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The top performing customer service indicators versus their 
monthly goals for the month were:

Communications & Digital Media 
• Web Services – Average problem resolution time in hours (5.4)

Customer Service & Support
•  Citizen Engagement – Signs Posted per staff person using the 

3-month average (102)

Pet Resource Center
•  Shelter Operations – Food and cat litter reserve multiple (1.97X)

The lagging customer service indicators versus their monthly goals 
for the month were: *

Communications & Digital Media
• Social Media – New Followers (929)

Customer Service & Support
•  None – all customer service measurements at 97% of goal or better

Pet Resource Center
•  Field Services – Number of education-type calls logged (3)

*  Note: This does not necessarily mean that a customer service indicator did 
not achieve its goal or is performing poorly. These are just those customer 
service indicators that fared the least versus their monthly targets for the 
month. They may still be scoring relatively high. Please see the tables posted 
on the website for actual results. 

Customer service delivery as measured by the Hillsborough 
County Consolidated Service Index (HCCSI) was little changed 
from December to January. For the month, the HCCSI finished at 
103.03 points versus 103.29 in the prior month. The 103.03 score 
implies that, on a combined basis, the County’s 35 customer 
service indicators are performing +3.03% better than expected.  It 
should be noted that, while month-over-month customer service 
efforts remain consistent, customer service delivery is ahead of 
January 2019. The index stood at 102.41 one year ago, suggesting 
that staff has improved customer service delivery by +0.61% in 12 
months. This is a respectable change when compared against the 
county’s population growth and business conditions. Finally, a 
statistical anomaly occurred during January 2020. Both the HCCSI 
and 3-month moving average (HCCSI-MA3) were equal at 103.03. 
This rare instance infers both stability in customer service delivery 
and that service is being provided at a consistently high level, well 
inside the target 100.0 to 110.0 range. 

Note: For further explanation as to the meaning of any individual customer 
service indicator, please see the monthly customer service reports 
produced by the individual departments.

1. Office of Neighborhood Relations – 10.84

2. Call Center Operation Quality – 6.71

3. Call Center Verbal Skill – 6.49

4. HTV program review – 6.40

5. Public Relations directors survey – 6.11

6. Veterinary Services – total visits vs. same time  

1 year ago – 4.21

Note: The point contributions to the monthly HCCSI by customer service 
indicator are determined by their relative importance and their actual 
performance versus goal. Hence, we may see little change in the rankings in 
a month-over-month basis. 
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