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Index dips below 100.0 during transitionary period 
Customer service delivery as measured by the Hillsborough County 
Consolidated Service Index (HCCSI) slowed again in May with the index 
falling below 100.0 for the first time. For the month, the HCCSI finished 
at 98.08 points versus 102.42 for April. The 98.08 score implies that, on 
a combined basis, the County’s monthly customer service indicators are 
performing at 98.08% of expectations. Two of the three participating 
departments are undergoing major changes in their business operations 
due to the COVID-19 pandemic: Customer Service & Support and the Pet 
Resource Center. As a result, their customer service measurements are in 
a period of transition (see chart). This transition is the primary reason the 
HCCSI has dipped over the past two months. Once these transitions are 
complete and new customer service indicators are firmed up, the index 
will recover. For example, PRC’s volunteer hours per week measurement 
has been an excellent barometer of community enthusiasm for the PRC. 
Volunteers have since returned and will be included in the June report. 
Additionally, the PRC will share stewardship data related to daily kennel/cage 
visits and monthly food inventories. With more of the animals now going to 
foster care, these customer service indicators required modification. 

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.

The chart represents how the mix and total number of customer service 
indicators has changed markedly during the past few months as both CSS, 
CDM, and PRC undergo strategic changes in their business models. 
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The top performing customer service indicators versus their monthly goals for 

the month were:

Communications & Digital Media (TIE)
• Web Services – Average problem resolution time
•  Social Media – New followers (2,362) and engagement (175,784)  

Customer Service & Support
•  Citizen Engagement – Posted roadway signage turnaround rate (100% on time)

Pet Resource Center
•  Veterinary Services to pet adopters with favorable experience (80%)

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

Communications & Digital Media
•  Essentially none. The counts for prepared special recognitions/awards fell 

off, but this is a special indicator 100% driven by demand from outside the 
department, and this demand has been off due to COVID-19. 

Customer Service & Support
•  Monthly participant survey from the Office of Neighborhood relations (3.60 on 

the 5.00 point scale)

Pet Resource Center
•   The three-month moving average of number of spay/neuter vouchers 

received (256)

*  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; they may still be scoring relatively high. 
Please see the tables posted on the website for actual results.


