
July 2020

100.57

Hillsborough County  
Consolidated Service Index (HCCSI)

This Month’s Service Index Top Point contributors to the HCCSI this month*

Year-to-date performance of the HCCSI

Hillsborough County customer service has exceeded 
local market conditions during the COVID-19 pandemic

Index Points to Steady Customer Service Delivery 
in July
Customer service delivery as measured by the Hillsborough 
County Consolidated Service Index (HCCSI) closed July at 
100.57 points. The 100.57 reading implies that, on a combined 
basis, the County’s monthly customer service indicators are 
performing slightly ahead of expectations by 57 basis points. 
While the July index retreated from June (chart), it was coming 
off the highest performing month of 2020. During July, two 
of the three departments saw their customer service indexes 
dip below 100.0 points, but not materially (see individual 
department reports). This is why the HCCSI was able to exceed 
100.0 points minimum target.

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.

Understanding the chart: The chart compares Hillsborough County’s overall customer 
service index versus the Hillsborough County Market Index (see footnote). In each month 
of the 2020 COVID-19 pandemic through July, customer service efforts have outpaced 
the performance of the local economy by an average of +12.6 points. This is a significant 
difference that suggests that, while local economic conditions have deteriorated, the 
staff’s efforts to support county residents has not slowed. In fact, in four out of five 
months, it has actually quickened. This suggests a high return on public investment 
which, for a government agency, is one critical measurement of quality customer service 
from a financial management perspective.

* Hillsborough County Market Index (HCMI): A weighted basket of business and economic 
indicators including gross business sales, labor force growth, consumer sentiment, single-
family home sales, and small business optimism. 
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The top performing customer service indicators versus their monthly goals for 

the month were:

Communications & Digital Media (TIE)
• Social Media – New followers (3,127) and engagement (323,534)  

Customer Service & Support
•  Citizen Engagement – Posted roadway signage per person (104)

Pet Resource Center
•  Veterinary Services adopting family survey score (10 out of a possible 10))

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

Communications & Digital Media
•  Essentially none this month. The counts for prepared special recognitions/

awards did finish June at 24% of goal (6 on a goal of 25) but this is a unique 
indicator 100% driven by demand from outside the department and impacted 
since March by COVID-19.  

Customer Service & Support
•  Office of Neighborhood Relations customer survey dipped to 3.86 this month 

(out of a possible 5.00)

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

redeemed at 256 (342 during the same three-month period in 2019)

*  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. 


