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Year-to-date performance of the HCCSI
Index Suggests Slower, but Slightly Above-Average 
Growth in November  
Customer service delivery, as measured by the Hillsborough County 
Consolidated Service Index (HCCSI), retreated in November after experiencing 
a very strong increase in October, closing at 100.52 points. The primary 
reason for the decline was that the number of customer service indicators 
failing to achieve 90% of goal or better doubled from 3 to 6 out of 24 total 
customer service indicators. A result of 100.52 is not a poor score as it still falls 
within the desired 100.0 to 110.0 target range, but it was the lowest reading in 
six months when the pandemic was at a peak (May closed at 98.08). However, 
this month was a success coming from the various customer service surveys 
that comprise a third of the HCCSI in different forms. These are important 
because they supply direct customer feedback to the departments. Taken 
together, these surveys exceeded their November goals by +5.1%, which is 
significant in only a 30-day period. The three survey leaders were: 1) feedback 
from pet adopters on the experience they had with the Pet Resource Center’s 
Veterinary Services team; 2) feedback on the helpfulness of web pages as 
produced by Communications & Digital Media; and 3) results from the internal 
survey of department directors on the support received from the Media 
Relations specialists. 

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 (57,411)      

Customer Service & Support
•  Citizen Engagement – Signage turnaround rate (100% on schedule)

Pet Resource Center
•  Adopting family survey regarding Veterinary Services experience (10 out of 10)

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

Communications & Digital Media
•  Social Media – New followers (1,087 on an objective of 1,350)

Customer Service & Support
•  Office of Neighborhood Relations – Neighborhood Mini Grant Survey  

(3.6 out of 5.0)

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

redeemed at 287 (444 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. 


