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Top Point contributors to the HCCSI this month*

Year-to-date performance of the HCCSI

Index suggests Customer Service Delivery at 
Continued High Levels This Fall  
As measured by the Hillsborough County Consolidated Service Index 
(HCCSI), customer service delivery surged in October, crossing over 110.0 
points for the first time. The index increased nearly five full points, closing at 
110.43 versus 105.50 in September. All three departments participating in the 
customer service measurement process reported very strong results.  During 
October, 21 of their 24 combined customer service indicators achieved at 
least 90% of their expected monthly goals. Despite the lingering effects 
from the COVID-19 pandemic, there are a number of promising signs, 
such as: rising weekly volunteerism at the Pet Resource Center, increasing 
productivity from the Citizen Engagement team, the ongoing high quality 
of HTV programming, and extremely favorable responses across the 
board from multiple customer service surveys. Finally, when compared to 
customer service delivery levels a year ago, the HCCSI is ahead +3.7%, which 
exceeds the performance of local economic and business conditions over 
the same period. 

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

Communications & Digital Media (TIE)
• Social Media – Engagement (78,632)      

Customer Service & Support
•  Citizen Engagement – Posted signs per person (127)

Pet Resource Center
•  On-hand food inventory reserves management (2.89X)

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

Communications & Digital Media
•  Social Media – New followers (663)

Customer Service & Support
•  None – all customer service measurements achieved or exceeded the standard 

during October

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

redeemed at 295 (as opposed to 412 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 for the month; they may still be scoring 
relatively high. Please see the tables posted on the website for actual results. 


