Hillsborough Customer Service & Support
County Florida Service Index

sm

Index shows very favorable customer December 2016
service efforts for the month

The Customer Service & Support

Signs Posted

department’s Service Index (CSSSI) Consultancy :
for December finished with a reading Contact Community
of 104.2 points. This is up +8.8% from Survey

November's revised index of 95.8. In 103
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posting and removing signs throughout

the county. The new indicator carries

a relative weight of 10% within the

CSSSI and replaces the Signage Impact

metric. For the month, nine of 11 service Calls
indicators either met or exceeded their Handled
goals, with the median department

service indicator exceeding plan by

In-House Courteousness

Consultancy December 8.0
Service Index
(104.2)

3.1 Knowledge

+3.1% Call Software

Handling .
The more demonstrative three-month Call Operation
moving average (CSSSI-MA3) finished at Call Service 22.9
99.4 points for December. This suggests Skill

that the Customer Service & Support 20.2
department’s 11 customer service
indicators are collectively performing
quite well over the long-run.

> How to read the chart: The chart illustrates the point contribution to the CSSSI
for the month. For example, the time invested in professional customer service
consulting accounted for 10.3 points of the final CSSSI December score of 104.2
points. - See complete table on page 2.
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Components of the CSSSI
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Indicator

Citizen Engagement: Signs Posted

Signs posted per staff person per month for public notices,
meetings and hearings (3-month moving average).
Source: José Tejada — Senior Supervisor

Citizen Engagement: Signage Turnaround
Percentage of signs placed and removed within the allotted
time frames.

Source: José Tejada — Senior Supervisor

95.5%

0% T T (New)

Citizen Engagement: Signage Impact
Percentage of participants attending public meetings due to

signs posted.
Source: José Tejada — Senior Supervisor

Quality Assurance: Courtesy

Percentage of online survey respondents rating customer
service call takers as ‘very courteous'.

Source: Jennifer Hall - Quality Assurance Manager

80.0% 77.8% 100.0% 85.7% 75.0%

Quality Assurance: Knowledge

Percentage of online survey respondents rating the customer
service call takers as ‘very knowledgeable”.
Source: Jennifer Hall - Quality Assurance Manager

Call Center: Call Operation

Average score from 15 criteria based on side-by-side
monitoring.
Source: Michael Salak — Call Center Manager

4285 4.442 4101 4.347

Call Center: Call Service Skill
Average score from 14 criteria based on side-by-side monitor-
ing.

Source: Michael Salak — Call Center Manager

Call Center: Call Software Handling
Average score from 8 criteria based on side-by-side monitor-
ing.Source: Michael Salak — Call Center Manager

4754 4821 4925 4708

Call Center: Calls Handled

Ratio of calls answered to total inbound calls presented.
Source: Michael Salak — Call Center Manager

Quality Assurance: In-House Consultancy
Customer service training or consultative services provided to a
designated set of the County’s most public-facing departments.
Ratio of total hours provided to total hours available.

Source: Jennifer Hall — Quality Assurance Manager

Quality Assurance: Consultancy Contact
Made or maintained contact with a designated set of the

0.100 75.0% 92.2%

4.62

84.3% 84.1% 76.9%

County’s most public-facing departments.
Source: Jennifer Hall — Quality Assurance Manager

Neighborhood Relations: Community Survey
Survey feedback from a recent Neighborhood Relations event
or activity on a 1 to 5 scale with 5 being highest.

Source: Wanda Sloan — Neighborhood Liaison

0.100 4.50 456 467 4.64

In the Spotlight

Jennifer Hall, Quality Assurance Manager (Nov. 2016)

Quality Assurance Section Rolls
Out Online Customer Service
Training

The Customer Service Quality Assurance
section is administering online customer
service training for 150 employees in selected
call centers and customer service units across
the County. The interactive, self-paced lessons
teach verbal and writing techniques for
effective and positive customer interactions.
Specialized lessons provide managers and
supervisors with best practices and tools

to run efficient customer service units that
demonstrate skill and quality in customer care.
Participating departments include Customer
Service & Support, Public Works, Development
Services, Social Services, Public Utilities, and
Pet Resources.

CSS Senior Leadership Team
Gema Alvaré,
Customer Service & Support Director

Steve Valdez,
Customer Engagement Division Director

Notes:

a) Weights used when calculating the composite score
for the monthly CSSSI by service indicator.

b) Figures represent either a goal or a baseline based

on median monthly results over a recent period of
consecutive months.

The Larger Picture...
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2% All represent month-over-month

change

For those not familiar with the CSSSI and progress of late, each month the
CSSSlis compared with other popular local and national level yardsticks.
This month, the department’s customer service efforts improved +8.8% from
November. The chart illustrates the latest month-over-month change in the
CSSSI compared with some other popular economic indicators that impact
the residents of Hillsborough County.
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