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DOD has taken some initial steps to achieve the goals and benefits of 
Families First, but delays in developing a new information management 
system have put the overall goals of improving the quality of service from 
moving companies and streamlining the claims process at risk. The 
information management system, the Defense Personal Property System 
(DPS), is now more than 2 years behind schedule. DOD has missed DPS 
milestones because of software development issues and is now working to 
address issues identified in recent software testing. Since DPS has been 
delayed, DOD is in the process of implementing a backup plan to meet a 
statutory mandate to provide servicemembers with the full replacement 
value of goods lost or damaged during a move by March 1, 2008. However, 
there are risks and costs associated with DOD’s backup plan because it 
relies on an increasingly unreliable legacy computer system; also, DOD’s 
plan may not cover all moves by March 1, 2008. 
 
The Families First program could increase costs to DOD by $1.4 billion over 
current program costs through fiscal year 2011 for two main reasons:         
(1) DOD estimates the program will increase costs to the services’ household 
goods budgets by 13 percent and (2) DOD has significantly increased the 
cost estimate for a new information management system since GAO’s last 
assessment. While DOD’s estimate that the Families First program will 
increase costs by 13 percent has not changed since 2005, all of the services 
have not yet fully budgeted for this cost increase, which GAO analysis shows 
could be about $1.2 billion. Additionally, DOD has increased its estimate for 
an information management system for Families First because it decided to 
develop DPS rather than upgrade the legacy system. DOD estimated that the 
upgrade would cost $4 million to $6 million, and the program office 
estimated that DPS will cost about $180 million through fiscal year 2011.  
 
DOD’s personal property program faces many management challenges—
especially staffing, in addition to program requirements and funding 
problems—because it has not employed comprehensive planning. Sound 
management practices require a comprehensive approach that includes 
plans to assemble a qualified, trained, and well-led team; gain stakeholders’ 
agreement about key program elements, such as business rules to define 
how the moving industry will serve military members; and estimate and plan 
for adequate resources. DOD has developed several draft plans to address 
individual portions of Families First and DPS, such as the draft transition 
plan for moving the DPS program office as part of a base realignment and 
closure move from Virginia to Illinois, but there is no overall plan that 
addresses how DOD will (1) fill significant staffing shortfalls in the newly 
formed DPS program office, (2) gain agreement from stakeholders, and      
The Department of Defense (DOD) 
has been working to improve its 
personal property program since 
the mid-1990s to fix long-standing 
problems, such as excessive loss or 
damage to servicemembers’ 
property and poor quality of 
service from moving companies. 
DOD plans to replace its current 
program with Families First, a 
program that promises to offer 
servicemembers an improved 
claims process and quality of 
service. GAO was mandated to    
(1) assess the steps DOD has taken 
to achieve the goals and benefits of 
the Families First program;          
(2) evaluate the growth in costs of 
the program, including the costs for 
a new information management 
system, since GAO’s last 
assessment in 2003; and (3) assess 
the extent to which DOD faces 
management challenges—such as 
staffing—in implementing Families 
First. To address these objectives, 
GAO analyzed DOD’s program, 
funding and staffing data, and 
interviewed personal property 
officials and stakeholders. 

What GAO Recommends  

GAO recommends that DOD 
expedite an evaluation of its 
Families First program and employ 
comprehensive planning to 
implement Families First that 
includes specific steps to address 
staffing problems, gain 
stakeholders’ agreement on 
Defense Personal Property System 
(DPS) requirements, and seek 
adequate funding to implement the 
program. DOD concurred with both 
of our recommendations. 
United States Government Accountability Office

(3) fund the significant and growing costs associated with the program. For 
example, DOD has not identified sources to fully fund DPS development and 
operations. Without a comprehensive plan, achieving the goals of the 
Families First program will likely remain difficult. 

www.gao.gov/cgi-bin/getrpt?GAO-07-671.
 
To view the full product, including the scope 
and methodology, click on the link above. 
For more information, contact John Pendleton 
at (404) 679-1816 or pendletonj@gao.gov. 

http://www.gao.gov/cgi-bin/getrpt?GAO-07-671
http://www.gao.gov/cgi-bin/getrpt?GAO-07-671


<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /PageByPage
  /Binding /Left
  /CalGrayProfile (None)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Warning
  /CompatibilityLevel 1.4
  /CompressObjects /Off
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /SyntheticBoldness 1.00
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams true
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveEPSInfo true
  /PreserveHalftoneInfo false
  /PreserveOPIComments true
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Preserve
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.76
    /HSamples [2 1 1 2] /VSamples [2 1 1 2]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 15
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 15
  >>
  /AntiAliasGrayImages false
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.76
    /HSamples [2 1 1 2] /VSamples [2 1 1 2]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 15
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 15
  >>
  /AntiAliasMonoImages false
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile (None)
  /PDFXOutputCondition ()
  /PDFXRegistryName (http://www.color.org)
  /PDFXTrapped /False

  /Description <<
    /JPN <FEFF3053306e8a2d5b9a306f300130d330b830cd30b9658766f8306e8868793a304a3088307353705237306b90693057305f00200050004400460020658766f830924f5c62103059308b3068304d306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103057305f00200050004400460020658766f8306f0020004100630072006f0062006100740020304a30883073002000520065006100640065007200200035002e003000204ee5964d30678868793a3067304d307e30593002>
    /DEU <>
    /FRA <>
    /PTB <>
    /DAN <>
    /NLD <>
    /ESP <>
    /SUO <>
    /ITA <>
    /NOR <>
    /SVE <>
    /ENU <>
  >>
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


