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Top Point contributors to the HCCSI this month*

Year-to-date performance of the HCCSI
2020 Monthly Average: 103.31  
Customer service delivery, as measured by the Hillsborough County 
Consolidated Service Index (HCCSI), finished 2020 with a monthly average 
of 103.31. This infers that the County’s combined customer service 
measurements either exceeded plan or year-ago performance (depending 
on the individual customer service measurement) by a very favorable +3.31%. 
Overall, the COVID-19 pandemic had little effect upon staff customer service 
efforts, as the HCCSI for 2019 was virtually identical, with a score of 103.67. 
This represents a difference of only 36 basis points or less than one-half 
percent. Another sign of customer service strength during 2020 is the 
comparison of the HCCSI to Hillsborough County’s economic and market 
performance during the year. From January through November (December’s 
full economic data is not yet completely available), the HCCSI outperformed 
local market conditions significantly (please see a separate report for 
monthly data and details). When customer service delivery by government 
exceeds the growth rate of the residents and businesses that it serves, that is 
a powerful indicator that suggests the community’s public funds are being 
used productively. This is even more important during times of economic 
recession, which is presently the case.

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
• Social Media – Engagement (124,194 persons)       

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

Pet Resources Center
•  Adopting weekly volunteer hours (215 hours donated)

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

Communications & Digital Media
•  None this month, with the possible exception of special recognitions made by 

PR Production (9). However, this customer service indicator is very seasonal and 
also depends upon outside requests provided to the department. The remaining 
CDM customer service measurements all achieved 96% of goal or better during 
December. 

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

Process Survey (3.61 out of 5.0)

Pet Resource Center
•   The veterinary clinic survey on PRC accounting services came back on the low 

side for the first time ever during December (2 out of 5), but the sample size was 
too small to be very meaningful. For the January to November period, this same 
survey averaged a score of 4.88 points, which is a better proxy of the clinics’ 
opinion of customer service rendered in 2020 by the PRC Accounting team.

*  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. 


