681 2,536 
    Employment Services 16 141 82 48 - 858 1,242 
    Food & Nutrition Services 17 3,132 2,215 1,454 - 22,499 26,094 
    Medicaid 1,654 1,299 728 - 12,258 11,941 
    Program Integrity (Fraud) 18 30 20 8 - 152 105 
    Qualified Professional Substance Abuse (QPSA) 19 14 10 8 - 96 79 
    Work First 20 320 215 132 - 2,332 2,977 
       
Public Health 883 696 382 - 7,110 7,300 


Case Management for At-Risk Children (CMARC) 
(Customers Engaged) 21 


7 6 - - 23 - 


    Immunizations (Tickets)  188 71 67 - 1,457 1,190 
    WIC (Tickets) 22 688 619 315 - 5,630 6,110 
       
Unified Workforce Development (Participants) 23 34 40 40 50 50 - 


% Currently Employed 85% 83% 93% 74% 74% - 
       
Customers Accessing Multiple Services, Same Visit 1,169 929 515 - 8,182 6,347 


% Customers Accessing Multiple Services, Same Visit 15% 16% 15% - 14% 9% 
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Context for Key Performance Indicators 
1. The Community Resource Center (CRC) was closed to the general public March 18-April 30 in alignment with Mecklenburg 


County’s efforts to protect customers and employees during the COVID-19 pandemic. 
2. Most CRC customers check-in for their primary service at a kiosk and receive a printed ticket, and can be transferred to any 


other service(s) using their same ticket throughout the day. Total Ticket Volume indicates the number of customers who 
received a ticket. 


3. Table B indicates the number of customers who received each CRC service. Each customer can receive multiple services 
within a single visit. Prior to FY20, the Department Management Report indicated only the ticket’s initial service. Ticket data 
is captured in the Customer Relationship Management (CRM) Queuing System; all other data is collected manually. 


4. One or two days each week, a Central Piedmont Community College (CPCC) Education Navigator assists customers in 
exploring and moving toward a college/training program of their choice. CPCC service delivery at the CRC began in June 2019.  


5. During the summer months, any child or youth (ages 1 to 18) may receive free lunch at the CRC via the Charlotte-
Mecklenburg Schools (CMS) Summer Food Service Program. Reported data is for the entire summer program (6/12/2019 - 
8/9/2019; 6/14/2018 - 8/10/2018). 


6. In April 2020, community partner Charlotte Works provided employment opportunities to 14 customers; 9 obtained 
employment (64%), with salaries between $24,960 and $45,760.  


7. Novant Health’s community health team connects CRC customers with providers and other community resources, completes 
biometric screenings, and provides health education and patient advocacy. Service delivery at the CRC began in June 2019. 


8. DCR’s partnership with nonprofit Promising Pages provides a free book to every child visiting Kid’s Corner. The decline in the 
number of distributed books results from a decline in the number of children visiting Kid’s Corner. 


9. The majority of Computer Lab customers (75% YTD) utilize the lab for assistance with DSS requests.  
10. Beginning in September 2019, customers requesting only a print-out of their Food & Nutrition Services (FNS) Recertification 


are fast-tracked to the Document Counter. This process was put in place to manage high volume and to decrease customer 
wait times. Year-to-date, Document Counter has accepted 642 recertifications. These tickets are grouped in the table with 
other FNS tickets. 


11. On-site Food Pantry provides two-day emergency supplies of food (and other items, when available) and referrals to Loaves 
& Fishes for seven-day emergency supplies of food. With the CRC closed to the public March 18-April 30, the Food Pantry 
provided only seven-day referrals. 


12. Kid’s Corner provides free drop-in, short-term care for children ages three to eight while parents, guardians or caretakers 
participate in applications for, or receipt of, services at the CRC. Employees who staff Kid’s Corner and promote it to 
customers are reassigned to other areas during periods of high volume or staff shortages, leading to a decrease in children 
served YTD. Customer volume in the Kid’s Corner also declines when school is in session. 


13. Effective February 25, 2020, Criminal Justice Services (CJS) clients are able to contact their case manager via videoconference 
while onsite at the CRC, eliminating the need for clients to travel to the respective CJS agencies. 


14. Community Support Services (CSS) provides support to Veterans through its Veterans Services Division. 
15. Emergency Services provides assistance paying housing and utilities to eligible families experiencing a financial emergency. 


The decline in tickets results in part from a change in the contract between DSS and Crisis Assistance Ministry (CAM), 
redirecting customers directly to CAM for emergency services. 
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16. Employment Services provides Work First Family Assistance customers with resources to assist them on their path to self-
sufficiency. Services include basic education, skills training, child care, transportation, job coaching and mentoring. 
Caseworkers often provide services in the community to accommodate clients working or participating in job readiness 
activities. 


17. Food & Nutrition Services provides food assistance (“food stamps”) to households with limited income and resources.  
 


18. The Program Integrity Unit (Fraud) investigates possible fraud/abuse of public assistance programs and recoups 
overpayments.  


19. Qualified Professional Substance Abuse (QPSA) assessments are provided by appointment through Anuvia Prevention & 
Recovery Center.  


20. Work First is North Carolina’s Temporary Assistance for Needy Families (TANF) program. Families with minor children receive 
cash assistance, Medicaid coverage, and short-term training and services to increase parents’ chances of employment. 


21. Case Management for At-Risk Children (CMARC), formerly Care Coordination for Children (CC4C), supports families with 
children at high risk for developmental delays by addressing barriers to care. Services are provided in the client’s home or at 
other locations in the community. In October 2019, a CMARC case manager began engaging customers in the CRC lobby two 
days per week to provide information and answer questions about the program and its services. CMARC did not visit the CRC 
in March or April 2020. 


22. The Women, Infants and Children (WIC) program is a supplemental nutrition program which serves to safeguard the health 
of low-income women, infants, and children up to age 5 who are at nutritional risk. Services include nutrition counseling, 
vouchers for nutritious foods, and assessments. 


23. Mecklenburg County’s Unified Workforce Development Program serves clients who face barriers to employment by 
providing rapid employment, individualized support, and long-term retention services. The program transferred to DCR in 
FY20. The number of active participants is reported year-to-date. 


 


 


TABLE C  
HHS Mail Processing 24 


Jan Feb Mar Apr YTD 
FY20 


YTD 
FY19 


Total Outgoing Mail 71,462 56,756 59,582
 


51,341 557,459 504,994 
Child Support Services (CSE) 25 11,701 12,413 15,191 15,291 126,775 93,280 
Community Support Services (CSS) 447 216 111 524 2,992 987 
Dept. of Social Services (DSS) 26 46,586 39,851 39,198 32,061 378,193 398,747 
Public Health  4,924 4,276 5,082 3,465 41,695 11,980 
Other 27 7,804 - - - 7,804 - 


Context for Key Performance Indicators  


24. Full integration of the Health & Human Services (HHS) departments into the consolidated HHS Mailroom was staggered in 
FY19: Child Support Services in October 2018; Community Support Services (CSS) and Public Health in January 2019. In 
August 2019, the Mailroom added several other CSS and Public Health locations to its portfolio. 


25. Virtual mail processing volume for Child Support Services (CSE) increased in March and April 2020 as a result of 
accommodations for COVID-19. 


26. DSS outgoing mail volume fluctuates based on caseload.  


27. In January 2020, HHS Mail Services processed the mailing of W-2s for all County departments. 
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TABLE D 
Child Support Progress vs. State Targets, State Fiscal Year 2020 (SFY20) 
Data as of April 2020 
    


 


Context for Key Performance Indicators 
Child Support Services (CSE) continuously monitors its progress against State targets for the following five measures and 
implements strategies to meet State standards: 


28. Paternity Establishment is the number of children born out of wedlock with established paternity for the current fiscal year, 
divided by the number of children born out of wedlock during the preceding fiscal year. Context: paternity establishment is 
required so that a support order can be established and enforced. This measure is on track to meet the FY20 state target. 


29. Cases under Order is the number of cases in a caseload with support orders, divided by the number of total cases. This 
measure shows how much of the agency’s caseload is enforceable. Context: cases under order is dependent on orders being 
written and set up in the Statewide Automated Collection Tracking System (ACTS). This percentage is dependent on the 
number of cases in the agency’s caseload. The more cases in the caseload, the more cases with orders that are needed to 
meet the goal. This measure is not currently on track to meet the FY20 state target; however, 74.53% is the highest achieved 
percentage in Mecklenburg County Child Support Services history. A strategy has been implemented to increase the 
percentage of cases under order and will be adjusted as necessary.   


30. Current Support Collected* is the amount of child support collected, divided by the amount of support owed that is not 
past-due. This measure provides the basic outcome for Child Support Services, which is consistent and dependable support 
payments provided to families. This measure is on track to meet the FY20 state target.  The COVID-19 pandemic court closure 
and NC State non-enforcement of bank levies is having a direct impact on this performance target. Additional strategies 
related to garnishing Unemployment Insurance Benefits have been implemented to increase the percentage of current 
support collections. 
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31. Cases with Payments to Arrears* is the number of cases in which at least one payment on arrears occurred, divided by the 
total number of arrearages cases. This measure is on track to meet the FY20 state target.  


32. Total Collections* is the sum of current support plus arrears collected SFYTD, divided by the State’s recommended annual 
target in a single fiscal year. As of April 2020, CSE has collected $44,370,388.55 which is the numerator. The denominator is 
$52,286,476.67 which is also the year-end target. CSE is on track to meet the FY20 state target.  


*Context: current support collections, cases with payments to arrears, and total collections are cyclical throughout the year and 
are affected by variables such as unemployment, tax intercept, right-sized orders and ability to pay, to name a few. Total 
Collections in June 2019 was $52,286,476.67. 
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Overview 
 
Finance staff has successfully transitioned the vast majority of work to remote and identified efficiencies that will carry 
forward into the department’s new “new normal” as it begins planning to return to the office.  Finance was one of the first 
adopters of DocuSign—working with the Information Technology Services Department (ITS) to successfully transition grants, 
contracts, and other documents to electronic signatures—allowing faster processing of key documents remotely.  Staff are 
keeping up with training and team building through video check ins, sharing telework advice, and finding several CPE 
opportunities to keep up with technical training. The Front Office team has kept operations running smoothly, helping 
finance teammates solve over 90 remote work issues.  


 
The Finance Department continues to support our County departments and business partners as it responds to the COVID-
19 pandemic: 


• Under the direction of the County Manager, the Department has been working closely with Legislative Affairs to track all 
potential COVID-19 assistance and associated requirements and changing guidance.  The Department is working with 
other County departments to identify opportunities and maximize any potential offsets for COVID-19 related response to 
benefit our community.  


• The Department is tracking economic trends, Federal and state actions, and expenses.  These efforts continue to provide 
critical data to support County leadership decisions and public awareness of the County’s fiscal standing; 


• To support a plan for the Coronavirus Relief Fund, Finance coordinated submissions from departments to develop a 
recommended framework for utilizing the $39.2M and presented to the BOCC May 19; 


• The Department led efforts to secure Personal Protective Equipment (PPE) and hygiene supplies for County staff, 
including masks, gloves, disinfectant wipes, facial tissues, and hand sanitizer in support of County employees currently 
working in close contact with the public, and in preparation for the County’s phased return to the office.  


The Department continues to make progress on its FY2020 Strategic Plan initiatives: 


• Data integrations to develop interactive dashboards relevant at every level of the organization, easing tracking and 
reporting needs as well as providing an additional tool for future decision making.   


• MWSBE efforts to secure a subcontractor tracking solution by identifying County requirements and ensuring an efficient 
evaluation process.  


• Internal communications with continuous updates, training opportunities and partnering with HR to continue efforts 
relating to employee engagement.  


• Continuing to document operational processes and creating reference materials for future reference as well as a method 
to identify efficiencies.  
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Context for Key Performance Indicators 
Contract Compliance Reviews Completion Rate indicates the percentage of Compliance Review reports issued within 60 days 
of initiation.  In April, of the 9 reviews that were initiated, 9 reports were issued within 60 days.   
 


% of savings realized from procurement negotiations is the amount of money saved each month through procurement 
negotiations.  Sources of negotiated (hard) savings may be from: new contracts for the fiscal year; multi-year contracts for the 
current fiscal year; Request for Proposal Best and Final Offers; rebates; and other negotiated discounts during the solicitation 
process. Through April $946,192 in negotiated savings has been identified from contracts with a pre-negotiation value of 
$6,158,297. 


Key Performance Indicators 
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FY20 Contract Compliance Reviews 
Completion Rate


% Achieved Target


15.36%


Year to Date Procurement Savings


FY20-FY22 Strategic Business Plan Update 
 
MWSBE: Finance is leading technology Sub-Contractor Tracking Solution demonstrations and solution evaluations, to support 
improved MWSBE data, and program implementation. 


Improved efficiency through analytics:  developed an Excel PeopleSoft dashboard for COVID-19 personnel expense and leave, 
and recently completed a Budget-to-Actuals dashboard.  Work has begun on defining Procurement data and updating the data 
dictionary for improved data governance.  


Realizing the value of procurement: The department has begun implementing the recommendations made by the National 
Institute of Governmental Procurement, led by our new Procurement Director, Swainson Hall.  


Creating a learning organization: The department has been identifying and promoting virtual training opportunities for staff in 
the Finance at a Glance weekly communication to staff.   Recently, Finance partnered with OMB and HR to offer a virtual 
training to both Finance and HR staff entitled “Excel Best Practices” to demonstrate how to properly analyze data and work 
with Pivot Tables.   


Enhancing Communications: The Department prepared a COVID-19 MeckEDU training module for FIN staff and staff in other 
departments.  The MeckEDU module is based on information provided by the Centers for Disease Control and Prevention 
(CDC) and the World Health Organization (WHO) and is regularly updated to ensure staff have the most up-to-date 
information.    
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Overview 
Related to COVID-19, Human Resources (HRS) has: 


• Begun initial internal Return-to-Work planning for the department; a staggered approach for returning employees to the 
office, while not yet finalized, will follow best practices for health and safety. 


• Partnered with Information Technology Services to implement DocuSign for HRS, allowing for secure, electronic 
document signatures which benefits the environment and reduces the risk of COVID-19 transmission via paper. 


 
Other HRS Updates: 


• Coordinated with Department Directors regarding County policies and provided guidance on employee work locations 
during the Republican National Convention (RNC) in August. Employees previously identified for temporary relocation 
during the RNC will now likely telework due to the County’s experience in mobilizing the workforce due to COVID-19. 


FY20-FY22 Strategic Business Plan Update 
Goal 1: Improve Human Resources Service Delivery. 


• Human Resources has selected a new Background Screening vendor, Sterling, and is in the final stages of the contract 
approval process. HRS will soon begin working with Sterling to implement the new background screening services. 
Sterling will provide HRS with best-in-class background screening services at a lower cost per screening than the previous 
vendor. HRS anticipates full implementation by the end of FY21-Q1. 


Context for Key Performance Indicators 
HR is currently reviewing and updating its training courses, programs and related curriculum which has resulted in a decline in 
the number of learning hours and employees served.  


Key Performance Indicators 
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Overview 


Information Technology Services (ITS) is committed to serving the employees and residents of Mecklenburg County by 
helping them improve their lives and community. The department provides information technology services to all 
County departments to support their business operations and service delivery to the public. By leveraging information 
technology, Mecklenburg County ITS delivers enabling solutions that enhance the departments’ abilities to connect, 
engage and serve. 


In the month of April, Information Technology Services:  
 
• Provided technology support in response to the County’s COVID-19 needs: In the month of April, ITS  continued to 


provided mobile equipment and other technologies to support the ability for County staff to provide essential 
services remotely to adhere to the County and state  stay at home orders. In the Month of April, ITS:  
 


 Implemented WebEx to hold the County’s first virtual County Commissioner meeting, which included 
virtual public appearance, on April 7. All subsequent meetings have been held using WebEx technology to 
enable pubic and external agency viewership and participation.   


 WebEx was further implemented in the organization to meet the need for very large group meetings 
(between 250 and 1,000 participants) and public engagement.  


 WebEx was expanded into departmental areas such as Public Health, Public Information and Community 
Support Services, Code Enforcement, Human Resources, Criminal Justice Services and Park and Recreation.  


 ITS continued deploying laptops to essential staff in April. An additional 134 laptops were deployed to 
County staff for remote work capability.   
 


• Implemented DocuSign: In response to COVID 19, ITS worked with Finance to begin implementing DocuSign, an 
electronic signature solution, to ensure the continuity and security of executing County documents. In the month of 
April, ITS completed the install of DocuSign, coordinated training for Finance staff, and the County’s first 18 documents 
were prepared for eSignature capability using the DocuSign solution.  


 


Context for Key Performance Indicators 
• 4,212 tickets were resolved in April 


  
                        


Category of Incident 
Service Level Data 


Incidents closed 
within SLA 


Total number 
closed 


Percent closed 
within SLA 


Service Development 691 717 96% 
Technical Services  3,330 3403 98% 
IT Security Services 191 204 94% 


 Total 4,212 4,324 97% 
 


Key Performance Indicators 
• In April, Information Technology resolved 97% of incidents (i.e., tickets that come into Information Technology through 


MeckSupport, a call to 2HELP, or service record entered by staff) within the agreed upon service level agreement (SLA).  
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Key Performance Indicators – April 2020 
 


 
 
 
 
 


 
 


 
 
 
 
 
 
 
 
 
 
 


Audit Hours by Department Audit Hours by Department Risk Ranking 


 Overview 
The Department of Internal Audit provides the Board of County Commissioners, management, and key stakeholders independent and 
objective assurance and consulting for County programs, services, and operations to improve the accuracy, integrity, efficiency, and 
effectiveness of financial, operational, technology, and compliance activities.  


   FY20-22 Strategic Business Plan Update 
Goal 1 AUD.1 Effect Positive Change in the County’s Governance, Risk Management, and Control Activities: Strategy AUD.1.1.B—Develop 
and execute an optimal annual audit plan: Internal Audit began transition to remote only audit activities and adjusted its  audit plan as 
needed. The adjustment required postponing new audits, which require onsite activities, and continuing fieldwork and reports for the  
remaining nine assurance and technology audits. The department also reassessed its structure and promoted an internal candidate for a 
third audit manager position to improve the oversight and execution of the audit activities. AUD.1.4.C—Create a development plan to meet 
staff’s professional goals and the department’s mission and objectives—Staff provided all-day training on new audit management system 
and other development topics.  AUD.1.1.C—Provide County employees’ education on aspects related to governance, risk management, and 
control. Continue developing Fraud Hotline system and investigator training for all investigators and system users. 
 
 
 


Fraud Hotline Activity (Incidents Received) 
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Context for Key Performance Indicators 
Internal Audit strategically focuses on high- and moderate-risk departments, as well as audit efficiencies, to maximize the impact of audit activities. 
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Overview 
 
• COVID-19 has altered the education and outreach routine but Storm Water Services staff has risen to 


meet the challenge. In the Water Quality Education area, Deania Russo, Ashley Smith and John Wendel 
are producing weekly Facebook Live learning classes called Water Wednesday.  
 


• Mecklenburg County Air Quality (MCAQ) staff continue to measure good air quality conditions during the 
month of April. MCAQ has received numerous requests from media to comment on the extent of air 
quality improvement due to reduced driving during the stay at home order. In an effort to ensure that a 
robust analysis is completed, staff waited until the Mecklenburg County order expired and are now 
looking at a snapshot of the data during that time. Staff will also perform a similar analysis during each of 
the phases of re-opening under the state order. 


 
FY20-FY22 Strategic Business Plan Updates 


 
• It is anticipated that reduced gasoline tax revenue will impact Mecklenburg County Air Quality’s strategic 


plan goal for FY21.  This revenue funds the mobile sources staff and is also used for purchasing 
monitoring equipment. The reduction in revenue could delay equipment purchases affecting projects 
such as the Photochemical Assessment Monitor (PAMs) installation and smaller footprint monitor 
research. MCAQ will communicate more specifically about impacts by the beginning of the fiscal year. 
 


• Code Enforcement and Storm Water Services are on schedule with the EPS /EPR replacement (Electronic 
Plan Management Solution) to Accela. In April, design work focused on configuration, automation and 
reports. Deployment of the Accela solution is expected to be complete in February 2021. 
 


• Code Enforcement’s Live Remote Inspections program has completed the pilot program. Staff are 
working under an emergency rule set out by the North Carolina Qualification Board providing the 
authority having jurisdiction (AHJ) to use Live Remote as they see fit as long as the jurisdiction is meeting 
the North Carolina State Building Code. Staff are now creating policies and strategies as well as 
establishing a website platform to educate customers about these changes, how the program works, and 
how it can benefit their project.   


 
 
Air Quality 


• In April, 18 National Emission Standards for Hazardous Air Pollutants (NESHAP) notifications were 
received and reviewed. The FY2019 monthly average was 37. This decline is believed to be related to 
COVID/Stay at Home Order.  


 
• In April, there were 548 active operating permits for sources of air pollution in Mecklenburg County. The 


FY2019 monthly average was 547. 
 


 
 
 
 
 


Key Performance Indicators 
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Code Enforcement 
 


 March April FYTD 
Permits 


# of Permits Issued* 8,657 8,007 89,217 
 


# of Inspections Completed* 27,930 24,844 264,192 
Average Response in Days 1.14 1.11 1.36 
Percent Performed Within 3 Days of Request 99% 99% 99% 


 


# of commercial project plan reviews (medium and large 
sized)* 339 292 2,853 


Percent of commercial plans reviewed at or before 
scheduled review time 87% 92% 91% 


Percent of commercial plans reviewed under Code 
Enforcement’s direct control at or before scheduled review 
time (For the building, electrical, mechanical, and plumbing 
[BEMP] trades) 


87% 91% 84% 


Note:  The plan review process includes LUESA Code Enforcement, Land Development, Air Quality, GIS Addressing, and 
Environmental Health; Charlotte-Mecklenburg Utilities Department; City of Charlotte Land Development and Engineering, 
Urban Forestry, and Zoning Departments; City of Charlotte Planning Commission and Zoning Historic Commission; Town 
Planning Departments; Town, County, and State Fire Marshal’s Offices; State Departments of Insurance, Public Instruction, 
Facility Services, Child Day Care Centers, and Environment and Natural Resources. 
 


*The transition to working remotely began March 16, 2020. As a result, Code Enforcement stopped all work 
coming in for review. In-coming projects were halted while staff returned to work in an online environment. This 
created a lower number of projects for review.    
Projects scheduled for the latter part of April missed their scheduled dates, pushing the booking dates back in line 
with other projects for the next available date (May). The COVID-19 pandemic has created an environmental shift 
in conducting business and maintaining safety for our staff and customers.   


 
 


 Wait Times (in days) to Schedule Commercial Plan Review 
Medium and Large Projects 


Building Trade Electrical Trade Mechanical/Plumbing Trade 
Mar Apr FYTD Mar Apr FYTD  Mar Apr FYTD 
5.5 4 4.6 3.5 3.5 4.25 2.5 3 2.5 


Small Projects 
Building Trade Electrical Trade Mechanical/Plumbing Trade 


Mar Apr FYTD Mar Apr FYTD  Mar Apr FYTD 


2 3 2.3 2 2 2.1 2 2 2 
Express Review (Premium Service) 


Small Projects - All Trades       Large Projects - All Trades 
Mar Apr FYTD       Mar Apr FYTD 


6 6 7       6 6 7.6 
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Geospatial Information Systems (GIS) 


 March April FY20 YTD 
POLARIS application uptime (County’s real estate look up 
system) 99% 99% 


 


99% 


Website hits on GIS applications* 215,577 211,285 215,306 
GB of data downloaded from GIS applications 114.69 113.23 109 
Property ownership records processed* 4,727 3,186 4,032 
Number of deeds processed* 4,026 3,019 3,923 
Square feet of billed impervious data captured 152,490,979 153,984,799 139,069,612 


 
*Due to the COVID-19  pandemic, there’s been a decrease in real estate and permitting activity. GIS also has three 
vacancies (offers were made but hiring now on hold). Land Records began working remotely in April and had to 
work through a few connectivity issues impacting production. 
 
Solid Waste 
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Storm Water Services 
 
• In April, 36 land development plans were reviewed. The below graph represents the number of reviews 


completed for the five towns (Cornelius, Davidson, Matthews, Mint Hill, Pineville) and Mecklenburg 
County unincorporated areas.   
 


• In April, 97 percent of the submitted plans were reviewed within 21 calendar days. The service level 
indicator target is 94 percent reviews completed within 21 calendar days. 


 
 


 
Context for Key Performance Indicators 


Code Enforcement 
 


o Medium and Large Projects: In April, wait times for the Mechanical and Plumbing trade 
were up slightly and all other trades remained the same in comparison to March. The slight 
increase was primarily due to the department moving to tele-work operations. Staff had to 
establish home offices to make this shift successful. Overall, commercial projects vary from 
week-to-week or month-to-month within the submittal process and are within goals set by 
the Building Development Commission (BDC).          


o Small Projects:  Wait times had a slight increase in the building trade but the rest of the 
trades remained the same from the previous month.        
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o Express Reviews:  Wait times for small and large projects remained the same  as the 
previous month. All times are within goals set by the Building Development Commission 
(BDC).     
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OVERVIEW 
COVID UPDATE 
Medic’s transport volume continues to remain well below budgeted forecasts for FY ’20 as a direct result of the 
Covid virus.  The system is seeing an average of 143 fewer transports per day in May, which translates to a 
reduction in revenue of approximately $157K per day.  The Agency will finish the month of May having transported 
25% fewer patients than in April of 2019.  The impact of this decline on Medic’s FY ’20 revenue is currently 
forecasted at a loss of $3.7 million.  A visual representation of the decline in response volume can be seen on the 
Key Performance Indicator chart titled 911 Incident County by Fiscal Month/Year.  Medic leadership continues to 
work with Mecklenburg County to manage and refine the budget based on predictions.  
 
As of May 27 a total of four Medic employees, all frontline caregivers, have contracted Covid.  Three have fully 
recovered and returned to work; one remains out of work and is in the process of recovering while in isolation. 
 
While Medic currently has necessary resources on hand, consistent access to significant quantities of personal 
protective equipment (PPE) remains a genuine concern.  Supply chain issues, production shortages and overall 
competition in the global marketplace make access spotty and unpredictable for all in healthcare.  Agency 
leadership continues to collaborate with partners at the county, city and both hospital systems on a daily basis to 
improve access to N95 masks, source control masks and protective gowns.  Protocols have been adjusted at Medic 
in line with CDC guidelines to minimize PPE burn while maintaining a safe work environment for caregivers.  This will 
help ensure existing PPE will last as long as possible.         
 
EMS WEEK 2020: May 17-23 Proclaimed EMS Week in Mecklenburg County 
Emergency Medical Services (EMS) Week is nationally recognized as a time to honor the dedication of those who 
provide lifesaving support for the health and well-being of the community.  Medic’s care providers are prepared to 
encounter emergency situations every day, and now more than ever, it is important to express heartfelt thanks for 
the men and women of this Agency as they provide compassionate care to the residents of Mecklenburg County in 
the face of a global pandemic.  
 


A special nod of gratitude also goes out to the Mecklenburg Board of County Commissioners for officially 
recognizing EMS Week in Mecklenburg County with a proclamation citing “When the health of Mecklenburg County 
is threatened, emergency medical services remain at the frontline in selfless service to our community.” 


 
Context for Key Performance Indicators 


 


The data on the following page is presented in control charts.  Each dot represents a monthly average, count or 
proportion.  The middle green line is the average performance for the displayed periods, while the red lines are the 
upper and lower control limits. 
 
• Response time compliance performance goal is 90%. 
• Cardiac arrest survival is measured for patients that meet a nationally standardized case definition. 
• Patient satisfaction is determined using a random telephone survey of up to 200 transported patients per month. 


This results in a proportion which rated their overall quality of care as excellent. The target is > 65% excellent. 
• County cost per transport is based off of the total number of transports in a month divided by the monthly subsidy 


provided to Medic. 
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Overview 
In April, the Medical Examiner’s Office (ME) performed 63 autopsies. These included 39 (62 percent) autopsies of 
Mecklenburg County residents and 24 (38 percent) autopsies of residents of the five other counties within the ME’s 
regional catchment area. Of the 63 total autopsies, 27 (43 percent) were to rule out overdoses; 17 (63 percent) of the 
overdose cases were for Mecklenburg residents. There were also 12 (19 percent) cases related to homicide, 8 (67 
percent) were for Mecklenburg residents. 
 


FY2020-FY2022 Strategic Business Plan Update 


During the month of April, the ME’s Office continued its efforts to address the COVID-19 pandemic. The department 
instituted alternating schedules for staff to be in office and provided County laptops and cell phones to all ME 
Investigators and Pathologists for teleworking purposes which aligns to Goal 1, Objectives 1.1-1.3  of the Strategic 
Business Plan.  


 


 Key Performance Indicators 
 


Indicator Dec Jan Feb Mar FY20 YTD FY19 YTD Change YTD  
Death Investigations 213 216 231 250 2,051 1,965 4.4% 


Mecklenburg Autopsies 27 23 36 40 299 295 1.4% 
Regional Autopsies 14 17 15 25 170 176 -3.4% 
External Exams 56 44 56 58 526 468 12.4% 
Other Death Investigations  116 132 124 127 1,056 1,026 2.9% 


 
 


 
 Context for Key Performance Indicators 


 
• Regional autopsies are performed for Gaston, Cabarrus, Anson, Union, and Cleveland Counties. 


 
• External Examinations are cases in which the Medical Examiner evaluates the medical history of the decedent and 


performs an external physical examination to determine the cause and manner of death.  
 


• Other Death Investigations consist of storage cases, and any deaths reported to the office that do not fall 
under Medical Examiner jurisdiction.  Each case type requires a different level of investigation, but it is 
important that each one is carefully reviewed to determine the correct disposition. 
 


• Of the 65 total autopsies performed in March 30 were due to suspected overdoses (12 of the autopsies of 
Mecklenburg County residents were due to suspected overdoses). 
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Key Performance Indicators 


 


 


 


 


Small Business Concierge Apr 
FY20 
YTD 


Total Persons Reached 459 10,896 
Emails/Calls/Walk-ins/Appointments        427 5,051 
Community Outreach Total*                   32 5,845 


Webinar Coalition of Black Women 32  
   
   


Minority, Women and Small Business 
Enterprises Apr 


FY20 
YTD 


Total Persons Reached 2,124 14,622 
Emails/Calls/Walk-ins/Appointments        1,899 12,164 
Community Outreach Total*                   225 2,458 


CPCC Small Business Center Planning Team 17  
Griffin & Strong Disparity Study Public 
Hearing 6  


Charlotte Business Resource Partner 
Meeting  21  


MWBE Coordinator’s Network – Emerging 
Leader’s Roundtable 17  


CMGC Renovation Pre-bid 106  
North Mecklenburg Recycle Center Pre-bid 31  
Grady-Cole Electrical Modifications/HVAC 
Replacement Pre-bid 27  


   
   Capital and Credit Coaching Apr 


FY20 
YTD 


Total Persons Reached 450 3,525 
Emails/Calls/Walk-ins/Appointments        338 1,885 
Community Outreach Total*                   112 1,640 


Women's Business Center Webinar 39  
Urban League Webinar 37  
Commissioner Leake’s SBC Webinar 36  


Existing Industry Apr 
FY20 
YTD 


Clients Visited** 0 63 
New Clients 0 27 
Existing Clients 0 36 


Cases (service issues arising from client visits) 73 312 
Active Cases 15 99 
Closed Cases 58 213 


New Cases (included in count above) 13 73 
Ally Meetings (meetings with partners or 
resources who may assist OED or its Clients) 5 56 


   


 Overview & Strategic Business Plan Update 
The Board of County Commissioners’ five Economic Development Focus Areas are: 


1. New and Existing Business Growth 
2. Small Business & Entrepreneurial Growth 
3. Strong Communities and Neighborhoods 
4. Workforce Development 
5. Tourism, Arts and Culture 


 
Goal 2 of the department’s Strategic Business Plan is to “Expand participation in County purchasing opportunities for 
Minority, Women and Small Business Enterprises (MWSBEs) and other underutilized and disadvantaged businesses.” 
In the month of April, London D’s Catering was selected as the vendor to support the cafeteria at the Mecklenburg 
County Courthouse. London D’s Catering is 100% minority-owned and a Historically Underutilized Business (HUB) 
certified business. The owner has been engaged with several programs offered by the Office of Economic 
Development, including the MWSBE program, Capital and Credit Coaching, and the Small Business Concierge 
program. The owner also participated in the County’s Business Diversity Catering Event held in February to encourage 
greater use of MWSBE certified businesses in County operations. 


*Community outreach includes face-to-face meetings and virtual meetings in the month of April. 
**No client visits occurred in the month of April due to the impact of COVID-19 
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Other Economic Development Activity Apr 
FY20 
YTD 


Meetings held with prospective companies considering Mecklenburg County for 
relocation or expansion 2 10 


Business Investment Program grant invitations sent to prospective companies that 
have met program requirements 3 21 


Projects taken to the Board of County Commissioners under closed session 0 9 
Public hearings held for Business Investment Program grants 0 10 


Unemployment and Labor Force Trends 
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Overview 
To ensure that the Office of the Tax Collector (OTC) continues to be a valuable resource to all its customers, the OTC 
partnered with Customer Service Solutions, Inc. (CSS) to provide staff with customer service training in July 2019.  This 
interactive training focused on customer service principles and techniques to help staff effectively address taxpayer 
questions and concerns.  CSS later conducted secret shops where company representatives posed as OTC customers, 
interacted with staff, and documented their experiences.  Those experiences will be used in June 2020 during a follow-up 
training session that will be provided via Skype since the OTC is operating in a virtual environment.  This training will 
ensure that staff continue to maintain the techniques that were provided in 2019 and strengthen the already robust 
customer experience and service delivery.  


FY20-FY22 Strategic Business Plan Update 
In order to obtain its goal of maximizing tax collections, the Office of the Tax Collector (OTC) has continued to process 
payments.  However, the  COVID-19 state of emergency continues to impact  FY2020 collections.  For current year ad 
valorem taxes as of May 11, 2020, the total collections for Mecklenburg County surpassed the budgeted goal of 
$1,060,665,036.00 by $2,339,337.82. However, for prior year ad valorem taxes as of May 11, 2020, an additional 
$2,983,260.85 in collections is needed in order to meet the budgeted goal of $6,825,000.00.  The OTC will be unable to 
meet this goal due to the impact of COVID-19. Gross receipts taxes for room occupancy, prepared food and beverage, 
vehicle rental, and heavy equipment are all currently trending lower than at the same point in time in FY19. Prior to 
COVID-19, collections in these areas were on pace to exceed last year’s figures.  
 


 
 


 
 


Key Performance Indicators 
The collections indicators through March 2020 for Mecklenburg County taxes are the following:  
 


• Current Year Real Estate/Personal Property Tax Collection Rate: 98.71% 
 
• Prior Year Real Estate/Personal Property Tax Collection Rate: 12.93%* 


  
• Current Year Room Occupancy/Hall of Fame Tax Collection Rate: 95.87% 
 
• Current Year Prepared Food & Beverage Tax Collection Rate 94.24% 
 
• Current Year Vehicle Rental/U-Drive-It Tax Collection Rate:  93.53% 


 
*The prior year collection rate reflects the percentage of the total due for all prior years that has been collected 
in FY 2020.  
 
 
 
 


Context for Key Performance Indicators 
• The OTC has collected $1,080,775,854.17 in real estate, personal property, and registered motor vehicle 


taxes for the current year county net levy with $14,575,929.76 remaining to collect.   
 


• For the prior year county net levy, $4,897,146.16 has been collected in FY 2020. 
 


• The grand total of collections in FY 2020 for all years and all jurisdictions is $1,692,782,428.89 through  April 
30, 2020.  
  


• The OTC has collected 99.68 % of all Mecklenburg County taxes levied since April 2010.  This amounts to 
$9,838,246,322.41 collected and $31,150,398.70 uncollected. 
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Overview 
The mission of Park and Recreation is “enhancing community wellness through recreation, open space and natural 
resources.” The department facilitated many events during April of 2020 that positively contributed to its mission and 
reflected the three pillars of the National Recreation and Park Association (NRPA) – health and wellness, conservation 
and social equity.   
 
 


April Departmental Highlights 
 


Capital Planning  
The Sardis to Providence portion of the McAlpine Creek Greenway has reached substantial completion status. Wayfinding 
signage is currently underway. Site walks with consultants for two planned greenway sections occurred this month as well 
– Paw Creek Greenway and the Treyburn to Oakdale portion of the Long Creek Greenway. 
 
Site preparation work is complete for the Northern Regional Recreation Center and construction is now underway. 
 
Stone repairs to historic bleachers, ballfield reconstruction and lighting for Independence Park are nearing completion.  
The remainder of renovations to this park will commence in the summer. A virtual review of construction documents 
occurred on April 23 and included department staff, as well as representatives from Asset and Facilities Management and 
design consultants. 
 
A virtual steering committee meeting for the Meck Playbook Comprehensive Master Plan occurred on April 24. Highlights 
included a discussion of park classifications, marketing and branding strategy and greenway connectivity/wayfinding 
components. On June 23, Park and Recreation staff will host three online community engagement meetings, with 
additional public meetings to be scheduled in the early fall. Plan completion is projected for early 2021. 
 


Park Operations 
The Park Operations team worked diligently during the month of April to manage daily operations in the face of restroom, 
sport court, playground and gate closures due to the COVID-19 pandemic. In addition to managing these closures, ranger 
and maintenance staff worked to encourage social distancing between patrons, while administration staff helped 
customers with reservation cancellations. Parking lots were reopened to the public on April 29, and, since that time, ranger 
staff have collected weekly visitation numbers to track the skyrocketing number of customers visiting parks during the 
Stay At Home order.   
 


Community Recreation Centers, Aquatics & Sports/Fitness 
Community and Recreation Center staff took a leading role in providing content for the “Happy At Home” social media 
campaign, the goal of which is to provide engaging content to home-bound audiences, even with recreation centers 
closed. These videos garnered more than 16,000 views during the month of April. 
 
Senior Center staff began the work of obtaining reaccreditation from the National Council on Aging (NCOA). 
 
Staff continued their work to provide childcare for essential employees. The three childcare sites hosted 640 visits during 
the month of April. 
 


Nature Preserves & Natural Resources 
Natural Resources staff continued their invasive species removal efforts, despite the Stay At Home order, working more 
than 200 hours in nature preserves on this task. Staff also contributed content to the department’s social media sites 
including the “Happy At Home” series, begin the planning process for a virtual Hummingbird Festival in August and created 
educational content in preparation for virtual or live programming over the summer. 
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FY20-22 Strategic Business Plan Highlights 


 
This month, the Department is highlighting its progress related to its goal of optimizing utilization of recreation and 
leisure amenities. 
 
Goal 2:  Optimize Utilization of Recreation and Leisure Amenities 
The Website Team is excited to announce the impending launch of its updated homepage design, featuring the Park 
Explorer application. The Park Explorer was created in partnership with Mecklenburg County Geographic Information 
Systems and Web Services staff in the County’s Public Information Department. The Park Explorer application will provide 
the public with accurate and up-to-date information about park locations and amenities in an accessible, interactive map. 
The new website and Explorer app are expected to launch at the beginning of July. (2.1.A) 
 
Staff are exploring options for virtual programming in collaboration with partners at Mecklenburg County Public 
Information. The goal of virtual programming is to increase access to Park and Recreation programming, even during the 
COVID era, by bringing quality free programming to all Mecklenburg County residents via the internet. The first major 
special event to be offered virtually will be the Hummingbird Festival in August. (2.3) 
 


Key Performance Indicators 
 
April volunteerism had a value of $4,075.16 in cost recovery.   
 
Note: the COVID-10 pandemic caused several substantial changes in monthly trend data in key performance indicators. 
Please review the context section at the end of this report for more detailed explanations of trends. 
 


 
Park visitation numbers from April 2019 through April 2020 reflect a 4% increase from the prior year (April 2018 through 
April 2019). 
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Nature preserve visitation numbers from April 2019 through April 2020 reflect a 6% increase from the prior year (April 
2018 through April 2019). 
 


 
Center visitation numbers from April 2019 through April 2020 reflect a 22% decrease from the prior year (April 2018 
through April 2019).   
 


 
Greenway visitation numbers from April 2019 through April 2020 reflect a 20% increase from the prior year (April 2018 
through April 2019).  
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Volunteer hours from April 2019 through April 2020 reflect a 19% decrease from the prior year (April 2018 through April 
2019). 
 


Context for Key Performance Indicators 
Park Visitation:  
Data is based on a combination of staff estimates for walk-in facilities and car counter data for park facilities with a 
vehicular entrance.  Car counter results are multiplied by 2.5 to account for the fact that cars may have multiple riders.   
 
Park gates were closed to the public from April 7 – 29 due to the COVID-19 pandemic. 
 
Nature Preserve Visitation: 
A combination of car and pedestrian counter data is used to estimate visitor attendance at 12 Mecklenburg County Nature 
Preserves. Car counter data using the same 2.5 multiplier as parks provides an estimate for 10 preserves, which is 
supplemented by pedestrian counter data at Stephens Road and West Branch Nature Preserves.  Pedestrian counters are 
located at the main trailhead at these facilities. 
 
Nature preserves gates were closed to the public from April 7 – 29 due to the COVID-19 pandemic. 
 
Nature and Recreation Center Visitation: 
Visitation numbers at all sites are staff-reported.  Marion Diehl and Sugaw Creek Recreation Centers are currently closed 
for renovations.   
 
Nature and Recreation Centers were closed to the public on March 18 due to the COVID-19 pandemic. 
 
Greenway Usage: 
The Department purchased two additional laser-beam counters in January, which have been placed along greenways.  
With this additional purchase, there are now seven greenway counters used to track usage along the following greenway 
trails:  Four Mile Creek, Little Sugar Creek, Mallard Creek and McAlpine Creek.   
 
Volunteer Hours: 
Volunteer hours are self-reported by staff and the value of these hours is calculated at $25.43 hourly.  
 
The drop in volunteer hours during the month of April can be attributed to the arrival of the COVID-19 pandemic. 
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Overview 
Department-Wide 
• Since the first case of COVID-19 (coronavirus) was reported in North Carolina, Public Health has been 


involved in the preparedness and response planning for the County.  
o The Emergency Operation Center was activated with Gibbie Harris acting as the incident 


commander for the COVID-19 response.  
o To address COVID related activities, staff has been reassigned or re-purposed from across all 


divisions of the Department of Public Health.  Activities include Communicable Disease efforts 
(see below for more specifics), maintaining a COVID-19 hotline, developing and managing the 
Isolation and Quarantine Hotel and increasing communication activities. 


Population Health Division 
Office of Community Engagement 
• Community Engagement provided staffing support to the COVID-19 hotline. The hotline is available 


Monday-Friday 8:00am-5:00pm and Saturday-Sunday 10:00am-2:00pm. 
• Staff helped with content development, design, recommendations and edits for the COVID-19 Outreach 


Toolkit for Targeted Populations.  
• Staff distributed communications materials to community partners to promote the Virtual Town Hall led by 


Mecklenburg County Public Health.  
• Staff collaborated with the Mecklenburg County Sheriff’s Office and Atrium Health to identify community-


based sites for testing at the following locations: Antioch Missionary Baptist Church, CN Jenkins 
Presbyterian Church, Greenville Memorial AME Zion Church, Greater Mt. Sinai Baptist Church, McCrorey 
YMCA, Nations Ford Community Church Family Life Center, Our Lady of Guadalupe Catholic Church and 
Rockwell AME Zion Church.  


• Staff worked with the Department of Social Services (DSS) Senior Nutrition Program and referred 52 seniors 
for home-delivered meal services who are homebound during the COVID-19 pandemic. 


Office of Policy and Prevention 
• Staff have provided support for communication efforts around COVID-19. 
• Tobacco prevention and control webpages were developed on MeckHealth and went live during April with 


a new URL established for the Tobacco Free Meck landing page: tobaccofree.mecknc.gov.   
• One new Farmers Market, “Uptown Market,” has been established in uptown Charlotte (301 S. Davidson 


St) with help from MCPH Food security program. The market is licensed and equipped to start accepting 
SNAP/EBT with Double-Up Bucks.  


• There are now nine Mecklenburg County markets accepting SNAP/EBT and eight markets utilizing Double-
Up Bucks. 
 


Case Management and Health Partnerships Division 
Children’s Developmental Services Agency (CDSA) 
• CDSA essential services are all resumed via teletherapy platforms except audiological testing, 


swallowing/feeding assessments and autism diagnostic evaluations.  
• On April 16 and April 29, held a virtual CDSA Town Hall for all staff to answer questions, provide guidance 


and reassurance during COVID-19 response. 


Women, Infants, and Children (WIC) 
• Job losses in Mecklenburg County due to COVID-19 has created an increase in WIC applicants which may 


also increase the WIC caseload in the future months. The monthly WIC caseload has reached 99%, which is 
the first time in three years the monthly caseload has been at or above the required 97%. 
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Preventive Health Division 
Communicable Disease (CD) 
• In April, program pandemic response efforts continued to intensify and expand.  Activities centered on 


adapting to business and community Stay at Home orders:  
o Staffing strategies for managing the increasing number of positive cases and outbreaks, 


particularly in long-term care facilities  
o Transitioning to staffing and working a 24/7 program operation  
o Responding to staff concerns regarding program compliance with social distancing and PPE 


recommendations  
o Coordinating case reports and investigations with the healthcare systems and medical community  
o Coordinating NC DHHS Electronic Disease Surveillance System (EDSS) training for additional 


response staff to enhance investigational activities.  
• Developing processes around case investigation and exploring other options to streamline processes are 


ongoing departmental endeavors.  Highlights include, but are not limited to: 
o During April 1, 1106 positive COVID-19 cases were investigated and there were 48 deaths with 


approximately half of the deaths among long-term care residents. 
•  Several electronic communications were sent to healthcare providers and others on COVID-19 guidance. 


Environmental Health 
• As of April 18, the Food, Facilities, & Institutions program has paused inspections at food, lodging and 


institution establishments due to the current COVID-19 pandemic. However, staff continue to respond to 
citizen complaints, requests for permits, and communicable disease/illness investigations.  The rationale to 
limit inspections is based on a March 18 memo from the NC Environmental Health Director, Larry Michael. 


• Field staff are currently completing field inspections at swimming pools, contacting the food service 
establishments and providing direction on COVID-19 guidance (ex. cleaning procedures, employee health, 
and catering).  As of April 30, 766 establishments have been contacted by this program.  Additionally, 
childcare centers were contacted and received similar guidance.  


• Plans Examiners are managing all plan review tasks virtually. This includes scheduled preliminary meetings 
with clients utilizing Skype, managing front desk calls for general permitting questions and plan review of 
regulated facilities. A tracking system has been put into place to track any changes in project submittal as a 
result of COVID-19. Staff are also fielding calls for updates on cancelled and postponed Temporary Food 
Events. To date, 29 plans have been approved in April.  


• Program Manager and Supervisor are assisting with the COVID-19 quarantine hotel.  


School Health 
• Staff are supporting COVID-19 response by helping with Communicable Disease staff, providing hotline 


support, and providing nursing support at Park and Recreation Center and YMCA childcare centers.  
• Administrative and case management activities continue, and nurses are maintaining communications with 


chronically ill students. 
• The program is identifying 10-month staff for summer availability after June 16to support the on-going 


COVID-19 response. 
 
Clinical Services Division 
Immunization, TB, Refugee 
• National Infant Immunization Week (NIIW) started April 25. NIIW focuses on the positive impact vaccines 


have on the lives of infants and children. The CDC, American Academy of Pediatrics and the American 
Academy of Family Physicians have urged providers to maintain vaccination schedules as is reasonably 
possible, particularly for the youngest children. 
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Ancillary Services 
• Laboratory have been working closely with the State and LabCorp regarding COVID-19 testing. 


Dental 
• On March 18, the program was suspended due to COVID-19.  
• COVID-19 has had a large negative impact on revenue and service for the program.   
• In April, there were no visits, screenings or education classes were conducted Services will be resumed 


based on State guidance and availability of needed PPE.  
• Additional PPE requirements are being mandated by CDC and OSHA for dental services which involve 


aerosols which will be addressed based on State guidance and availability of needed PPE and equipment. 
Program Manager is assisting with the COVID-19 quarantine hotel.  


Ryan White 
• On April 15, the Ryan White Program received the full FY 2020 Part A award. The total grant amount is 


$6,319,953 and represents an increase of $34,366 from the FY 2019 grant. The program administration 
reviewed all proposals and is in the process of recommending the final distribution of funds based on the 
funds available for services under the FY 2020 grant. 


• On April 15, the Ryan White program was awarded $314,879 under the federal CARES Act. The purpose of 
the funds is to help Ryan White Programs to prevent, prepare for, and respond to Coronavirus disease. The 
award gives Ryan White Programs the flexibility to meet evolving needs in the Charlotte Transitional Grant 
Area. The grant will be distributed among the current contracted Part A service providers. The money will 
be used for Telehealth Equipment, PPE, Emergency Financial Assistance and COVID-19 screening and 
testing. 


• For the FY 2020 budget period, the Ryan White Program served 3,746 clients (166 more than in FY 2019). 


Getting to Zero 
• Due to COVID-19, onboarding of Atrium clinics to the PrEP Initiative was delayed. Atrium is now a provider 


under the PrEP Initiative and will provide PrEP at three of its sites: Myers Park, Biddle Point, and CMC Main. 
• The final needs assessment was received from the Black AIDS Institute. 


 


FY2020-2022 Strategic Business Plan Update 
 
Goal HLT.1 Protect the health of our community by reducing preventable disease. 
Objective HLT.1.4 - Enhance preparedness activities to assure appropriate response   
• RNC activities include the participation of three planning sub-committees. Due to the COVID19 response, a 


COVID19 workgroup was developed to discuss the health and safety of participants and staff working the 
RNC. The workgroup is currently exploring different options for screening and temperature checks. The 
operational plan for MCPH was also submitted to NC DHHS, the Health and Medical sub-committee and US 
Secret Service.
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Key Performance Indicators (*indicates significant impact from COVID-19) 
 


Table A: Jan Feb Mar Apr FY20 YTD FY19 YTD 
YTD 


Change 
Clinic A Health Clinic Visits 1,606 1,580 1,510 1,075 15,442 17,889 (13.68%) 
Immunization Clinic Visits 1,201 873 445 14 10,725 11,005 (2.54%) 
School Health Office Visits 46,270 47,501 27,421* 0* 338,888 -  -  


 The methodology for counting School Health Office Visits changed in FY20, see note below 
CDSA Referrals 257 243 197* 117* 2,184 2,235 (2.28%) 
CD-CP Referrals 551 497 587 469 5,297 6,192 (14.45%) 
WIC Office Visits 7,192 6,072 4,921* 4,185* 53,171 66,207 (19.69%) 


 


Table B: Type Jan Feb Mar Apr FY20 YTD FY19 YTD 
YTD 


Change 
Food & Facilities (FFS) 
(Restaurant, child & 
elderly care facilities) 


Inspections 931 919 455* 465* 7,585 9,962 (23.86%) 
Permits 62 90 117 4 904 898 0.67% 
Service Requests 206 141 145 80 1,405 1,407 (0.14%) 


Groundwater & 
Wastewater (GWS) 
(wells, septic systems) 


Inspections 26 26 31 25 332 309 7.44% 
Permits 26 18 24 21 277 210 31.90% 
Service Requests 43 49 33 38 394 296 33.11% 


Pools & Environmental 
Health (PEHS) 
(pools, tattoo, rodent & 
mosquito control) 


Inspections 154 125 112 465 1,538 1,460 5.34% 
Permits 47 50 50 4 552 473 16.70% 
Service Requests 113 99 103* 80* 1,255 1,454 (13.69%) 


 


Context for Key Performance Indicators 
Table A: 


• Clinic A Health Clinic visits include sexually transmitted disease testing and treatment, family planning services and nurse visits.  
• Immunization Clinic visits for FY20 includes child and adult immunizations; FY19 includes child, adult and travel immunizations.  
• School Health Room visits include encounters related to a specific student’s health concern or condition where direct services 


are provided for a student. Visits may also include parent contacts, physician consultations and interdisciplinary meetings to 
make decisions regarding a specific student’s care at school. Fiscal year to date (FYTD) may not correspond to sum of monthly 
totals due to reporting lag time. Four CMS continuous learning schools permanently closed on June 7, 2019 therefore no school 
health office visits were logged for July 2019. The methodology for counting School Health Room Visits changed in FY20 with 
the implementation of a new EMR system. Therefore, FY19 numbers are not comparable to FY20 numbers and YTD Change 
calculations are not valid. YTD Change will be available in FY21. 


• Children’s Developmental Services Agency (CDSA) staff help families who have children from birth to age three who are at risk 
due to developmental delays. FYTD may not correspond to sum of monthly totals due to reporting lag time. 


• Child Development – Community Policing (CD-CP) partners child trauma clinicians with law enforcement officers to respond 
immediately to mental health needs of vulnerable children impacted by violence. The referral data presented is based on 
families.  


• Women, Infants and Children (WIC) visits include nutrition counseling, voucher pickup and assessments. WIC caseload has 
dropped nationally and state-wide. The team is implementing an outreach plan to address the decreased caseload.  Efforts 
include participation at community outreach events and follow-up calls to reschedule clients who missed appointments.  


 
Table B:  
Environmental Health FYTD may not correspond to sum of monthly totals due to inspection reporting capability and adjustment of 
activity type following supervisor review.  


• FFS – The inspection FYTD decrease is attributed to decreased staffing levels (i.e. vacancies, training, medical leave).  
• GWS – FYTD change for inspections can vary due to state-regulated septic system review frequency requirements. The increase 


in service requests are due to sewage complaints.  
• PEHS – FY 19 numbers were higher than average due to a tattoo convention in October 2019. 
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 Overview 
 
 


Major Public Information Initiatives in April 2020: 
 
Coronavirus Update: Since January 2020, Mecklenburg County Public Health (MCPH) has worked with the NC 
Department of Health and Human Services, the Centers for Disease Control (CDC), Charlotte-Mecklenburg 
Emergency Management, other area health departments and community partners to prepare for novel 
coronavirus. With the potential crisis looming in early February 2020, Public Information began working closely 
with MCPH and the Manager’s Office to enact a comprehensive communication strategy, using every 
communication channel, to make sure employees and the public were kept informed at every step.  
 
To help coordinate the community’s response, Charlotte-Mecklenburg Emergency Management activated the 
Emergency Operations Center in mid-March. It will remain open until the threat from the pandemic subsides.  


 
Following is a timeline of highlights of Public Information’s tactics as the COVID-19 crisis continued in April 
2020: 
 
April 2: Atrium and Novant Health systems asked Mecklenburg County and its partners to build a Mass Care 
field hospital to treat as many as 3,000 additional COVID-19 patients during the anticipated surge of the virus. 
Public Information coordinated major media interest in this request, which was eventually withdrawn.  
 
April 2: Amendments regarding the Stay At Home Order and car sales are announced and pushed through all 
communication channels. While there was not much media interest, public interest (via email and social media) 
was high since the beginning of the Stay at Home Order began.  
 
April 3: Mecklenburg County COVID-19 data is released.  
 
April 3: Amendments regarding the Stay At Home Order and real estate sales are announced and pushed 
through all communication channels. While there was not much media interest, public and Realtor interest (via 
email and social media) was high since the beginning of the Stay at Home Order began.  
 
April 3: Public Information hosts a virtual press conference. 
 
April 6: Following the City of Charlotte’s suspension of yard waste collection during the pandemic, Mecklenburg 
County Solid Waste Services began to report a high level of yard waste being found in garbage and recycling 
bins. Public Information pushed out a reminder reminding residents that during the COVID crisis, yard waste is 
still accepted at any of Mecklenburg County’s full-service recycling centers.  
 
April 6: Mecklenburg County COVID-19 data is released.  


 
 


 
 
 
 
 
 
 



https://www.mecknc.gov/news/Pages/Mecklenburg%20County%20COVID-19%20Cases%20Now%20at%20Four,%20State%20of%20Emergency%20Declared.aspx

https://www.mecknc.gov/news/Pages/Proposed-Detailed-Plan-of-Action-Amended.aspx

https://www.mecknc.gov/news/Pages/Data-for-Mecklenburg-County-COVID-19-Cases-Reported-as-of-April-1.aspx

https://www.mecknc.gov/news/Pages/Amendments-to-Stay-at-Home-Order-Regarding-Home-Sales.aspx

https://mecklenburg.ravnur.com/media/594

https://www.mecknc.gov/news/Pages/Yard-Waste-is-Not-Trash-or-Recycling.aspx

https://www.mecknc.gov/news/Pages/COVID-19-Data-as-of-April-4.aspx
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April 7: A COVID-19 update and a proposal to help local small and micro businesses highlighted the first-
ever virtual Board of County Commissioners meeting. Public Information worked with Information 
Technology Services, the Clerk to the Board, and the County Manager’s Office to use WebEx to bring 
Board members and staff together for the meeting, which was broadcasted normally on GovTV, 
MeckNC.gov, and Twitter. Another first for the Board meeting was the addition of an American Sign 
Language interpreter team and live closed captioning in Spanish as well as English. Members of the 
public could also access the meeting via telephone to listen or to make comments during Public 
Appearances. 
 
April 8: Public Information hosts a virtual press conference. 
 
April 9: In response to the local economic impact of the current health crisis, Mecklenburg County 
created a COVID-19 Small Business Emergency Stabilization Loan Fund and a Micro Business 
Stabilization Fund. Public and media interest was high. Public Information also received a large 
number of inquiries via social media and email. 
 
April 9: Addressing heightened public and media interest, Public Information uses all 
communication channels and provides a list of reminders and clarifications about the Stay At Home 
order.  
 
April 10: Mecklenburg County COVID-19 data is released.  
 
April 10: Mecklenburg County Public Health warns residents that some rapid tests for COVID-19 
may provide misleading results, giving a false sense of security that they are safe and not infectious. 
Media interest was high; Public Information pushed the Health Department’s warning out through 
all communication channels.  
 
April 10: The behind-the-scenes work of Emergency Management during the COVID crisis has been 
incomparable. Public Information highlighted their efforts with a Mecklenburg Minute video. 
 
April 13: Mecklenburg County COVID-19 data is released. 
 
April 14: Public Information hosts a virtual press conference. 
 
April 15: Atrium Health and Novant Health say the hospital bed surge capacity they are building is 
sufficient for now and they do not need a field hospital for the COVID-19 patients they serve within 
their systems. Public and media interest was high.  
 
April 16: The Mecklenburg County Public Health Department (MCPH) releases guidance to the 
whole community on when masks should be worn and what types of masks are appropriate.  
 
April 17: Mecklenburg County COVID-19 data is released. 
 
 



https://mecklenburg.ravnur.com/media/595

https://mecklenburg.ravnur.com/media/596

https://www.mecknc.gov/news/Pages/County-Provides-COVID-19-Stabilization-Funds-for-Small-Businesses.aspx

https://www.mecknc.gov/news/Pages/Stay-at-Home-Orders-Clarification-and-Guidance-Update.aspx

https://www.mecknc.gov/news/Pages/Data-for-Mecklenburg-County-COVID-19-April-9.aspx

https://www.mecknc.gov/news/Pages/Potential-Flaws-in-Unapproved-Local-Rapid-Test.aspx

https://www.mecknc.gov/news/Pages/Mecklenburg-Minute-April10-2020.aspx

https://www.mecknc.gov/news/Pages/Mecklenburg-County-COVID-19-Data-for-April-12.aspx

https://mecklenburg.ravnur.com/media/599

https://www.mecknc.gov/news/Pages/Atrium,-Novant-Say-Field-Hospital-Not-Needed-For-Now.aspx

https://www.mecknc.gov/news/Pages/Making-the-Most-of-Your-Mask-and-Ways-to-Donate.aspx

https://www.mecknc.gov/news/Pages/Mecklenburg-County-COVID-19-Data-for-April-16.aspx
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April 19: Mecklenburg County releases the latest housing report. This is especially notable because 
for the first time, the report generated media interest.  


 
April 20: The previous week, Public Health released a communications toolkit to better inform 
vulnerable communities about the COVID-19 virus with information, tips, and where to get help if 
and when they need it. To help people best use the toolkit, Public Health hosted an online webinar 
facilitated by the County’s Deputy Health Director, Dr. Raynard Washington. 
 
April 20: Mecklenburg County COVID-19 data is released. 
 
April 20: COVID-19 modeling projects “frequently asked questions” are released. 
 
April 20: Public Information hosts a virtual press conference. 
 
April 21: The Department of Social Services (DSS) is launches new programs and services to keep 
children and families healthy and safe during the COVID-19 Pandemic. The programs include a 
new initiative to feed children who cannot access meals due to school closures, online purchasing 
with Electronic Benefit Transfer (EBT) card and opportunities for Telehealth services. 
 
April 23: The Public Health Department issues a warning concerning COVID-19 and tobacco use.  
 
April 24: Mecklenburg County churches interested in hosting "drive-up" worship services for their 
congregations were given the green light. 
 
April 24: In response to the State of Emergency declared by the United States of America and the 
State of North Carolina, and Mecklenburg County's Stay at Home Order, the Office of the Tax 
Collector (OTC) issued an extension to the application and payment of the local Beer & Wine 
Privilege License. 
 
April 24: Mecklenburg County COVID-19 data is released. 
 
April 24: Public Information hosts a virtual press conference. 
 
April 28: Mecklenburg County, the City of Charlotte and the six county towns, agree to follow the 
State of North Carolina's Stay at Home Order starting April 30. Mecklenburg County Manager, 
Dena R. Diorio, announced the agreement to the Board of County Commissioners at its public 
policy meeting one day before the county's current order was set to expire. The Stay at Home 
order is extended to May 8.  
 
April 28: ITS and Public Information produce the WebEx and TV broadcast of a Special Meeting 
between the BOCC and Rep. Alma Adams. 
 
 



https://twitter.com/MeckCounty/status/1251909939058089986

https://www.mecknc.gov/news/Pages/COVID-19-Toolkit.aspx

https://www.mecknc.gov/news/Pages/Mecklenburg-County-COVID-19-Data-for-April-19.aspx

https://www.mecknc.gov/news/Pages/Mecklenburg-County-COVID-19-Projection-Model-FAQs.aspx

https://mecklenburg.ravnur.com/media/607

https://www.mecknc.gov/news/Pages/New-DSS-Programs-Benefit-Families-During-COVID-19.aspx

https://www.mecknc.gov/news/Pages/COVID-19-and-Tobacco-Use,-A-Dangerous-Mix.aspx

https://www.mecknc.gov/news/Pages/%E2%80%98Drive-up%E2%80%99-Church-Services-Now-Allowed-for-County-Houses-of-Worship.aspx

http://mecknc.gov/taxes

https://www.mecknc.gov/news/Pages/Mecklenburg-County-COVID-19-Data-for-April-24.aspx

https://mecklenburg.ravnur.com/media/611

https://www.mecknc.gov/news/Pages/Stay-at-Home-Order-Extended-to-May-8.aspx

https://mecklenburg.ravnur.com/media/612
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April 29: Mecklenburg County's Stay at Home Proclamation moves under North Carolina's Order 
and that its plan's for a three-phased approach to reopen the state. 
 
April 30: Parking lots for parks, greenways, and nature preserves reopen for vehicles, instead of 
simply walk-in and bicycle access. In addition, boat ramps at Ramsey Creek, Blythe Landing and 
Copperhead Island reopen. 
 
April 30: Public Information hosts a virtual press conference. 
 


Employee Communication Update 
 
With many employees suddenly working from home suddenly, Public Information has worked 
with the Manager’s Office to make sure the workers are kept up to date.  
 
Following is a summary of employee communications sent in April: 
 
“Your County Manager” Emails 


• 4/9 Employee Assistance Program 
• 4/23 Michael Bryant Promoted to Assistant County Manager 


 
MeckWeb Posts 


• 4/1 Families First Coronavirus Response Act in Effect April 1 
• 4/9 Employee Assistance Program and Employee Climate Survey Postponed 
• 4/23 COVID-19 Media Update 
• 4/23 Michael Bryant Promoted to Assistant County Manager 
• 4/23 County Manager to Present FY21 Proposed Budget 


Employee News Now (ENN) 
• 4/1 Families First Coronavirus Response Act 
• 4/6 HR Q&A, Employee Assistance Program, Cybersecurity Tips 
• 4/16 Coronavirus Aid, Relief and Economic Stimulus Act, COVID-19 Scam Alert, Dependent 


Flexible Spending Update 
• 4/23 Virtual Media Update on COVID-19, County Manager’s Proposed FY21 Budget, CARES 


Act and Retirement Planning 
• 4/27 Town Hall – Impacts of COVID-19 on the African American Community 
• 4/30 Virtual Media Update on COVID-19, County Manager’s Proposed FY21 Budget, Work-


From-Home Heroes, Vacation Cash-Out 


 
 
 


 



https://www.mecknc.gov/news/Pages/Mecklenburg-Transitions-to-State-Stay-at-Home-Order-Thursday.aspx

https://www.mecknc.gov/news/Pages/Park-and-Recreation-Reopening-Parking-Lots-and-Boat-Ramps.aspx

https://mecklenburg.ravnur.com/media/614
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30 Days on Mecklenburg County Social Media: April 2020 


 


Across 19 Mecklenburg County social media accounts in April 2020: 
• Acquired 4,509 total followers  
• Sent 575 messages (posts and responses to various direct questions asked on social media)  
• Received 8,716 messages from social media users and followers  
• 3,391,995 total impressions (number of times the social media content was viewed) 
• 252,392 total engagements (graph above) 
• 2,660 Twitter viewers of 2 board meetings we broadcasted 
• Tasked and resolved 47 items requiring attention on social media (questions, comments, 


and feedback).  
• Published 5 blog posts 


 
When compared to March, the department’s engagement, impressions, and incoming messages 
did decrease. This is due, in part, to the large spike we saw in March during the announcement of 
the Stay at Home Order. Overall in April, the department still saw a large increase in metrics when 
compared to its typical numbers. This can all be attributed to communication about COVID-19. The 
department broadcasted six news conference updates throughout the month and had an average 
of 2,472 viewers on Twitter per broadcast and an average of 16,838 viewers on Facebook. Before 
COVID-19, a majority of the County’s Twitter broadcasts had under 500 viewers total. Once again, 
the increases over the County’s average speaks to the relevance of its content and that the County 
is viewed as a reliable source of information during the pandemic. 
 


Context for Social Media Performance Indicators 
Social media “@mentions” (i.e., posts by others that tag @meckcounty) and “retweets” are measures 
of how well content connects with the audience and is shared more broadly. Twitter, Facebook, 
Instagram and LinkedIn followers are measures of how many people are actively engaged in Public 
Information’s social media presence. Public Information tracks social media trends relevant to 
Mecklenburg County. 



https://www.mecknc.gov/PI/socialmedia/Pages/default.aspx

http://blog.mecknc.gov/
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Community Relations Update 
 
In April 2020, the community relations coordinator organized and/or tracked five virtual 
community events. These events are listed below. The community relations coordinator also 
categorized and responded to questions directly from the public regarding the Stay at Home 
Order. View the questions and responses.  
 
On April 15, County Ombudsman and Assistant to the County Manager Timmothy Tibbs shared 
information about the Microbusiness Stabilization Fund to a group of highly engaged 
nonprofits agencies. This event wash hosted by Share Charlotte.  
 
On April 15, County Manager Dena R. Diorio participated in a panel discussion series: Unmasked | 
Healthcare in the Black Community Beyond the Virus, hosted by the Harvey B. Gantt Center. 
 
On April 21, Public Health Director Gibbie Harris participated in a panel discussion series: 
Unmasked | How the Virus Impacts the Black Community, hosted by the Harvey B. Gantt Center. 
These events were livestreamed on the Gantt Center YouTube page. 
 
On April 21, the Economic Development Program Manager spoke to the Urban League of Central 
Carolinas General Body at a virtual event. He shared information about the Small Business Local 
Program.  
 
On April 30, Public Health Deputy Director participated in the first Joint City/County Joint Town 
Hall on Addressing Racial Disparities during COVID-19. The Community Relations Coordinator 
worked with the Diversity, Equity and Inclusion Director to develop this program.  These events 
are broadcast and saved on the City of Charlotte Facebook Page.  
 


Media Relations 
 
Public Information creates a report of all media inquiries and responses every day. The list is 
provided to the County Manager and Executive Team at close of business. Public Information also 
actively “pitches” County information via news releases and media advisories to selected media 
outlets as needed. Public Information is currently upgrading its tracking system for media stories to 
provide better analysis of what media outlets are covering what County news.  
 
During the COVID-19 crisis, media inquiries increased from an average of about five per business day 
to nearly 20 per day. All were routed through the Joint Information Center at the Emergency 
Operations Center for more efficient and coordinated response. 
 
In April, over 30 News Releases and Media Advisories were pushed out to hundreds of media 
partners. Regular data releases with information about COVID-19 cases were provided. 



https://mecktech-my.sharepoint.com/:w:/g/personal/nicole_nolen_mecklenburgcountync_gov/ERp8A_xtaFNOgaBH7bDRuyQBhEdYmfG2-F1EYrNHMKsNrg?e=EfhFez

https://www.youtube.com/channel/UCeKhyseH8OuFhAlysFBv-rw

https://www.facebook.com/CLTgov

https://www.mecknc.gov/news/Pages/NewsListing.aspx
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Public Records Requests Management Update 
As of mid-May 2020, 61 public records requests are in process by Public Information. Since 
Mecklenburg County began using the secure Exterro system for public records requests and legal 
review and collection in late June 2019, nearly 700 public records requests have been received and 
put in process by PI. In February and March 2020, Public Records requests increased more than 30 
percent due to increased media requests for public documents concerning COVID-19. 
 
In the first six months of use, the Exterro system has reduced non-County public records inquiries 
(court documents, City of Charlotte records, etc.) by about 50 percent over the same time last year 
when Public Information used email as a primary receiver/delivery system for requests. 
 


Web Services 


 
In April, the Public Information Web Services team continued to manage the County’s COVID-19 
website presence. MeckNC.gov received slightly over a million pageviews over the month of April. 
This is lower than the previous month of March, with more than 2 million pageviews. Even with the 
decline in pageviews, this still continues to be greater traffic than the normal workload of all of 
MeckNC.gov combined. Mecklenburg County continues to use MeckNC.gov for up-to-the minute 
information during the COVID-19 crisis. The MeckNC.gov site is used to share news, resources, and 
information related to the COVID-19 outbreak.  
  
Analytics for April 
Total Sessions: 719,969  
Mobile Users: 276,975 (61.27%)   
Social Media Referrals: 35,998 
Accessibility Score: 85.6 (Industry benchmark: 73.4) 
 
 


FY20-FY22 Strategic Business Plan Update 
 


• One of the Public Information’s strategic goals is to “Create direct communications 
efforts to better serve county residents by utilizing communication methods such as 
media relations, marketing, advertising, video, social media, the web and multimedia 
campaigns.” During the COVID-19 crisis, Public Information created a new process to hold 
“virtual” press conferences to protect the safety of staff and the media.  



https://mkbgcoeddprr.exterro.net/prr/prrportal.htm
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•     One of the Public Information’s strategic goals is to “effectively identify communication 
trends for internal customers and employees.” During the COVID-19 crisis, Public 
Information has continued work with Human Resources to keep employees informed via 
Employee News Now emails, Your County Manager emails, MeckWeb, and live 
presentations from the County Manager and Human Resources Director. 
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Overview 


 
During the month of April, The Register of Deeds (ROD), continued to adjust office operations due to 
the global pandemic affecting the country.  While the Register of Deed’s Office necessarily remained 
opened, due to the typical heavy traffic in the office of staff and public, some changes to business 
processes were made to be responsive to guidance from local and national public health officials and 
to maintain the safety of its staff and visitors.    
 


FY20-FY22 Strategic Business Plan Update 
 


Goal 1, Objective 2 of the Register of Deed’s (ROD) Strategic Business Plan provides for the ROD to 
safeguard historical documents according to industry standards.  The ROD continued progress on the 
encapsulation and binding of Mecklenburg County birth records to mitigate future expensive 
restoration projects on those documents while preserving them for Mecklenburg County residents. 


Key Performance Indicators 


Indicator April 2019 April 2020 Change 


Deeds Filed 3,222 2378  26%↓ 


Deeds Trust / Mortgages Filed  3,846 5748  49%↑ 


Maps / Map Revisions Filed 53 65   23%↑ 


Condominium Docs Filed 2 5 150%↑ 


Foreclosure Notices Filed 38 11   71%↓ 


Sub. Trustee Docs Filed (FCL related) 117 23   80%↓ 


Total Real Estate Documents filed 14,911 15,895    7%↑ 


Total # of Transactions 12,449 12,498   <1%↑ 


Assumed Name Cert. Filed  545 152   72%↓ 


Marriage Licenses Issued 640 86  87 %↓ 


 
 


 
 
  
             
 
 
 


Context for Key Performance Indicators 
 
In April, the Register of Deeds’ Office collected County revenue in the amount of $1,919,811.70.  This 
month’s revenue was 34% greater than the revenue collected during this same period in 2019. 
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Overview 
The month of April was also dominated by the COVID-19 virus and steps taken to ensure the health and well-
being of the Mecklenburg County Sheriff’s Office (MCSO) staff, residents and visitors. 


• Sheriff Garry L. McFadden made many visits in the community to lend a hand of support by feeding local 
residents at the St. Luke’s Food Pantry, as well as feeding the staff at The Park Church. 


• A young resident of the Juvenile Detention Center was released after participating and completing the 
Digital Literacy Program and received a laptop computer and a suit upon his exit. 


• Through the month of April, the MCSO was still complying with the Mecklenburg County Board of 
Commissioners “Stay-at-Home Order.” MCSO closed its doors to the public on Thursday March 26, 2020. 


• Screening continues for all MCSO staff and visitors to the detention centers and includes specific 
questions and temperature checks. Wellpath, MCSO’s medical contractor, is also continuing a 
supplemental screening protocol for arrestees entering through the Arrest Processing Center. 


• There has been a heavy emphasize on continuing additional screenings and facility cleaning protocols in 
order to prevent the introduction or spread of COVID-19 in the detention centers. The screening 
protocols and handling of those persons suspected of having or being exposed to COVID-19 have been 
effective. 


Agency Collaboration 


• The MCSO is coordinating with both Charlotte-Mecklenburg Police Department (CMPD) and the Parks 
and Recreation Department to assist with managing public expectations set forth with regards to the 
Governors Orders and COVID-19. 


• The MCSO and the other law enforcement agencies within the county are committed to sharing 
resources and guidance through weekly conversations, ensuring orders and enforcement practices are 
defined and fairly enforced. 


• The MCSO is in daily communications with Wellpath to assess and identify any gaps in medical service 
and care for detention residents, as well as looking to best practices that have been implemented. 


• Daily communications are also made between the MCSO and the County Manager for overall assessment 
of workflow, compliance and general operations through the COVID-19 issues. 


Courts 


• There have been ongoing conversations with the County Clerk’s Office and other court officials on the 
management of COVID precautions to include the wearing of masks, sanitizing high-traffic and high-
touch areas, and social distancing. 
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MCSO in the Community 
Each month the MCSO highlights selected events attended by the Sheriff and/or members of the MCSO 
Community Engagement Team (CET). Normal monthly activities were cancelled or postponed due to the COVID-
19 virus. The CET continued to support those impacted by the virus by continuing to work with Communities In 
Schools, delivering meals to CMS students who are either homeless, live in hotels, or lack transportation to pick 
up meals. 
 
 


Key Performance Indicators (April) 
MCSO Court Security 


• Number of contraband items recovered/turned back ........................... 106 
Detention 


• Average daily population ..................................................................... 1,411 
• Number of inmates booked .................................................................... 779 


Field Operations/Civil Process 
• Number of civil papers served ............................................................. 2,305 


Registration 
• Number of gun purchase permit requests received ............................ 6,253 


Inmate Programs 
• Number of inmate program class completions ...................................... 593 


 
 


Context for Key Performance Indicators 
In the month of April, MCSO Key Performance Indicators have continued to be impacted by the COVID-19 virus 
response throughout the entire department. 
A few notable highlights include: 


1. A 39% increase in the number of Inmate Program class completions can be attributed to classes being 
offered via virtual classrooms due to contractors not being able to enter the facilities. 


2. While there was a decrease in gun purchase permit requests from 8,276 in March to 6,253 in April, this 
is still an increase of 225% over the average number of 2,773 requests monthly. 


3. The number of civil process papers served fell from 5,586 in March to 2,305 in April, a 41% reduction. 
This decrease was due to COVID-19 and in part the suspension of Writs of Possession (evictions) until 
June 1. 


4. A 57% decrease in the number of inmates booked was due to a reduction in the number of arrests and 
actions taken by the court system in response to Covid-19. 
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Overview 


Internship Program Update 


With the creation of the Operations, Strategy, & Innovation Division, the Internship Program was moved 
under the ownership of this division and is led by the Training & Development team. 


The purpose of the Mecklenburg County Department of Social Services Internship Program is to provide 
a high-quality learning experience for undergraduate and graduate level students from various 
educational institutions and degrees of interest. The Internship Program provides students the 
opportunity to put into action the mission, goals and objectives of DSS. Interns are able to experience 
firsthand how mandated social services are provided to the community through Economic Services, 
Services for Adults and Youth & Family Services. For DSS, the Internship Program provides assistance to 
field supervisors, and allows those individuals to grow as leaders in their supervision and coaching of 
interns. Most importantly, a key benefit of the Internship Program, as articulated in the DSS strategic 
business plan, is that it provides a pipeline for recruiting and hiring highly qualified individuals for job 
openings who have already had direct experience working in the department.   


Professional partnerships have been established with various educational partners, including UNC 
Charlotte, Johnson C. Smith University, Winthrop University, and Queens University.  The T&D team has 
been meeting with partners to identify internship interest, align on capacity for interns, and to share our 
vision for expanding the program over time.  


Throughout the history of the program, most interns have completed their internship within the Youth 
and Family Services Division, driven by both student interest, department need and field supervisor 
interest. The goal for FY21 is to place 15 to 20 interns, primarily in YFS but expanding to include a few 
placements in the Economic Services Division. The vision of the T&D team is to expand the internship 
program over time to include partnerships beyond just schools of social work, so that we can bring in 
interns from a diversity of educational backgrounds that can add value and capacity across all Divisions 
within DSS, as well as expand our talent pipeline for positions beyond YFS.   


 


2020-2022 Strategic Business Plan Update 


Goal 1: Stabilization-  
The Department of Social Services Clinical and Contractual Services (CCS) is a multi-functional, 
integrated division supporting DSS human-servicing divisions and other County Departments. Currently, 
CCS provides the following core functions as an interdisciplinary team: 


1. Behavioral health clinical consultation and care coordination services related to the following 
populations: 


a. Children in DSS/YFS custody between ages 0 and 17 


b. Transition-age young adults (ages 18-21) who have signed voluntary placement 
agreements (VPAs) and receive ongoing monitoring by DSS/YFS 


c. Adult wards in DSS/SFA’s adult guardianship program (Adult Protective Services) 


d. Families under CPS investigation or receiving Family In-Home services  
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2. Nurse care management, medication review, and limited direct nursing services for/related to 
the following populations: 


a. Children in DSS/YFS custody between ages 0 and 17 


b. Transition-age young adults (ages 18-21) who have signed voluntary placement 
agreements (VPAs) and receive ongoing monitoring by DSS/YFS 


c. Adult wards in the adult guardianship program (Adult Protective Services)  


d. Families under CPS investigation or receiving Family In-Home services (limited) 


3. Contract management and oversight of the following: 


a. Roughly $12 million in behavioral health contracts (substance use services; peer 
support; psychological and clinical assessments; and services for individuals with 
traumatic brain injuries and intellectual/developmental disabilities) 


b. $20 million contract for Child Care Resources Inc. (childcare subsidy programs); and  


c. $7 million in residential/foster contracts managed on behalf of Youth and Family 
Services  


 


In FY20, under new leadership, the division began scribing processes related to each operation; 
capturing metrics for the nursing team; analyzing operations and contract language; and ensuring 
contracted providers are committed to and incorporating trauma-informed care and services. Further, 
the division began offering direct training and support to short-term placement providers serving 
children and youth in the care of Youth and Family Services (YFS).  


CCS has continued implementation of incremental changes to help transform the Department of Social 
Services into a trauma-informed department (as part of the Mecklenburg County Mental Health 
Taskforce’s partnership with the National Council on Behavioral Health). Further, CCS has been actively 
involved in supporting YFS foster parents during the COVID-19 pandemic; launched an internally 
managed foster care program for girls with multisystem (i.e. YFS & DJJ) involvement; and is assuming an 
integral role in enhancing prevention and early intervention services available to children and families 
served by Mecklenburg County Health and Human Services Departments.  
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Key Performance Indicators 
Food & Nutrition Services – MOU* 


A federal food assistance program that provides low-income families the food they need for a nutritionally 
adequate diet. Benefits are issued via Electronic Benefit Transfer (EBT) cards. Eligibility determinations are 
based on income, household composition, citizenship/immigration status, and resources. The state will not 
issue formal corrective actions related to MOU performance during FY20. 


 


 
 


 
 


 
 


 
 
 
 
 
 
 
 
 
 
 


 
 
 
 
 
 


Figure 1.  
Application Timeliness Rate: FNS Expedited  


Figure 3.  
Recertification Timeliness Rate 


Figure 4.   
Timeliness Rate- Program Integrity Claims Established 


Figure 2.   
Application Timeliness Rate: FNS Normal  


Performance Notes 


There were 123,928 active FNS recipients in April 2020; up seven percent from previous year (115,300). The 
increase in recipients coincides with the COVID-19 event and the state’s decision to waive eligibility 
requirements to minimize barriers to assistance. 


Fig 1.    There were 3,344 expedited FNS applications processed in April 2020, a 164 percent increase from 
the previous month (1,263). The timeliness rate was 87.59 percent.  


Fig 2.   There were 4,142 normal FNS applications processed in April 2020, a 122 percent increase from the 
previous month (1,866). The timeliness rate was 93.84 percent.  


Fig 3.    There were only 83 FNS recertifications processed in April 2020 because the State automatically 
recertified the vast majority of FNS cases due to Covid-19. April’s result includes just those cases that 
were not automatically extended by the State at the start of the pandemic, so the timeliness rate of 
57.83 percent is not reflective of the number of FNS cases actually recertified. 


95% 


 Performance Target 


*  These performance indicators are established by the FY19-20 North Carolina-Mecklenburg County Memorandum of 
Understanding.  
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Performance Notes (cont’d) 


Fig 4.  The Claims Established timeliness rate was 100 percent during April 2020.  In advance of the new 
fiscal year, Program Integrity focused resources on reducing its case backlog, which caused the June 
2019 timeliness rate to fall below the performance target.  


ⱡ   The Program Integrity unit investigates claims that a household is ineligible for the Food & Nutrition Services benefits which it 
receives. Upon receipt of a claim, the unit has 180 days to determine (or “establish”) if an overpayment condition exists. 
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Key Performance Indicators 


Work First – MOU* 
Provides parents with services such as short-term training to help them become employed and move toward 
self-sufficiency through the Employment & Career Services programs. Other families, where grandparents and 
other relatives are caring for their relative children, are able to receive services and support that also prevents 
children from entering the foster care system unnecessarily. Eligibility determinations are based on living 
arrangements, age, kinship requirements, citizenship/alien status, social security enumeration verification, 
income, and resources. 


 


 


 
 
 
 
 
 
 


 
 
 
 
 
 
 
 
 
 


Figure 5.   
Application Timeliness Rate- Work First 


Figure 6.   
Recertification Timeliness Rate- Work First 


Performance Notes 
There were 2,602 active Work First recipients in April 2020; down 12 percent from last year 
(2,987). Prior to the pandemic, applicants were required to complete an in-person interview. 
While that policy was waived on March 23, and applicants can now apply for assistance 
through a phone interviews via the Customer Connections call center. COVID-19’s impact on 
participation rates is not yet clear.  


Fig 5.   There were 203 Work First applications processed in April 2020. The processing 
timeliness rate was 97.54 percent. 


Fig 6.  There were 84 Work First recertifications processed in April 2020. The processing 
timeliness rate was 98.81 percent. 


 


 Performance Target 


* These performance indicators are established by the FY19-20 North Carolina-Mecklenburg County Memorandum of 
Understanding.  
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Key Performance Indicators 


Energy Programs – MOU* 
Crisis Intervention Program (CIP) is a federally funded program that assists individuals and families who are 
experiencing a heating- or cooling-related crisis. Applications are accepted beginning July 1, ending June 30 the 
following year, or until the CIP funding allocation is exhausted, whichever comes first. Eligibility determinations 
are based on citizenship/alien status, income, presence of an energy-related crisis, and possession of a utility 
statement that demonstrates the amount owed to alleviate the crisis. Energy programs are provided through 
Crisis Assistance Ministry (CAM).   


 


 
 
 
 
 
 
 
 


 
 
 
 
 


Figure 7.   
One-Day Application Timeliness Rate- Crisis Intervention Program ⱡ 


Figure 8.   
Two-Day Application Timeliness Rate- Crisis Intervention Program ⱡ 


Performance Notes 
In response to the COVID-19 pandemic, Crisis Assistance Ministries closed service to the public on March 
17. No service was provided during April. As of June 10, 2020, $2.4 million in energy funds remain 
available. 


 


 


95% 95% 


 Performance Target 


*   These performance indicators are established by the FY19-20 North Carolina-Mecklenburg County Memorandum of 
Understanding.  


ⱡ    April data was not available by the report date. 
 


 


50%


60%


70%


80%


90%


100%


M
ay Ju
n Ju
l


Au
g


Se
p


O
ct


N
ov De


c


Ja
n


Fe
b


M
ar Ap


r 50%


60%


70%


80%


90%


100%


M
ay Ju
n Ju
l


Au
g


Se
p


O
ct


N
ov De


c


Ja
n


Fe
b


M
ar Ap


r







 


 


     


 


Social Services 
Department Management Report 


June 2020 
 


 
Key Performance Indicators 


Medicaid* 


A health insurance program for aged, disabled, and low-income individuals and families who cannot afford 
health care costs. Eligibility determinations are based on age, disability status, income, necessity of long-term 
care, Medicare status, citizenship/immigration status, residency, and income. Beneficiaries who receive 
Supplemental Security Income, Work First, or Special Assistance for the Aged or Disabled are automatically 
eligible for Medicaid. 


 
 
 
 


 
 
 
 
 
 


 
 
 


 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 


Figure 9.   
Average Processing Time- Medicaid for Disabled Applications ⱡ 


(days) 


Figure 12.   
Processed Timely Rate- Other Medicaid Assistance Applications  


Figure 10.    
Processed Timely Rate - Medicaid for Disabled Applications 


Performance Notes 
There were 241,881 active Medicaid recipients in April 2020; down four percent from previous year 
(251,979).  


Fig 9.     During April 2020, Medicaid for the Disabled applications were processed on average in 58 days, 
surpassing the state standard. 


Fig 10.   The Medicaid for the Disabled application timeliness rate was 97.34 percent in April 2020, 
surpassing the state target. 


Fig 11.  During April 2020, other Medicaid Assistance applications were processed on average within 28 
days, surpassing the state standard.  


Fig. 12.  The other Medicaid Assistance application timeliness rate was 96.22 percent in April 2020, 
surpassing the state target.  
After meeting all Medicaid timeliness requirements for seven consecutive months, the County 
successfully completed the Corrective Action Plan in December 2019.  


 


Figure 11.   
Average Processing Time- Other Medicaid Assistance Applications ⱡ 
(days) 
 


ⱡ Desired performance outcome is below the target line.  


90 days 


45 days 


90% 


90% 


 Performance Target 
*    These performance indicators are established by the FY19 Joint State-County Timeliness Action Plan.   
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Key Performance Indicators 
Childcare 


Provides subsidized childcare for low-income working parents, parents engaged in workforce preparedness 
training, Work First participants, Child Protective Services cases, and Smart Start parents (working poor and teens). 
If a family meets the eligibility criteria, the state of North Carolina pays a portion of the cost of childcare. Parents 
are free to choose a childcare arrangement that best fits their needs as long as the provider chosen participates in 
the Subsidized Childcare Program. Eligibility determinations are based on income, cost of care, and situational 
criteria such as the family’s employment status, student/vocational training status, the developmental needs of 
the child, and the involvement of child protective services or child welfare services. 


Figure 13.   
Childcare Served* 


Figure 14.    
Childcare Waitlist: All Ages 


Figure 15.   
Childcare Waitlist: Birth to 5 Years Old (Pre-K) 
 


*    Empty data fields indicate the data is not yet available. 
 


Performance Notes 
Fig 13.     During March 2020, 8,012 children received subsidized childcare, a 12 percent increase from the 


previous year (7,164). The increase coincides with an increase in the frequency of waitlist 
screening. The state has not yet released April children served counts.   


Fig 14.   During April 2020, there were 2,956 children on the state childcare waitlist, down 14 percent from 
the previous year (3,468). Additional waitlist screening contributed to the reduction by identifying 
families who were no longer interested or were determined to be ineligible to receive services. 


Fig 15.  During April 2020, there were 982 children (birth to Pre-K five-years old) on the County childcare 
waitlist, down 51 percent from the previous year (2,005). The decrease coincides with a funding 
increase from the county’s Waitlist Reduction Initiative introduced in July 2019 and an increase in 
the frequency of waitlist screening by the program administrator. The additional screening aided in 
identifying families who were no longer interested or determined to be ineligible to receive 
services.  
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Key Performance Indicators 
Service Demand 


This section presents the number of customers served by selected programs. It differs from the previous sections 
which focus on the timeliness and efficiency which services are provided. Service demand can provide useful 
context for changes observed in the quality of service delivery.     


 
 
 
 


 
 
 
 
 


 
 
 


 
 
 
 
 
 
 


 
 
 
 
 
 
 
 
 
 
 
 


Figure 16.   
Medicaid Cases 


Figure 17.   
Food & Nutrition Cases 


Figure 18.   
Work First Cases 


Figure 19.   
Children in Custody 


Figure 20.   
Households Receiving Emergency Assistance 
 


Figure 21.   
Adult Guardianship 
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*    Crisis Assistance Ministries suspended service 
during April in response to the state Stay-at-Home 
order. No households were served during April. 
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Service Demand Notes 
Fig 16.   After peaking at 162,229 in April 2019, the number of Medicaid cases declined five percent to 154,745 


in April 2020. 
Fig 17.   There were 56,123 Food & Nutrition cases in April 2020, a nine percent increase from the previous year 


(51,420). The increase coincides with the state’s decision to waive eligibility requirements to minimize 
barriers to accessing assistance during the pandemic. 


Fig 18.    There were 1,364 Work First cases in April 2020; down nine percent from previous year (1,498). COVID-
19’s impact on participation rates is not yet clear. The observed decline in recipients may, in part, be the 
result of the county’s suspension of in-person contact with the public at the start of pandemic. Prior to 
the pandemic, applicants were required to complete an in-person interview. While that policy was 
waived on March 23, and applicants can now apply for assistance through a phone interviews via the 
Customer Connections call center. 


Fig 19.   There were 553 children in DSS custody in April 2020; a two percent decrease from the previous year 
(563).   


Fig 20.   Data not available by the report date. 
Fig 21. DSS was responsible for 365 wards in April 2020, a seven percent increase from the previous year (342). 
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