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EXECUTIVE SUMMARY

In 2006, members of the Joint Task Force for Family Readiness Education on Deployments and the
Department of Defense (DoD) Deployment Health Risk Communication Working Group implemented
a worldwide Customer Feedback Initiative (CFl) to acquire important information related to the
development and dissemination of deployment-related information to Service members and their
families. This CFl report provides feedback from Service members and their families, Command leaders,
and family support and medical personnel answering two fundamental questions: “What kind of
deployment-related information do Service members and their families need during the deployment cycle?”
and “How do they prefer to receive deployment support information?”

Theinformation forthe 2006 CFlwas captured during aseries of focus groups consisting of representatives
from all Military Services, spouses and parents of Service members. Inputs from 16 locations were
evaluated, including six Army, four Air Force, four Navy/Marine Corps, and two National Guard Bureau
sites. The 291 participants included Active Duty, National Guard and Reserve officers, enlisted, and family
members from 42 on-site focus groups, one mail-in group, and one conference call group.

The CFl identified five recurring deployment support needs:

» More deployment preparation and reintegration information and support
More mental health services and emotional support materials
Better communication between Commands, Service members and families

Quicker and easier access to local and regional information

Y VY VY VY

Expanded emphasis on preventive medicine education related to deployment

This report includes recommendations for improving the Deployment Health and Family Readiness
Library, http://deploymenthealthlibrary.fhp.osd.mil, deployment-related information and delivery,

and sustaining the feedback process. A more fully integrated support system to share deployment
information, resources and success stories is essential for the well-being of deployed Service members
and their families. Special outreach and training materials are required for Commanders and Commands,
the National Guard, Reserve Component, and parents of deployed Service members to satisfy their
unique needs.

2006 Customer Feedback Initiative



2006 Customer Feedback Initiative

Table of Contents

V.

\'/ B

VII.

Background . . . ... ... e 1
2006 Customer Feedback Initiative . . . ... ... ... ... ... ... .............. 2
Methodology . . . . . ... ... e 2
Findings. . . . . . .. .. e 5
Conclusions . . . . . ... e 13
Recommendations. . . . . . ... ... .. ... 19
Appendices
Appendix 1. Focus Group Questionnaire . . . . . ... ..ttt 23
Appendix 2. Focus Group DemographicResults . .. ....................... 26
Appendix 3. Focus Group Methodology and Materials . ... .................. 27
Attachment 1. Online, Local and Regional Deployment Support Resources. . . . . . .. 32
Attachment 2. EquipmentNeeds . . . ... ... ... .. 8 3?
- Attachment 3. Facilitator Assistants Contact Fo R e = 7

Attachment 4. Facilitator Checklist . . . .. ... ... ... .. ... .....
Attachment 5. A0 - oo Jo o -
Attachment 6. s . T B

achment 7.




I. BACKGROUND

In July 2004, the National Military Family Association (NMFA) published a report entitled Serving the
Home Front: An Analysis of Military Family Support from September 11, 2001 through March 31, 2004. This
report provided a snapshot of deployment support for Military Service members and their families from
September 11,2001, through the first eighteen months of the Global War on Terror (GWQOT). In late 2004,
NMFA conducted a follow-on Return and Reunion Survey on its Web site (http.//www.nmfa.org), which

indicated a need for further input from Military Service members and families regarding the effects of
multiple and extended deployments.

In August 2004, a parallel effort by the Office of the Assistant Secretary of Defense (Health Affairs)
(OASD [HA])/ Force Health Protection and Readiness (FHP&R) established the Deployment Health Risk
Communication Working Group (DHRCWG).The purpose of the DHRCWG was to develop more consistent
information across the Military Services regarding deployment-related exposures and emerging health
concerns throughout the cycles of deployment. A primary task of DHRCWG is to acquire, develop and
provide fact sheets, deployment support materials and links to peer-reviewed, accurate, and validated
information about deployment health issues to three specific audiences: Service and family members,
Commanders, and clinicians. DHRCWG subsequently established the online Department of Defense
(DoD) Deployment Health Library (http.//DeploymentHealthLibrary.fhp.osd.mil) to provide access to a

collection of Service deployment health-related support materials.

Using lessons learned from NMFA's online Return and Reunion Survey, NMFA published a second report
in 2005 entitled, the National Military Family Association Report on the Cycles of Deployment Survey: An
Analysisof Survey Responses from April-September2005.Seventy percent of respondents offered comments
and personal stories regarding their deployment experiences. This report concludes “Commanders,
rear detachment/rear party personnel, family center staff, chaplains, and family readiness volunteers must
continually devise innovative ways to reach out to families, gauging what they need and meeting those
needs. A consistent level of resources is crucial in giving them the flexibility to create the comprehensive,
response support system families need in order to succeed in the face of repeated deployments.”

During the spring of 2005, DHRCWG added mental health and family readiness information to its
online Library at the request of the Joint Task Force for Family Readiness Education on Deployments
(JTF FRED). JTF FRED member organizations include the DoD Office of Military Community and Family
Policy; DoD Office of Reserve Affairs; Army, Navy, Marine Corps, Air Force, and Coast Guard family
programs; United States Army Center for Health Promotion and Preventive Medicine (USACHPPM);
Naval Medical Center San Diego; Military OneSource; National Guard Bureau; and the NMFA. The name
of the library changed to reflect its broader focus: Deployment Health and Family Readiness Library, at
http://DeploymentHealthLibrary.fhp.osd.mil.
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During their first year of operations, JTF FRED and DHRCWG made a strong commitment to establish an
ongoing dialog with Service and family members, Commanders, medical clinicians and family readiness
service providers for the purpose of monitoring the evolving deployment support informational needs
of these target audiences. The importance of directly asking Military members and their families what
they need for help with deployment issues on an ongoing basis is well-established.

Il. 2006 CUSTOMER FEEDBACK INITIATIVE

With the help of JTF FRED member organizations, JTF FRED launched a worldwide Customer Feedback
Initiative (CFI) in the summer of 2006. The main purpose of the CFl Initiative (Phase 1) was to establish
ongoing dialog with Service members and their families in a deployment status. This 2006 CFl Report
will be used to improve the Deployment Health and Family Readiness Library, and to communicate with
those who provide deployment support information and support services throughout the DoD. Phase |l
(proposed for 2008) will focus on establishing dialog with deploying Commanders, medical clinicians,
and family readiness service providers. The CFl reports will be used to capture deployment support
needs and recommendations expressed through ongoing and expanding dialogue.

1. METHODOLOGY

Using focus group methodology and materials, the CFl Initiative (Phase I) asked Service and family
members three basic questions (see full questionnaire at Appendix 1):

1. What do Service and family members need during deployments and redeployments?

2. What preferences do Service and family members have for receiving deployment information and
support?

3. What do Service and family members think about the Deployment Health and Family Readiness
Library and its content?

To answer these questions, the Military Services selected 16 focus group locations and provided on-site
group facilitators to capture customer feedback data. Service and family members (291) participated in
42 focus groups worldwide. Focus group participants included males and females, E-1 through 0-6 pay
grades, Active Duty, National Guard and Reserve Components, spouses, and parents. Some participants
served in more than one Service and/or had prior Military Service experience but were not currently in
the Service.

Deployment Resources for Servicemembers and Their Families

Site locations were selected on a voluntary basis. Extensive efforts were made to include a broad range of
deploying Commands to include installations across the United States, those that are forward deployed,
and those from overseas Pacific and European Commands:

6 Army locations: Camp Zama, Japan; the DoD Force Health Protection Conference
in Albuquerque, New Mexico; Fort Jackson, South Carolina; Fort
Monroe, Virginia; Fort Lewis, Washington; and Fort Bragg, North
Carolina

4 Navy/Marine Corps locations: San Diego Naval Station, California; Camp Pendleton, California;
Miramar Marine Corps Air Station, California; and Murphy
Canyon, California

4 Air Force locations: Lakenheath Royal Air Force Base, United Kingdom; Eglin
Air Force Base, Florida; Offutt Air Force Base, Nebraska; and
Charleston Air Force Base, South Carolina

2 National Guard locations: Philadelphia, Pennsylvania; and Fort Belvoir, Virginia

The focus groups demographic data (see Appendix 2) were analyzed by FHP&R. The USACHPPM and the
Office of Military Community and Family Policy (MC&FP) provided a focus group questionnaire (Appendix
1) and demographics questionnaire (Attachment 8), training materials, and a focus group tool kit to help
on-site facilitators recruit and capture data from focus group participants (see Appendix 3).
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IV. FINDINGS

The 2006 CFI (Phase I) findings were produced using qualitative analysis techniques. Overall, the
findings confirm that the deployment support needs identified by NMFA in 2004 and 2005 remain valid.
However, the findings in this report expand on what is known about deployment support needs during
the Global War on Terrorism, particularly in an environment where communication technologies are
rapidly converging to form new integrated and participatory social media.

Following is a summary of the focus group results in key topic areas. Results include the combined
feedback from all focus group participants. The results were not analyzed by demographic categories,
although some generational differences are noted. As often as possible, data was captured and reported
in the participants’own words.

“In-person contact is very important—Life is complicated. A few links is not a
solution. You need information and personal assistance.”

Deployment Support Needs

The Service and family members, especially those new to the Military and new to deployments, asked
for information and assistance in the following areas:

\4

Improved communications between the local Command, Service members, and families
Family support

Child care resources

Deployment cycle information

Emergency contact information

Help dealing with the emotional aspects of deployment

Financial assistance

Health issues for Service members while deployed

Information about Identification (ID) cards

Legal assistance

Medical services

vV ¥V ¥V ¥V V¥V VY VY V¥V VYV VYV VY

Mental health services
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Communication Preferences

Military Service members and their families prefer to receive information about the deployment and
status of deployed members from their Service member’s local Command and in person from people
they trust. They said it would be helpful if there were:

» In-person gatherings with Command leaders, spouse leaders, and families

» Regular phone contacts from Command leaders and Command representatives
» A spouse advocate — a central referral point for spouse-related information
>

Strong Family Readiness Groups and yellow-ribbon (installation or regional) support groups for
mutual support

An active Web-based message board for spouses/families/friends

» A Military spouse portal on the Internet

A\ 4

Outreach contacts for parents, significant others, and National Guard and Reserve Component
family members

Regular visual/video contacts with deployed Service members
Email to and from deployed Service members

“A Family Guide for Military Deployments” brochure

Y VYV VY VY

Community resource guides (e.g., installation, regional, Command unit and Military Service-specific
deployment information)

eNewsletters and hard copy newsletters
» Hardcopy resources sent by “snail mail” to put into “Battle Book” notebooks for reference purposes
»  Electronic copies of support materials to email friends and family

Service members and families want installation support personnel at base agencies to understand the
importance of helping spouses and children, helping them feel welcome and not forgotten while the
Service member is deployed. Many families are not connected to the Command. They need a place to
“check in” on a reqular basis, a place where they can feel comfortable asking for help if needed.

“As long as things are okay, we don’t need to look at Web sites.”

Generational differences became apparent during discussion of media preferences for receiving
information. A number of older individuals said, “As long as things are Okay, we don’t need to look at Web
sites.”Younger Service and family members prefer using the Internet and handheld devices to seek, send,

Deployment Resources for Servicemembers and Their Families

share and store information. They particularly like to have information “pushed electronically” to them. A
multi-media outreach effort is needed to span the different age groups of stay-behind families.

Comfort Using the Internet

Focus group facilitators asked participants how comfortable they were with using the Internet and found
that 50percent of respondents are comfortable using the Internet; 40percent are somewhat comfortable;
and 10percent are uncomfortable. The lack of comfort with the Internet appeared predominantly with
older participants.

Spouses say,. “We sites need to be recommended by someone you trust;
otherwise spouses won't find out about them or give them credibility”

What Makes a Web site Useful or Hard to Use?
The Service and family members said that effective Web sites are those that have:

Everything you need on one Web site, but not too much information
Direct links to good resources
A phone number of someone you can call if you need additional help

A good search engine

vV VYV VY VY VY

Content written in “plain English and plain Spanish”

The participants said Web sites are hard to use if:

Uniform Resource Locator (URL) is too long to remember
Unsure if the Web site is official and a reliable source

Has firewalls and log-in requirements

Has too many topics

Too many words and acronyms

Requires too much searching

Outdated information

Disorganized information

Links that don’t work

vV ¥V ¥V vV VvV VY VY VY VYV VY

Looks too intimidating
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Web site Preferences

The Service members and their families trust their chain-of-Command Web sites as their number one
source of information. They are loyal to these sites but also have additional “favorites,” including those
related to medical and family support. Large commercial search engines are heavily used. With the
exception of a strong preference for unit- or Command-sponsored Web sites, the Web sites are not listed
in a particular order or priority.

Command Sponsored Web sites:
Garrison/Installation Web sites:

1. Fort Bragg: http://www.bragg.army.mil

2. Offutt Homepage: http://www.offutt.af.mil

3. Offutt Enlisted Spouses Club: http://www.OffuttEnlistedSpousesClub.com/worldwide.htm|

4. Army Community Services (ACS) Web sites at the garrison level

Major Command Web sites:

1. 5th Corps: http://www.vcorps.army.mil

2. USAREUR Blue Box (G-1 Web site): http.//www.per.hqusareur.army.mil/bluebox/resources.htm

3. USAREUR Post Reintegration Community Resource Guide Web site: http.//www.per.hqusareur.

army.mil/postreintegration

Health Promotions Web sites:

1. USACHPPM (U.S. Army Center for Health Promotion & Preventive Medicine):
http://chppm-www.apgea.army.mil

2. Hooah4Health: http://www.hooah4health.com

Commercial Web sites:

1. CNN: http://www.cnn.com

2. Google: http://www.google.com

3. Military.com (respondents noted “They push good information to you.”): http://www.Military.com

4. Yahoo: http://www.yahoo.com

Deployment Resources for Servicemembers and Their Families

Family Support Web sites:

1. AFCrossRoads: http://www.afcrossroads.com

2. ArmyFamiliesOnline:
http://www.ArmyFamiliesOnline.org

3. Army MWR Web site: http://www.armymwr.com

4. Marine Corps Community Services (MCCS): http://www.usmc-mccs.org

5. MyArmyLifeToo: http://www.MyArmyLifeToo.com

6. Navy LIFELines: http://www.lifelines.navy.mil

Government Web sites:

1. Department of Veterans Affairs: http://www.va.gov

2. Federal Government’s Web Portal: http://www.USA.gov

3. U.S. and State Government Web site

Large Military Web Portals:

1. Army Knowledge Online (AKO): http://www.army.mil/ako

2. Defense Finance and Accounting Service (DFAS): http://www.dfas.mil

3. SITES (migrated to MilitaryINSTALLATIONS and Plan My Move):
http://www.Militaryinstallations.dod.mil/ismart/MHF-MI

4. Military OneSource (a.k.a. Army OneSource):
http://www.MilitaryOneSource.com

5. MyPAY.gov: https://mypay.dfas.mil/mypay.aspx

Medical Web sites:

1. Navy Medical Center San Diego: http://www-nmcsd.med.navy.mil

2. TRICARE: http://www.tricare.mil

3. TRIWEST: http://www.tricare.mil/westTSC

Military-Related Associations:

1. Military Officers Association of America (MOAA): http://www.moaa.org

2. National Military Family Association (NMFA): http.//www.nmfa.org

3. Reserve Officers Association (ROA): http://www.roa.org
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Experience with the Deployment Health and Family Readiness Library

Nearly all focus group members were viewing the Deployment Health and Family Readiness Library and
sample content materials for the first time. A public awareness marketing campaign is clearly needed
for the library.

“Awesome!” “I've been all over the site. It's great!”
“I printed off as much as I could from the site and put it in a book.”
“What we really need is resources! Give us guides, handbooks, indexes, links.”
“Very resourceful!” “Easy to use.”

“Too much information on one page. It’s daunting to spouses.”
“Looks like it is for professionals, not for the average family member.”
“Scary medical information ... | thought this site was for family readiness.
It seems to be more for soldier readiness.”

Detailed findings and specific recommendations from focus group participants are available in
Appendix 4. This detailed information may be useful for Command leaders, action officers, and policy
makers to address deployment-related concerns, and to facilitate the development of appropriate
messages and communication products locally. The intention of JTF FRED and DHRCWG is to share
detailed findings from this Phase | effort with those who provide deployment support, in the hope of
minimizing gaps in information and integration of deployment support services throughout the DoD.

Deployment Resources for Servicemembers and Their Families
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V. CONCLUSIONS

Overall, focus group participants said online information is greatly needed and appreciated, but it is not
enough. Service and family members need regular contact with their Command leaders and spouse care
coordinators as well as each other for mutual support and mentoring. An integrated system of support
in which Commands, Family Readiness Groups, service providers and Service and family members can
connect for the purpose of sharing information, resources and success stories is essential for the well-
being of deployed Service members and their stay-behind families. Special outreach is required for
National Guard, Reserve Component, and parents of deployed Service members.

“This is our first deployment and at this time
I don’t know what I'll need!”

A number of recurring themes regarding unmet deployment needs emerged as focus group members
throughout the Military Services made similar comments, requests and recommendations. Additional
details and representative quotations from group participants can be found in Appendix 4.

THEME 1: Need for More Deployment Preparation and Reintegration Information and Support

Service and family members know that deployment experiences will change them as individuals,
couples and families. They need information and assistance in preparing for these changes. They are
concerned about re-negotiating roles and responsibilities once the Service member comes home. They
need emotional support and stress management skills throughout the cycles of deployment.

Ongoing contact with the Command is essential for the well-being of Service and family members.
Spouses expressed the need for a place to check in for mentoring, support and assistance when help is
needed.

“Would prefer a centralized place for all information
related to spouse issues and deployments.”

Outreach to young isolated spouses, parents of Service members, significant others, child care
providers of single Service member’s children, and the National Guard and Reserve Component needs
improvement. OQutreach efforts focused toward these groups would likely increase awareness and
understanding of the deployment cycle as well as enhance connectedness between Command and the
deployed Service member.

2006 Customer Feedback Initiative
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Stay-behind families need up-to-date local community resource guides with points-of-contact for
help when needed. Strong Family Readiness Groups, Yellow Ribbon Rooms where families can stay
in touch with deployed Service members via the Internet and a Web-cam, and spouse advocates (or
care coordinators) were frequently requested to help keep families engaged throughout the cycles of
deployment.

THEME 2: Need for More Mental Health Services and Emotional Support Materials

Service members and families alike want to know if their emotions are normal and if not, when, how
and where to seek help. Spouses want their Command leaders to acknowledge their pain, sacrifices, and
contributions. Family members report a lack of information about mental health services for spouses,
and a significant lack of support resources for children. Although respondents were generally aware
of Military OneSource, they did not know what family resources were available through this site or
elsewhere.

“Give me true stories about Service members and families
who have successfully coped with deployment stress” ...
“testimonials, real answers and solutions.”

Service members and their families want confidential ways to self-assess as well as confidential
assistance if needed. Some participants expressed concerns and fear about the stigma associated with
seeking help, especially for Service members, despite a DoD-wide effort to de-stigmatize mental health
support.

Service members and their families need more than a Web site or professional counselor. They want to
talk to someone with deployment experience. They want to see and hear from those who have gone
through deployments successfully. They believe testimonials and talking about real problems and real
solutions will help. They need validation that they are Okay, even though they are highly stressed, angry
and afraid.

“All information on the web is useful for the Guard and Reserve!”

Focus group participants from the National Guard and Reserve Component expressed a strong desire for
the Command to improve the way they inform their Service members and families about deployment
support and mental health services, since most of these families do not live on or near a Military base.
An important suggestion from National Guard and Reserve Component members and families is to

Deployment Resources for Servicemembers and Their Families

have a “primary care manager for deployments,” similar to primary care managers for healthcare - one
person dedicated to being that resource link, someone they can reach out to and receive guidance
from. Several respondents called such a person a “spouse advocate” or “care coordinator.”

THEME 3: Need for Better Communication between Commands, Service Members, and Families

Service members and their families shared that they do not want Command leaders to assume they can
handle deployments alone just because they have gone through deployments before. Since September
11, 2001, deployments are different. Deployments have become longer, more dangerous, and occur
back-to-back more frequently.

“Every deployment is different. They do not get easier.
You still need help even if you've gone through deployments before.
As we master old issues, new ones come up.
Don’t assume we can handle it”

Service members and families want their Command leaders to understand their pain and emotions, and
to appreciate and acknowledge their contributions. They are looking to their Commands as the primary
source of trusted information and support services.

Enlisted and officer families need regular communications with Command leaders, stay-behind or rear
detachment personnel, Command volunteers and their Service member. They want to constantly have
access to the status of Command activities, deployment schedules, and health and welfare issues for
their loved ones. They also recognize the need for operational security, and want more information in
that regard so they can stay connected yet still comply with necessary security parameters.

“Use of the Internet has made separations easier due to increased
communication possibilities.”

Parents of Service members and significant others are frequently left out of the loop, yet these individuals
are frequently the ones who take care of single Service members’ children, personal finances, taxes, and
personal property. Special efforts are required to reach these individuals since their contact information
is not typically on family member rosters and most do not live on or near Military bases.

Some family members showed interest in receiving the same deployment information that is given
to Service members, so they can be more confident and prepared to live alone for the duration of the

2006 Customer Feedback Initiative
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deployment. Specifically, they wanted reassurance that the Service member has taken care of all the
legal and financial responsibilities for the stay-behind family members.

In today’s changing deployment environment, it would be of value if the Command leaders, volunteers
and families had accurate emergency point-of-contact information and guidance regarding the casualty
notification process so they can be prepared.

THEME 4: Need for Quicker and Easier Access to Local and Regional Information

General deployment information is a valuable starting place, but what families communicated as
particularly valuable is local and regional information. Children of deployed Service members often need
help coping with the absence of their parents, but few resources are available. Spouses do not know
where to go for support information and services, specifically for children (e.g., the Naval Medical Center
San Diego, CA, http://www.nmcsd.med.navy.mil/ or the www.MilitaryStudent.dod.mil Web site). Some
were aware of Military OneSource resources [1-800-342-9647 (Continental U.S.) or 1-800-3429-6477
(Outside Continental U.S.); http://www.MilitaryOneSource.com ]. Spouses need individual problem

solving assistance with identification cards, pay, allotments, and benefits. Spouses need help with taxes,
legal matters and finances.

“These are the good Web sites ... but they are not enough.”

Family members need better access to high quality medical care within the Military and civilian
communities, especially specialty care, pregnancy, pre-natal, nurse advice and new parenting support.
Spouses need well- and sick-baby advice, and vaccination schedule information. Several spouses said
new parents get very stressed when the Service member is not there to help make decisions about a
sick baby. Spouses need better access to affordable child care, especially hourly care. Many spouses
have to quit their jobs due to lack of affordable child care.

THEME 5: Need for Expanded Emphasis on Preventive Medicine Education Related to Deployment

Interest in health issues increases as Service members move through the cycles of deployment. Once
Service members arein theater and see stagnant water and bugs, their interest goes up. Service members
and medical clinicians with deployment experience say these are the primary medical concerns of
Service members deployed in 2006:

» Heat injury prevention
» DEET

» Dust

Deployment Resources for Servicemembers and Their Families

Hand hygiene

Side effects of vaccines (e.g., smallpox, anthrax, other Military vaccines)
Pre- and post-deployment coping (predominantly Active Duty mothers)
Safety issues

Sports injuries prevention

YV V¥V VY VY VY VY

Sexual assault prevention and sexually transmitted diseases (Command leaders want briefings for
their Service members)

Service members and clinicians say the online Deployment Health and Family Readiness Library will
be especially helpful to individual augmentees who might not have access to all of the briefings by
the Command units. Spouses say deployment health information is scary and they do not want their
children to be exposed to this information. Many family members are not aware of the health risks of
deployment but they do want their Service member to have online access to this type information.

Service and family members are aware of the safety risks of deployment and potential for severe injuries.
They say Commands need to do a better job of capturing family member emergency point-of-contact
information and providing casualty notification process guidance to families.

2006 Customer Feedback Initiative
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VL.

RECOMMENDATIONS

Share this 2006 Customer Feedback Initiative (CFI) Report widely.

A.

Post the CFl Report on the Deployment Health and Family Readiness Library Web site for
public access and promote cross-linking by Web masters serving Military audiences.

Provide copies of this report to DoD senior leadership and family support personnel
providing deployment information (family readiness and health) to Service members and
their families. Encourage sharing of model materials which address emerging deployment
support needs.

Develop training materials for Commanders and Commands on preparing and supporting

families before, during and after deployments.

Institutionalize the CFI process by continuing and expanding dialogue between partner

organizations and target audiences.

A.

Conduct Deployment Health and Family Readiness Library usability testing on an ongoing
basis.

Seek regular feedback from key audience groups: Service members, families, Command
leaders, medical clinicians, family readiness service providers, and relevant veterans and
human service organizations.

Implement the online ForeSEE survey tool on Web sites containing family readiness and
deployment support information (beyond the Deployment Health and Family Readiness
Library which has already instituted this tool) to capture random sample customer feedback
and continuously improve deployment information.

Embed a suggestions link into online deployment support materials that will allow users
to provide feedback directly to content owners and developers.

Compare CFl Report findings and recommendations with current Deployment Health and

Family Readiness Library Web site design, functionality and content holdings. Make needed

improvements.

A.

Identify gaps and opportunities for improvement in the Deployment Health and Family
Readiness Library and its content. At a minimum, address usability issues and fill content

gaps.

Enrich and improve the Deployment Health and Family Readiness Library by seeking
more Command level Web site URLs, information and model materials and by developing
information and marketing partnerships with Military Commands.

2006 Customer Feedback Initiative

19



20

C. Frequently update and add new content to the Deployment Health and Family Readiness
Library.

D. Post “last date modified/updated” on the front page of the Library site and on DHRCWG and
JTF FRED produced materials.

Develop a ListServ of family members from across the Military Services willing to provide
ongoing feedback to JTF FRED regarding the Deployment Health and Family Readiness Library
and its content holdings.

Implement a comprehensive marketing and communication plan that promotes integrated
deployment support programs and proactively reaches out to Active Duty, National Guard and
Reserve Components and their families, including parents and significant others.

A. Incorporate social media/social networking strategies.

B. Work with webmasters of frequently used, customer preferred Web sites to market the
Deployment Health and Family Readiness Library.

Deployment Resources for Servicemembers and Their Families
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VIil. APPENDICIES

Appendix 1. Focus Group Questionnaire (page 1 of 3)

JOINT Task Force FOR FAMILY READINESS EDUCATION ON
DerLoYmeNTs (JTF FRED)
Focus GROUP QUESTIONNAIRE
FiMAL

1) Introduction of facilitalors
2} Introduction of locus group members
3) Introduction of focus group purpose

4 Orianlation o the deploymant cycle
a. Provides group membars with a common languags
b. Establishes facilitators in "exper” role

5 Transilion 1o focus group guestions

a 1. i your experience, whal sorts of informalion have
you needed during the deployment cycle ™

L. Encourapge focus group members to be as specific
as possible

i, Provide sxamples (e.g., how 10 resolve pay
problems, how to access medical senices, how to
communicate with deployed sendce members in
an emergency)

2688 83533585

of the cyclas of deploymant. What information oo you nesd
about the emolions sumounading deployments 7
i. Behaviorall mantal health neads will likely hava
already bean mentonad.
. Probe for mong spocifics,
fil. Strass thal the index cards dstributed af the
beginning are for particpant use to capture mone informalion
about deploymeni neads since wi nead to cover additional
questions during the focus group.

1H05- b, "How oo you prefer to get deplaymeant heaith and family
THI0 readness information ?”

i, Provide examples
1. Websiles
2. Elacironic Noewsletiors
4. Printed Pamphlets/Brochures
4. Printed Newslaliers
i “Are there any other informational formats thal we
have nol considerad 7

2006 Customer Feedback Initiative
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Appendix 1. Focus Group Questionnaire (page 2 of 3)

1H10-
1H15

1415
1420

1H20-
1H25

1H25-

1135

1H35-
1140

¢ “On a scale of 1-3 (1 being nof comfortable, 3 being
comiortable), how comforiable are you using

compelaly
the interne! to ged deployment and family readingss
iformaltion ?*

f} Brigfly explain that the next part of discussion will focus.on
Interneat use.

d. "‘What websiles do yvou use regwianly for deployment and
family readiness informalion?
i, Create a list of all websitesresources mantioned
ii. I necessary, provide examples (e.g,, Military
OneSourca)

8. “What makes a websile easy lo use?"

L Use the list generated from previous question and
go through each websilefresource that are
mentianed

ii. For each resource discussed, cover the following
questions...

1. What did you like about the websita?

2. How easy was il io find information on the
sila?

3. How well did the infosmation on tha site
answer the questions that you had?

I “What makes a websie ditficull or rusiraling 1o usa?”
L Provide examples il necessary {e.9., hard 1o find
information on the site, the infarmalion on (ha sile
wasnt what you were laoking for)
i Lsa the list generated in question G lo guide
discussion

g. “Have you visited this wabsita?" [provice scraanshol of
the FHFP wabpage from facilitator loolki);
hitp.'deploymenthealitlibesry tho eed mibome jso)?

i, I no, move io question h."
i, Wyes, ask “What did you think about this online
kbrary T

Deployment Resources for Servicemembers and Their Families

Appendix 1. Focus Group Questionnaire (page 3 of 3)

1H40- h. Show' disirbute 3 examples of ibrary malerigls, “Whal
2400 oo you think of these materals?
L Focus on getiing input on tact sheets developed
by DHRCWG and/or FRED.
i Probe for first impressions about overall Took,”
aesthetics.
li. Probe for likes/ dislikes about volume of
information, fact sheet formal, information flow
and presentation, resources provided, elg,

2HO0 B} Close focus group

a) Thank focus group members for their participation

b) ‘h#ﬁamﬂh@ﬂﬁﬂﬂmﬂﬂmﬁﬁmmm
i 17"

¢} Encourage the use of index cards for additional thoughls/ inpul

d) Distribute Thank You packages, yours and’or CHPPM business
cards, indax cards for them to keave behind additional thoughts/
input

g) Thank focus growp members again for their participation

2006 Customer Feedback Initiative
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Appendix 2. Focus Group Demographic Results

Affiliation to Miliary Branch of Miitary Servica
50% Servion Mambar

41% Spouse of Active Duty

3% Spouse of Matkonal Guard 35% Air Foroe

4% Diher (velerans, family resdiness officars) 5% Mors Bian One Sarvice
0 10 20 30 40 50 60 70 B0 90 W0 0 10 20 30 40 S50 60 TO B0 80 100

258% of Senvice Membar respondants were B0 SpOUsES
11% of ihe respondents had multiple associptions

Sarvice Mamber's Rank Military Componint
16% E1 to E4

41% ES 0 ET
19% 1 1o 013 and WO to CW2
4% National Guard
13% D4 10 05 and CW3 to CW4
11% E8 and sbove and OB and above 2% Retired

0 10 20 3 40 S50 60 TO BD B0 100 0 10 20 3 40 S50 60 70O 80 80 100

Mumber of Times
Sarvica Member Has Been Separaled
Years ol Servica for 30 Days or More Since August 2003
16% 0 to 4 yoars
22% 5o 10 yoars
20% 11 ko 15 yoars 3% T io B timas
21% 16 10 20 years 5% 10/ 12 times
18% 20 + yaors 3% > 13 timas

0 10 20 3 40 50 60 TO BD B0 100 g 10 20 3 40 50 60 7O B0 90 100

Joo Grawd, FHP & R, Force Readiness & Headh Assurance, 703 545 3326
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Appendix 3. Focus Group Methodology and Materials (page 7 of 5)

APPENDIX 3
FOCUS GROUP METHODOLOGY AND MATERIALS
Methodology

Fory-two focus groups (including one mail-in group and one conference call group)
were held in sixteen geogrophic locations worldwide, Selection of sife locations and
focus group facilitators was made by cach military Service. Facilitator training, a
standardized questionnaire, a demographic data sheet and a “toolkit™ for carmyving
ol fecilitator duties was provided by the LS. Army Center for Health Promaotian
and Preventive Medicine (USACHPPM) and the DaD Office of Military
Community and Family Policy (MC&FP).

Focus Group locations included:

ons: Comp Zama, Japan; the Force Health Protection conference m
Albuguergue, NM: Forl Jackson, 5C; Fort Monroe, VA, Forl Lewis, WA; and For
Bragg. NC.

4 Navy/Marine Corps locations: San Diego Naval Station, CA; Camp Pendleton,
CA; Miramar Marine Corps Air Station, CA; and Murphy Canyon, CA.

4 Air Foree locations: Lakenheath Roval Air Force Base, United Kingdom; Eglin
Air Foree Basz, FL; Offutt Air Force Base, NE; and Charleston Air Force Base, SC

2 National Guard locations: Philadelphia, PA; and Fort Belvoir, VA

Todal focus group paricipants were 291, inclding Active Duty, National Gusrd mnd
Rezerve Components, Spouses, and Parenis of Service members.,

Demographic analysis was provided by Do) Force Health Protection & Readiness).
See resulis af Appendix 2.

Customer feedback dotn from all focus groups was analyzed by the Office of the
Deputy Under Secretary of Defense (ODUSDY), MC&FP/Educational Opportunities
Directorate, Complete detailed findings are provided in Appendix 4,

Primary Poinis of Contact for the data collection and analysis effort are Ms. Lori
Geckle, USACHPPM/ 410-436-7709 / Lori Gecklei@us. army.anil, and Dr. Randy
Elringham, ODUSIYMCEFP / 703-602-494% ext 160/

Randy. Eltringhan@asd mil.

2006 Customer Feedback Initiative
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Appendix 3. Focus Group Methodology and Materials (page 2 of 5) Appendix 3. Focus Group Methodology and Materials (page 3 of 5)

- Alter the miliary Services selecied their geographic sile locations and Tocus group B Ground Rules and Lessons Leamed [ Altachment 7)
facilitaiors, phone calls were mode and letiers (example leiter provided in Materials g Focus Group Demographic Coestionnaine { Atiachment 8§
section) were sent out to family members in their colchments area, imviting them to 1. JTF FRED Fagilitator Tips {Atachment )
participate and submit their input on a sél of standardized questions. 11, “Basic Faciliiation Skills™ {published by The Human Leadership and
Dievelopment Division of the American Society for Cuality, the Association
= [Family Support Centers were instrumental in reserving focus group meeting spaces, for Quality and Participation. the International Association of Facilitators, May
recruiting and coordinaling focus group participants, amanging for child core, 2002 { Table of Contents: Attachment 10§
working with insiallation leaders who were responsible for scheduling pay 12.  Deploymeni Healih and Family Readiness Library homepage and selecied
grade/family member groups and serving as group facilitators. sereen shots [ Attachment 11)
13.  Sample Content #1: The New Emotional Cveles of Deplovment
— Standardized questions wene asked of all focus group participanis (See {Attachment 12)
Questionnaire in Appendix 1). Group facilitators capiured feedback data on; 14. Sample Content #82: Service member & Family Assistance (Atachment 13)

Deployment support needs;
Communication/Media preferences;
Comfor level using the Interniel;

What mokes a website easy and hard to wse;

Feedback on the online Deployment Health and Family Readiness Library and
its content; and

General Recommendations,

Il. MATERIALS
A.  Facilitators Toolkit

A comprehensive Toolkit and training session was provided to the focus group
facilitniors o assist them in carrying out their duties.

Toolkit content:

Focus Group Questionnaire (Appendix 1)

Online, Local & Regional Deployment Support Resources { Attachment 1)
Equipment Meeds { Allachment 2

Facilitator Assistants Contact Form {Allachmient 3§

Facilitator Checklist (Attachment 4)

Focus Group Process and Guidance (Amochment 5)

Focus Group Data Cover Sheet (Attachment &)

SRR T
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Appendix 3. Focus Group Methodology and Materials (page 4 of 5)

B.  Letter to Militory Service Family Members

Adfter the military Services selected their site locations and focus group facilitators,
a letter {or e-mail) was sent 1o all family members ai each selecied site, with the
following content:

Diear Famnaly Mpmbsr

Approcmately two prans aga, 3 webpage was Lionched that consolidares the wide
waniety of indormarion dbowt healtl aod Galy readiness ropies nelared 1o
deplovment Contenes of this webpage ste overseen by rwo working groups chat

the imeerests of Service Members and families alike 1) The Jome Task
Porce o Farady R eadiness Edocation an Deployiments and 2} The Diepoyimens
Healel Risk Cormminestion Workgroup.

Beow that this webpage has been in wse for awhile, we would Like for yoo o
pasticipate i & focu group discnoon about the incfulics of ths online
information, and 1o help iderafy any other deployment readiness needs of
undlicary famsilies. Your ingur will directly benefis families by helping identify
deployment readiness mbormnation gaps and by helping o oosire thas issies
of greatest concem can be berver addressed im & nmely manner.

The Focun grosp will be held oo (DATE) st CTIME, INCLUDE BEGINNING &
ENDESG TIMIES] s (LOCATION), Child care will be provided s no charge.

Thank yew in advance for combdereng elsis immation, Meae coman [SERVICE-
SEECIFIC FOCUS GROLUT MAMETHONE MNUMBER JEMAILY if you are able
eos parmiespare. Winh your belp, we will be berver able to address the peeds of
enibstary farmbice. We ook forward o seeng you on (DA TEL

Sincerely,
Sernoe-speariue Poas Cmoup FOC

I"hame
Frmail

C.  Materials Provided 1o Focus Group Paricipants

Upon arrival to each site location, the focus group facilitstors provided
participants with an information package containing the following materials:

30 Deployment Resources for Servicemembers and Their Families

Appendix 3. Focus Group Methodology and Materials (page 5 of 5)

1. Focus Group Demographic Crestionnaine

& Deployvment Health and Family Readiness Library homepage and
sebected sereen shots

5 3 Sample Content #1: The New Emational Cyveles af Deplovment

4.  Sample Content #2: Service member & Family Assisiance

2006 Customer Feedback Initiative
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Appendix 3. Focus Group Methodology and Materials

Attachment 1. Online, Local & Regional Deployment Support Resources (page 1 of 4)

ATTACHMENT 1

Online, Local & Regional
Deployment Support Resources

li ing P
Deplovment Health & Family Readiness Library:
hitpedeplovmenthealthlibrany, Mhp, osl mil!

Military OneSource; 1-800-342-%47 — 247 Call Center
See website for oversens phone numbers,

wwyomililnryonesounse. com
You name it. We can help —24/7!

Miliary HOMEFRONT: voww militaryhomiefrontdod.mil

CommandersPage: www commanderspage.dod,mil
Lipdates and resources for Flag and General Cificers and their commanding
officers

Plan My Move:
hips apps.nbfdod mil pls'pagprod (Tp= 107: 1 T48564 86 3998067 5

Use the above two online resources 1o get contact information and maps for your
nearest military insiallation and resources in your surrodnding local community.
Cosualty Support

Chamber of CommernceVisitors

Chapel/Chaplains

Child Care/Youth Services

Financial & Consumer Services

Deployment Resources for Servicemembers and Their Families

Appendix 3. Focus Group Methodology and Materials

Attachment 1. Online, Local & Regional Deployment Support Resources (page 2 of 4)

Educiation

Employment
Entertainment/Food
Family Support

Legal Assistance
Licenses & Registrations
Medical/Dental Pharmacy
Newspapers

Public Affairs

Reliel Societies
Relocation, Lodging & Housing
Safety & Security

Social Services (OIF-Base)Victim Assistance
Transportation & Houschold Goods Shipments

Llnilities

2006 Customer Feedback Initiative
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Appendix 3. Focus Group Methodology and Materials

Attachment 1. Online, Local & Regional Deployment Support Resources (page 3 of 4)

-—

-

- Deployment Healthy i
« and Family'Readiness [Library m

F -
Deployment Support Resources

=
-
-

=T
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Attachment 1. Online, Local & Regional Deployment Support Resources (page 4 of 4)

2006 Customer Feedback Initiative

Fage 2
Additlgnal Scurces ol Infermation and Asgilancs
Wsiitury DseSeutte Cammardes, Futatilan ire (See Miliary Pethenrsl and Vel ar sestion|
247 Call Covien. Tip Sraats & Life Aricies mﬂﬂlﬂmﬂm mumm
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vene pew Dot Health and Fivdy fenfmen iy SSpisepispmansasshory S me e
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Appendix 3. Focus Group Methodology and Materials

Attachment 2. Equipment Needs

LSACHPPMW/ Lor Geckle 1-RiN-222. 0698
Lo Crockle 8 us. armyy.mil 410-436-T700/ DSMN 584-7708

JOINT TAsK FORCE FOR FaMILY HEADINESS EDUCATION ON
DerLoYMENTS (JTF FRED)

EoueMENT NEEDS

Laptop (ko capiune discussion)

“Push package” from CHPPMYS D5

Estra T4 (1o save notes — and in case CHPPM forges 1o include oné in the
“push package™!)

Facilitator toolkit CD

Fucilitator checklist

Method 1o ship data back 1o USACHPPM

Power source for laptop

1 ilipchan for facililalor 1o note key poinds from group

Markers

Indlex cords (or group pariicipants (o nobe finnl thooghis not mentioned during
time alboded)

Pens! pencils

*  Participani handouts:

o Library flyver

o Thank You packages other "leave-behind™ fiems

o Facilitabor's business eards

o Coples of local family readiness coniac listing

Q50 Military & Family Policy/ TO3-0IEE-4549 x |60
Dir. Randy Elringham
Eansly, Edringham & ool mil

Deployment Resources for Servicemembers and Their Families
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Attachment 3. Facilitator Assistants Contact Form

JOINT TASK FORCE FOR FaMiLy READIMESS EDUCATION OM
DEPLOYMENTS [JTF FRED)

FACILITATOR ASSISTANTS
Military Service {e.9. Army]

[SITE) Focus Group Facilitalors

Rola E-Madl DENE | Commercial # Malling Address

Faciltabor

Facilitabor

ISITE) Focus Group Facilitalors

E-Mail DEN 8 Commarcisl 8 Mailing Address

2006 Customer Feedback Initiative
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Appendix 3. Focus Group Methodology and Materials

Attachment 4. Facilitator Checklist (page 1 of 2)

JTF FRED Focus GRoupP
FaciLiTaToR CHECKLIST

[0 Coordinae with instaliation POGC 10 schadule Focus Group(s) (minimum of ong por sach rank group,
man i possible) segregated as such:
[0 Eocus Group #1; EY = E4 (lower eniisted)
O Foous Group #2: ES - ET non-commissioned oificess]
O Focus Group £3; 01 = 03 AND WO = CW2 jcompany grade officers and junior warrant officers)
O Eccus Groug 84: 04 - OF AND CW3 — CWA4 (lield prade officars and senior warrant obficars)

[ Pasonal indivicual Inberdess and'or Foous Gioup 8f; ER and above AND 08 and abave
{inbarviews v, Toous group will be dapendant on wﬂh—wmmwmmw
it prodoronces)

O Coordinale with instaliation POG ko secune meating spacels) lor Focus Groupis)

[0 Coonginaie with inatallation POG to secure visuml aids’ aquipment fo conduct Focus Group(s) (e.g.,
Flip-Charts, Markers, Compuler Access (5., slectrical power], et

O Coontinale with instalalion POC b secune chideare Eacilies and cerilied chidcare praviders

[0 Coordinaie with instaliation POC ta send invitations™Welcome Letiers™ 1o Focus Group participants

O Contaci Ms, Lor Geckle at LESACHPPR [410-£38-7708) and pravide ihe lolowing infarmation. .

[0 Hame of Insdallation al which Focus Group will be conducied

[ Dadeis) of Focus Group(s)

O Timads) of Focus Group{s)

O Anbeipaied number of paricpans ol EACH Foous Group

O Anbicipaied mumber of childen requinng chid care of EACH Focus Group

[0 Your masing ackiress AND phone mamber for the FED EX iabetpackage io ship the data back 1o

] Schedius Travel iafrom Foous Group installation

0O Coonfinale with Focus Group suppord POC lor sach location 1o ensune plans ane synchrontoed
[0 Shane cell! home numbsars
[0 Shars smsl sddrestes
O Coondinain fravel kdging! rental car plans

[0 Resarve Lodging

[0 Reseres Rental Car d necessary

O Prepan Focias Growp masorials for smnsport o Installabon (o.g., bookmarks, handouts, sio.)

[0 Contact Ms, Lo Gockie at CHPPM (410-436-7709) 1o coondinate receipt of retien FED EX label/
packags for lpcus group daia shipment. and to request any additional last-minuts iems, § eaded

O IF APPROPRIATE, ship Focus Group malenals to nstalaion POC (otherwise, ravel with maberals)

[ Miake contsct with site PG 8l eBch Iacation one week poior o ansuns & pland are complabed’ iocus
group detads sna laken core ol

Deployment Resources for Servicemembers and Their Families

Appendix 3. Focus Group Methodology and Materials

Attachment 4. Facilitator Checklist (page 2 of 2)

O Tievel io Focus Group Installaton aliowing ample lime o prepane lor Foous Geoup (a.g., at laasi 3-3
guaranisod hours onsis)

[0 Conduct Feous Groupds)

[0 Conduct After-Action Fviews with noie-taker/co-facBitator immediately tollowing EACH focus group
io insure accuracy of data collocied

O Prepare data packngs for EAGH focis group to include. .
[ Foous Group Motes (see Mele Takor Shaet)
O Focus Group Gover Shoel including,,
O Type of Focus Group participants (e.g., E-1 = E-8, 01 = 03, atc)
0 Humiber of parcipants
] Biigd desoription of any changes 10 Focus Group prosocol that occurred
[0 Demographic Data Sheets from Focus Group Participants
O Send all Foous Group Data Packages while onsite (preferably) to Ms. Lor Geclde a1,

United Stases Army Cenor for Haaith Promosion and Proventive bedicing
MCBH-TS-AHRA

5158 Blackhawh Foad

Abesdesn Prowing Ground, MO 2008048

O] Puestiry e
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Appendix 3. Focus Group Methodology and Materials

Attachment 5. Focus Group Process and Guidance (page 1 of 3)

USACHPPMY Lori Geckle 1-800-2 220698
Lo Crock e 8 vs armdy, mii 410-436-T700 DSM 584-T708
JOINT TAsk FORCE FOR FAMILY READINESS EDUCATION ON
DerLoYmeNTS (JTF FRED)

INTRODUCTION
SUMMARY 2006

Administra
= Thank participanis for coming today.
& Remssure that non-attribution will be honored,
*  Distribteh collect demographic sheet! pencils (if needed),
= Clorify that providing name other personal information ai ihe boitom is optional

only, and is mgquesied only if people:
o Are willing 1o review drafts of fuiure information producis
o Are imleresied in follow-up information ahout ihis effort

#  Iniroduce yoursell and note 1aker, Include:
o MNaume
£ AlMilavnon (e.g., military organizatbon j
& Area of experiise
= Provide brief background about DHRECWGHTE FREDY and your conpection with
the projectz
o In Augoast NHK, the Deployment Healih Risk Communication Workgroup
(DHRECWG) was formed by the Deployment Health Support Directorale
(ai the DOD level ), Goal is 10 develop more comistent information oones
services about real/perceived deployment health risks,
& Inhe spring of 2005, menial healih and family readiness needs were
addded, resulting in a subgroup called the Joint Task Force on Family
Readiness Education on Deployments (JTF FRED), Members include
Army, Mavy, Adr Foree, ax well as the Matbonal Miliary Family
Associstion
o Because these workgroups are committed 1o constanl improvement, 4
Cusiomer Feedback Initiative, or CFl, was developed o gather feedback
fran Service MombersMamilicaiother stnkeholders interested in
deploymeni issses, This feedback will inke be pathened severl ways and

is intended io focus om 3 makn areas:
I Website usability and communication product content,
2 Deployment processes that are working well amd those that
nead by be improved, and
b Orwverall deploymeni readiness noeds

& Focus groups like this one are being held with families within the other
serviees 1o gel thelr opinions as well.

OSD Military & Family Policy/ TOXH02-4949 % |60
Dir. Randy Eliringham
Iy, Elirin B s |
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Attachment 5. Focus Group Process and Guidance (page 2 of 3)

USACHPPMY Lon Geckle 1-R00- 2220658
Lot Crockbe @ us armd. i 410=436-7700 DEN S84-7709

o Daa from all fecus groups will be apalyzed by the Army Center fior
Healih Promaotion and Preventive Medicine (USACHPPM) {becanne they
were alile fo get o sl mcangd of momey i eo dha ).

o A shor site summary outlining key irends/'common elementsfsugpesied
improvemenis ogly (no atiribation) will be senl back 1o those people ot
ench site who marked on ihe demographic sheet thai they would be
imbenested in receiving a copy.  In sddition, a roll-up summary repon
consolidating daia from all the focus group kecations will be developed.
Summary report will be provided bo Ms. Ellen Embrey, Depaty Assisiani
Secretary of Defense for Porce Healih Prodection and Readiness! Direcior,
Deplayment Healith Suppon.

o How you became invalved in the propect......

#  Ask parficipants 1o introduce themselves:
o Mame (fir name only would sulffice)
o Which family member(s) isfare serving in the military

Tronsiti Ouessions:
*  Thank pariicipants again for coming.
=  Mony of vou may be fnmiliar with the deployment cycle:
o (draw this on o fipchan}

L e

deployment = F Reintegration

OSD Military & Family Policy/ F03-602-4949 %160
Dir, Ramdy Eliringham
Iy, Elirin B s |
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Appendix 3. Focus Group Methodology and Materials

Attachment 5. Focus Group Process and Guidance (page 3 of 3)

USACHPPMY Lon Geckle 1-R00-2 2206595
Lior Crock be @ us_atmide il S 10=d306-TT0% DEN S84-T700

& The deploymeni process scross DD works pretty much the same, but we've
found that deployment terminology across the serviees is different. The timing
nnil specific names of these phases ane unigee within each service, and the
specific military culiune sssociates cerlain events with each phase, The differences
in these simple words pnd phrises are jost one of the challenges the workgroups
are irying b address (o ensune more consistency in the deploymeni-relaied
information being published. We've asked you here 1oday for three reasons:

1y Ciet your thoughts on military family needs throughout the entire

deployment cyele;

2) (et feedback about your commumiculion prelerences; and

3} Gict feedback about some specific deployment products that have been
developed,

Question “a”,....In your experience, whal sors of information have you needed during
the deployment cyele? ......

=  Reiberaie call for valinteers o review lulure risk commanbcation producis amsd o
complele question #; stress thal it is optional,

*  Leave them with:
o Libmry Myer
Thank You packages! other “leave-behind™ items
Facilitabor's business cards
Copies of local family reacliness coninct listing

oo o

OSD Military & Family Policy/ TOI-H02-4949 |60
Dir, Randy Eliringham
1y, FE by i hagn o 6 sl |
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Attachment 6. Focus Group Data Cover Sheet

JOINT TAaSK FORCE FOR FAMILY READINESS EDUCATION ON
DerLOYMENTS (JTF FRED)

FOCUS GROUP DATA COVER SHEET

LOCATION: DaTE

FACILITATOR :

1. Type of focus group. (please carcl)
a E1-E4
b ES=-ET
g O =03 and WO1=CW2
d. O =05 AND CW3 and CW4
a. Ef and above AND 08 and above
f  Personal intenview with (RANK)

2 Mumber of paricipanis:

3. Any changes to focus group prolocol? Pleass describe:

2006 Customer Feedback Initiative
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Attachment 7. Ground Rules and Lessons Learned

Ground Rules & Lessons Learned

& Panicipants can use index cards to provide sdditional input.
b, Panicipanis can send emall 1o:

i, Lo Geckle (lori, geckleius, ammy, mil)

ii, Ramdy Eleringham { oy eliringhomds gad mil)

Pain Points

Greal ldeas

Brainstorm 0K

Briel Stories

Record actual words used by participants - Plain English

Website URLs

Favorite marketing maferials (e, bookmorks, mognets, info packnges,
ele.)

oo O

6. LUsg "Bin” Lisf to captune issues that need 1o be addressed later or that need
follow-up or facilitotor oction affer indny's session,

o System-wide Issues (e Legality of collecting PO infio from fnmily
members)

o Family Suppon Group leoders and activities

o Installation Directory information

Deployment Resources for Servicemembers and Their Families

Appendix 3. Focus Group Methodology and Materials

Attachment 8. Focus Group Demographic Questionnaire (page 1 of 2)

JoinT Task FORCE FOR FamiLy READINESS EDUCATION ON

DerLoYMENTS (JTF FRED)
LocATION. DaTE:

mmm“n 10 PRCoe] Yol MNEWETE. Mﬂmdmmmmm“mhn—rm
[ .. P o imian chilginen, & SpoURE and & child, § panent and 8 SgniScant alher | Bie. | plkdd Uss e RSional Sobewesl 10 By

aach guestion,
1 Arp you cunenily sanving in the Armed Faroes? O YES
o MO (pleasa skip 0
qusasiion 4
2 1 Yes, i whai branch of senvice 0o you serve? = Amy
O Mavy
g mlml:&nmi
2  Coas! Guasd

How long hive you sereed in the Armed Foices (10tal length ol serace|? yoars

4 Have you ever served in the Aumed Forces? O YEB
0 MO
Service Mamber i Sarvice Member #2 Sarvice Mamber i3
§  Winatis your O Spouse (Marnied how | 3 Spousa (Marmed how | 3. Spousa (Masriod how
relanonshg 1o leng 7} bong?)____ i —
your Servios O Parent O Parent D Pamnt
Mpnaber? G Shing @ Siling 2 Siling
I Grandparodai 2 Grandpanen! 3 Grandpamsnt
Q3 Significant Othar 0 Significant Other 3 Bigraficani Othar
QD Ghild 3 Chid Q2 Child
O O O O 2 Diber;
© mamedosy |O Navy o Navy i
: your vy
Service Mamber |0 Ak Fosce Qe Famca 3 Air Foroa
BVET 0 Maring Corps 2 Marine Corps D anne Cops
2 Coast Guard 2 Coast Guasd 23 Coast Guaid
5 Wihal rank i your
servios mambar?
B Inwhat T Active Dufy T Active Duty O Active Duly
compangnt doas |0 Resare Rearve 3 Resare
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Appendix 3. Focus Group Methodology and Materials

Attachment 8. Focus Group Demographic Questionnaire (page 2 of 2)

Service O Nasons! Guarel O Nationsl Guard O National Guard

OPTIONAL QUESTIONS
Wiould you e willing 1o periodcally review 0nd COmmen on now O YES
daploymant suppon maberats ? o MO

1T YES, please provide us with your pralered contac] infarmation. PLEASE PHINT,
MAME:"
ADDRESS:

EMAIL:

13

Viouid you ke (o be nalilied when olow-up information about e eflon 3 YES
1§ avadable? 0 NO

if YES. ploase provide 15 wilh ONE contact preierence.
MHAME:
ADDRESS:

Thureik your agerin for yoirr Hive and Gnpai!

Deployment Resources for Servicemembers and Their Families

Appendix 3. Focus Group Methodology and Materials
Attachment 9. JTF FRED Facilitator Tips (page 1 of 3)

W U O L = fHasicFacilicarionfrinat . s

JTF FRED FaciLiTaATOR TIPS

1. Active Listening

i Facilitalors neod 10 be acthee parficipants in the fotus group process withaul
dominating thal process

b. Tha goal i to ensuna thal you live a dear uiddgrstandang of wial botus group
jparticipants any brying o aticulale

¢. To this end. facitators should clfer short summary statements frequently
fhroughout the Iocus group process

d. This alows participants an opporiunily 1o conmec! miscommumications and
validates the locus group facilitators’ understanding of the concernaiassues being
ised

¢, Examples: “So whal 'm hearing the group say i8,..,” "1 | understand you
correctly, you are saying thal,,.,” 0K, i | wile down "X, does thai gel al whai
youl are saying 7"

2. Asking Guestions

8 The basikc questions thai the (acilitaior will ask ame outlined in the sinsstured
cutline shaat

b Whan additional ara requanad 1o eficit mose mdomation on a specific
{opic, these questons should ba “opan-ended.”

g An open-anded question is a question thal cannat logically be answered by a
simpla “yesing" reeponcs.

d. Examples: “What topic aneas do you think should be batier covered in the

. “How does that group leel aboud the kind of information available ol

reunion Essues?”, elo.

3. Guiding / Redirecting Focus Group Flow
a Facilitators neod 1o remain awane of the tme and how far they are in the
Struciured inbendde.

b. Judgmant calls will be required to delerming if the Iscilitalor should slep in lo
redirect the conversation bo @ new lopic or il 1 s bes! [0 allow the gioup 1o
conlinue al its own, organic, pace.

. Making ihis decigion imohes & weighing of the relaiive value of ihe information
YOu are gatling withoud jumping n versus the information you could gol if you did
make o redinecling Statomant,

d. It the facilitaior decides io redirect the comargalion by moving the group along io
1 ] Queslicn on thee Stuciunsd outling, then cang Should ba taken 1o &3 this
in @ way thal doesn'l stille lurther participation.

L Moone kes o be infermupled 5o care ts required when daing =0,

L Wihen redirecting, acknowledge that the group s currantly lalking aboul
impartant matestal bal thai there k= a Bmited amount of time and that tha

laciialor would like o move on to anolher lopic.
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Appendix 3. Focus Group Methodology and Materials
Attachment 9. JTF FRED Facilitator Tips (page 2 of 3)

Wl o L O RO Cl e sHFLICr BC1ALEATIGNFPLNEE iRt

. W, lollowing redirection, the group ks slow bo re-engage, please see lips in #2
above

4. Hon-Dofensive Postura

a. Deccasionally, a focus group member may have very negative feelings aboul one
or more of the topics discussed during the Tocus group

b. It may be the case thal facilitalors have a dilerent porspective from focus group
mombaers,

& Itis vital 1o keep in mind that the tacilitators” role is just that, to faciiate the
discussion, The Iacilitator is NOT a spokesporson for the DoD or any of the
SONICeS.

d. If the facilitMor engages group members in a debate about a particular program
of inftiative, then the facilitaior will no konger be porceived &g an impartial
individual whose aim it is 1o gather information, but rather as an advocals who is
more concemad with probecting 1he siatus quo than lislening 1o fotus group
participants

i AL The snmi me, e facitaior should cormect fectually incorreet sialemants
aboul programs 50 as nol lo collude in the propagation of inaccurale maleral =
finding a way to cormect inaccurate information without being perceived as
dedensive requiras tact and calm thought,

I Itis frequently helphul to offer 1o discuss a program off-line with an individual
Tallowing the focus group.

5. Defusing

& Insome rare instances, focus group participants may begin io argue amongsl
themselves.

b i thiz pocurs, greal care @5 required in managing e silaBion so that the focus
QNOUR CEN COnSnuS.

2. Redirecting technigues mentioned above should ba used immediately and a
statamant concerming the emofional content of the previous discussion should
aizo ba inchaded (thereby validaling the amobions clearly present in the room).

d. After rediracting, the faciliator should carefully monitor furiher communications
batvwaan participants that wene arguing earlier 10 ansure thal such behavior doas
ot begin again.

g |f arguing continues, the facilitalior may need to ake a femer stance. For
example, it may be necessary for iha tacilitabor o say somathing along the lines
ol | understand that there have been a lew healed momants during our
discussion but | would like o remind all of us of the ground rules of our group,
one of which Is thal all of our discussions should be cosdial and professional. It's
okay for us to disagree, but how we do it i imponant. If we are going lo have &
good discussion about deploymants and how they effect families, then everyone
has io fesl Boe they can axpress themselves and knoow that they won'T gel yalled
ar

I. Facilitalors may even want io ghve the group & live minute break to kel lempers
cool. ihis i done, Wmﬂmﬁwmwwmmm
that they don't continue their argument during the break,

Deployment Resources for Servicemembers and Their Families

Appendix 3. Focus Group Methodology and Materials
Attachment 9. JTF FRED Facilitator Tips (page 3 of 3)

6. Coping with immediate Needs

A ARhough not expected, soma of the discussions during the focts groups may
irigger individual emobonal reactions (8.g., sadness, angaty, eic) from one or

b. |f this occuwrs, faclitators should speak wilh ihe individual foliowing (he group and
make sure that a'he is ob.

g Inthe event that such an amatonal reaction is so pronounced thal i interferns
with the locus group process, the nole-laker should ask the individual to step
piisicn with him'her,

d. Facilitors should hive local redenmal Sources ready-10-hand in e avenl hal
more professional asssstance is required,
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Appendix 3. Focus Group Methodology and Materials

Attachment 10. Basic Facilitation Skills

Basic Facilitation Skills

Published By:
The Human Leadership and Development Division
of the American Society for Quality
The Association for Quality and Participation
The International Association of Facilitators

May 2002

Deployment Resources for Servicemembers and Their Families

Appendix 3. Focus Group Methodology and Materials

Attachment 11. Deployment Health and Family Readiness Library Homepage
and Selected Screen-Shots (page 1 of8)

playment Health and Family Reatdiness Library

= i | — ._-: -.‘I

Waelcome to the Deployment Health and Family Readiness Library

Tiyy Erwry proewie prereeweing g, heedes el [ e ey el
WY1 Pty P PR P Wl B W L W D T T R, [T W B
lopeca pubinhed by e e lim Pl norvm s ol e e il = i o offer orgercceinrer el

sl B iy

il o Wb, s Py |
mhm o mE e
llr-ﬁlllllltrll'illﬂ LTSl

ey

Featured Products

= Caring for Childies B g Fie 5
Liem ol ol W PETIEL R T, LT P

Ay ol o el il il B @ g bk
AT LTS F UL e

HOC
& L ey Chele e el Pl wel
= dywian Flu @) Fad Sheet lai Seivicememben amd Fra—prires idacicrs (1A CHFFM)
whit Fasmilien 1 My P Himll e
Lorem doicr uf el iras s v, SR MEHD)

Welcome to the Deployment Health and Family Readiness Library

BT T R g e e L]

i PRl i B Bl Bk e Ll
-Ir—hl_nlrm“nhbﬂﬂ!ﬂﬂmmhb:riﬂ-p.-'lni--lli.:hmlwﬁv'-rli
by o juddrite] by B o ol i ] T e

e i B

]
. 5 .

By T e e e Tr ki) e L FEEESART CIETH U

T T Nl semh W L TR TS

o ESTE T St s e R FELCE .

wr e e sl ey p ety ek b
[ TR ] i Tl W

Featured Products
o Catbis It Childises Duting i S i
Lir i e G S ol el gl o gl s e

F WU TR ST Y R RS L e
e e Ll ]

Callabicrating umm.m

5 U5 dymey Cymiw by real Prosoion el
& Brwl s Flu @RHT) Fact Shedt fia Senicsmsmbon il Fepew B bl 1% TP PRE
i | amilien ® U5 Ry Freancesnisl el Canie
L o e e P
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Appendix 3. Focus Group Methodology and Materials

Attachment 11. Deployment Health and Family Readiness Library Homepage

and Selected Screen-Shots (page 2 of 8)

o - i'd'l

”IT_.._"' _..-J

Wy W onlign P |yl | Ryl | i |
Search by Topic/Subtopics
Chek & bapas 1o whow & fede da sebbapeca. Clck a subdepec 1o whow all pesducia walhen #

Biclogical Warfare/Blotarrorium Agents
Crisia Mansgemant

DHsaxnen

Environmantal

Haslth Curé

Location Spacific
Parsanal & Family Readiness

Pait Managemang

Fisdialoglenl Hirards
Resarve and Guard Teplos

Ftaying Healthy Guides (Lecation Spacific)
Taoxle Chamicsls and Maberisls

e

— S

Deployment Health and Family BEeadiness Library

Search by Topic/Subtopics

Ok o baper 85 ahiow or bae B9 nulippics. (el 5 vublogs: fa show o proshucts wilken &

Bislogical WarfarsiBioterrarism Agents

Sprrific
Parigasl & Fanily Resdinaia
Pasi Managemant

Radislogical Hagsrdi
Ruesarve and Guard Teplos

Staying Healthy Guides (Lacation Specific]
Strakd
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Attachment 11. Deployment Health and Family Readiness Library Homepage

and Selected Screen-Shots (page 3 of 8)

s 7 ,_"_-'r
V& _,_::: Deployment Health and Family Readiness Library 4

‘Whwpy ¥ cnlign 7 ) | Rrmud | |

Search by Topic/Subtopics
Chek @ bapes 1o whow & fegle da epbbapeca. Clck a sublepe 1o whow all pesdyucta wilhen d

Biclogical Warfare/Blatarroriam Agents
Crisia Manlgemant

s EFTETY

Environmantal

Hanlth Curé

Location Spacific
Parsanal & Family Readiness

Pait Managemant

Fisdiologlenl Hirards
Resarve and Guard Teplos

Ftaying Healthy Guides (Lecation Spacific)
Taoxle Chamlcsls and Maberisls

Deployment Health and Family Readiness Library

| sy I i !
Saarch by Topic/Subtopics

Chch o g by whayer ot bagder By wsbiopacy. Chol o pebbopes By whaoeer o producty e i

Pepgmay
Fepdnan s Charsina s Fescimes
Aeadn iy 0 Ty of e

;ﬂﬂiﬁiﬂmﬂ
Raserve snd Guard Teples
Staying Haalthy Guides (Lecatien Specific]

Toxic Chamicals and Materialy
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Appendix 3. Focus Group Methodology and Materials

Attachment 11. Deployment Health and Family Readiness Library Homepage
and Selected Screen-Shots (page 4 of 8)

Deployment Health and Family Readiness Liorary

‘Wi 19 ol S |

e Welcome to the Deployment Health and Family Readiness Library

Tl By Al i Rl | Ve R i ol 1 el
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Wl ey

--Hl-uﬂl--q-
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Featured Products mwﬂrﬂﬁm

= il Pl Chiildla s Diwi g |l S arivms: L # Cr
L] A il i i ], Tl W
FARE L PR e R T e g B P w [ofl} [ogoios s ol Cirecw Corde
ki v e i i

HCTR
# LT dimmy Ot e acalis Pt wect

= diwiam Bl @RI Fact Shesn lar Sandosmamban wed
S Familiew
[ ] ol e il e T P

b iw

CEm o

oo ey s ey

B s oL Y

ey ifr s n

e

et LR
rwr i peaien g

| b

oy, i v i

Ty g )
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Attachment 11. Deployment Health and Family Readiness Library Homepage

Uniformeed Services University of the Healith Sciences, your federal medical school Bethesda, Marylond = v ks mil

CARING FOR CHILDREN DurING THE FLu SEaAson

1 ot e @ nnilitary’ micrn o disd,
grandparent o caregnier, here are some
insportant things vou shoubd ke abous the
il amal carbng for childoen during the fha

R last a lifetime.
FACTS ABOUT THE FLU B Avoid chose contact with people who are
Wihet is the flu? sick, and don't cxpose others I ou o

The fu b 3 copfageous respiratory insection
caused by the influenza virus. 18 can cause
il il oy s Hlliess, and in somme instanon

resialt in death

and Selected Screen-Shots (page 5 of 8)

:_-i' Deployment Health and Family Featdiness Liorary

Welcome to the Deployment Health and Family Readiness Library

T By Al o i | e R i o 1A
ﬂ”““mh-nmﬁtmlbﬂm* i i proskart on e e vwews o
b B it b B v el gl Pl e e e Tl R

mmw

-umum-—mrunm ® [ub
o v, FOHs Dy
ll_-l EL AR e AR e e B P P w [l [egismrd i Orecw Corde
T

® b5 ey Do b el Frosefon. el
= Piwiam Blu @EET) B act Shisn bl Sandecsmsmbsmn el e e e S Tm [ gy ]
Wi [ amiliew o LS by
Lowees il i -t ok o, T P [L11L]]s]

|.'|':| III.||IJlIAI|h|

CoURAGE TO Care @

A HEALTH ProMoT s CasiFaics 1o

TIPS TOAVOID GETTING THE FLU

Here are sowmie ways b belpy avold geeting the
fhai. This is & gosoad tians b teach or remand
children abous good bealth habsiis that can

yuoar Eimidy i sick.

B Wash your hands often with soap amd
wader o aloohiol-based handi wipes e
jrrabect froem germa.

B Awald toiaching your eyes. nod, or mouth, Germs often
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Attachment 11. Deployment Health and Family Readiness Library Homepage Attachment 11. Deployment Health and Family Readiness Library Homepage
and Selected Screen-Shots (page 6 of 8) and Selected Screen-Shots (page 7 of 8)
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Attachment 11. Deployment Health and Family Readiness Library Homepage
and Selected Screen-Shots (page 8 of 8)
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Attachment 12. Sample Content #1 (page 1 of 2)

=

Deployment Health s

andFamily Readinessiibrany

.

Service member & Family Assistance
For Service members and their Familes

A full range of suppor services is currently available to
support Sarvice members and thair families.

Thess sanvices include self-help malensis, information and
relerral senioss, miitary e skils education, and courseling
for indovaduils, couples and famiies. Servces sre avalablo
oning 24T, and in communiy setlings doring scheduled
business o

General Resources

Mty OneSoure, the Depariment of Dolerse (Dol 24—
hour Call Caner, ofiers comprehunsive suppor io senvice
mamitseey and Their familes worldvwede. All miitary senics
masmiers and Their families — Active Duty, Natonal Guard,
& Resanves — can necois nd-tosd personal axsistance, Tip
sty audiotaces, reocton bocklais, and olher My
ane cusinmized o mesd e neads of Sarvice membars and
ther tamilns

Within Usiled Stales: (300) 3420647

Uwvarsess/Uinteamsl Free Phone: (8000 3420-6477 (must dial
ol digits) or (454] S30-5008 (Call Collect)

Bpacish Speskers: (HTT) BER-0T2T

Haanng imparsd (TOD): (B00) HE-2188

Welmbe wyw mltareonssoue oo

—  Miltary HOMEFRRONT, wwy miltatshomebonl dod =i, I8
DoD's Culity of Life wokeaie designed ko assisl serica
masmibsers and Their families s woll 25 commandens and
Senvice providers with 3 wide rasge ol infigrmalion on the
military way of lifs.

Riscurces on the Deployreent Conneclions webmib,
g deploymericonrechions, dod mil, BT besng Magratad 16 e
ey HOMEFRONT website.

—  Commanders Fags, conbains inlormabion about caren

= Visil ey Miitary, coo and s, hiisary. comybenills doe
pererl informmabion on pay and berefils, monsy
malfers, aducalion, spouse and serdice member
ransibon aisalance

Deployment Hoalth Support
Do websies thal contsin the most cutment nis, banelis,
hesith, s locaion informabion incuds

- Do) Deployment Heallh Clnical Cenlar -
Wil warw xfegit mil
Heipkna: (800} 79800

= |Dpioymant Haatth & Famiy Feadness Library:
gy sk e paEh] s Tap aad el

= [Fofol Mealth Protecton & Readingss -
Wabsila: Etiocitho od mi
Helpine: (B00) 497-6261

-~ Pesers, Nabional Guand and et [nmiies should visil
oo i, il v and wwe gugriesiv on

Medical Benedits and Services

= Troee, was TRICAAE opd mi, piovides modical, dental
aref pharmacy benlits information for Service memben
and Iheit (amies.

Sevaraly njured Suppert, wew Wtao com o
ik information and asssiance o sevenely infared
pevsonngl and ther families. Soouses of sivensty
nijured personned can find addisonal irlormasion on
‘W ITRECOARHD O and Wt ITEETY, DOV RIEHES

lemporany housing for thoss visling & sevarely inred
Sanrvice or family memier during a poriod of axionded
medical beatment of recovery, Fisher Houses
avalatie noat of on the grounds of majtd miScal
faciies. You may mieo call [301) 284-8560 or ill-ine
{BBH) 284-R550

A e g Ly Pl b frowper [bg b Agmop i
Freyp Hept® Pl frm il Apsfrarin. &9 Gy Fraspe—prisd Hee®™ Leoin e Y Somy Do b=

F g Frar=riar ard Preemrss Wedoem el B TV RS ey § oy aned Eevrmars b Py
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Appendix 3. Focus Group Methodology and Materials

Attachment 12. Sample Content #1 (page 2 of 2)

e
Family Services and Support Financial Assistance
~ iy Support indoration for sach Miltary Sarace 8 - Mitary Service Rabal Socelias provide baigal
n“ilumm counseling, amengency financial s, scholanhips, and
Ay Communily Senices: [y e memmiiein com o T SUPPO SHVCEE.
= Mavy Flosl and Famiy Support. waw, fisgunay. il and = ﬂmmw
e e sy mi , . Emergency Rebel. s anfia o3
~  Manne Corpa Community Serices wei Ussc-moe oyl = Hawy-Marine Comps Reliel Society: wwes nimery oy
= A Force Family Support: swe ploressmids som =  MaSonal Geard Online
= Mational Guard Bures Stole Family Programs: s gaetamdy ony)
weww quandlamiy g and wank uartamdyru o
DOFAS MyPay, aporaomd by the Deferse Firance and
= Amivican Red Cross. Accouniing Sonsos. can help with pay and benafits
tosm e e o e e bl ss] Inmniles problems. Cusiomer Service. (BEE) X32-T411,
neading 1o contact serdce membsrs overseas in e e of Websis: bics. iy dla i RRLTTE
AN ey
Oither information
~  Miltary Parsonnel Localors can be found at .
e oy o Toner s Locsiory ) = Aamed Sonsoes VMDA, was asvmon ong, and LI5S0,

- Dol SITES, contains Nilitary Blaso information for mom
than 350 duty locatons, ncuding posts of contad fof local
militsry and chvilan suppor sendice providers for sl MiFeny
Services. This information s especially haiphl during limes
of melocation and kansilion, Visil: wew dedc ced milsines.
mew eyt abore dod i, B e dedtransportal Sod il

- Miliary Spouses, Families, and Chideen specific websles
inchade:

= Spooss Employmend, Educational Opporiunibes: and
general iTioPMANON, W miifute oy and

= %ﬂw

v o7y

= Dol Chidmn and Youlh: wew min-jedos og#iCY|

= Natioral Mitary Family AsscciaSion - Features famiy
sepport news, sunveys, camp fof lids, decoonts,
hofinks, iscl sheets, and e lniaal family sepor
legrsiaion. Vist: seww nediy eg

= Matioral Guard Famiy Team Bullding: wee b om

L Doy, ptvide infprmation about mading
mainrials fo deployed sanvice membaera, childceen ot
miliary medical acliSies. and moraly boosting acivities.

Lisam whaal your Stain Govesrement Cficials am doing
o suppor military perscnnel and heir families:
i LIk Wy P il (g

DulpasalNK, provsdes excelien] rescurces thal support
deploying personnel and Ewif lamdes, induding a
compreharsive ksl of Dol websiles

e Defergel N o

Deploymant News i found at
oot

Amenca Suppos You, describes local groups srooand

i country ane doing Io ke cane of military porsonmel

ﬂﬁ“mm-ﬂhmm
- Y, IRt I

Where Da | Get Mare lnformation?

Dol Force Heslth Protection § Beadiness. 15 Army Conter for Heall Promotion arnd

[ 1] Provenia Madicna [ERLCHPPN]

P (000 4075251 Prote: (00} ZX2te8

i g o] i LG DT aones v T

Dol Deplryman Faakh Clisical Canier Wy Erronmestal Meakh Cemter (REHG)
OHEL) Peaner (T GS100T0

Phome: () 8583 V52T i Havwew b mes] rry Tl

i M i s i

i Forca iniiute for Operational Health |[LFICH)
Phone. ([5F) Z50 306

Ayt gl g pree T dup g (g e borop AL S | ipie i borgd bundedy Vi | Spyiiryrraesd Sina T [ eyl { mekes
Figip B Pty fam s Apsivris. P Sdvi Frosorsespsis pest (enkin (Po 1 3 domy Ceve b

& st Frereior ad Fevertfed Madors saf Pa (U0PE 80 By ol aref Covermoe s Ppisry
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Appendix 3. Focus Group Methodology and Materials

Attachment 13. Sample Content #2 (page 1 of 2)

L
-

s

peployment' ™ Eaifh

nd Earmily Headiness L]E‘.‘.tr.':tryr m |

New Emotional Cycles of Bap!nyment
For Service members and their Families

#es our oomiry's opamlicnal commilmants: hin isomaged
throughoul B word, mltary families are now ofien kaced with
daplymenis in more rapid succession. in many slealions, | is
unigcswn whan ihe depicyment will end, increasing the amdety
and uncertainty for milifary families. Whereas the previous
emotonal cyches of oy e allcwsed for & peniod
between deployments of 18 months i 3 years, soma miliiany
famiies any now facing anothes deployman of the servics
it within 512 months of the mambar's returm. Soma of the
mililary senvices describe § stages of the emobonal oycles of
deployment, whie others describe 7 singes; howewer, the
changss in spouses’ bahmvior and emolions during the ainges
are simiar, Leaming aboul the leakngs thal you may axperance,
a5 viell 5 the resources thal ase svalabie o you, can help you
mainkain a stong military tamily loam.

What are the stages of the “Hew" Emotional Cycles o
Depicyment? the actual stages have! changed, the
chirge in e timing of the varous stages and aature of the

Singe 4 ~ Recowery and Stabdiration

Siage § - AnScipation of Ratumn

Stage § - Retum Adustmant and Fenegofiation
Singe T - Reinbegrabion and Siablization

Stage 1- Asticipation of Depariure: In Sis stage, spouses may
ihsenintaly heel deninl and anicipabon of oas. As realily sinks in,
iempars may fame B3 cougles pismpt io Bke oo of all B lems
on & {aemily pre-deployment checidist. whils siriving o make Gma

fior “mamorabla” momands. In @ new emoSional cydes of
deployment, Stage 1 mary begin again befons 3 couple

o fmmily has even had bme fo rensgotisle a shared wision of
whao By e afier fa changes from the Lesi deploymant.

Siage 1 - Detschmant and Withdrawal: bs this stage,
sanice mambins become mone and mon

preparnd for deploymant, facusing on the mistion and their
i, Bonding with their feliow Sérvice mambers & easental
o il cohasion, bul this miry ceasts smolional dstancs
within e mamiage, Sadness and anger oo B8 Couples
atiempt io polect ihemsehes fom the hur of sepatation, In
the rurw emotional cycles of deployment, as Bis siage
happens mone ofien Bnd mons irequenty, mantal problems
may escalale, When a hushand or wils must repaatedy
creale amofional “datance”, ey may gradually shul down
ihair amolions I may seem saseer b jusl el “pumb” rather
fiham 5ad, But the Baci of emolional connaction io your
spouss can lpad o dificolties in a mamiagh

Hinge 3- Emoticnal Discaganization: {iih back io back
deplaymants. ono might think thal this stage of adusting 1o
nenw i ponsibiities and being slone would gel esser.
Alihough & miitery spouse may be famdles with (ha rouine,
{s}he may also ke sxpenancing “bum-oul” and faligua fom
the last deployment, and lesl overwhsimed at stariing this
slage B

Biage 4 Recovery and Stabliization:; Hem spoises makne
ihey are fundamaninily neslient and abls 1o cope wilh the
deploymanl. They devalop incrassad confidencs and &
posifve cutlook. ¥ith back In hack deploymants, howevar,
spouses may find i hard o musiar the emoional sength
mequined, bul mary nesconces ane avalablo 1o peovide

st Bl

Sage 5 Anticipation of Redurn: This & gerwrally a happy
and hecic fime spen prepanng for the relum ol P senice
mambar. Spocses, childoen and parents of tha senace
marmbar read io lalk aboul masiic plaes and sxpeciaions
fior the redum and neunion,

m--mmuwm

and families must resed thair

Hrﬁdﬂulﬂm 'I'hhrh-tm.l
oy P ! B nz

-—H
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Appendix 3. Focus Group Methodology and Materials

Attachment 13. Sample Content #2 (page 2 of 2)

Appendix 4. Detailed FIndings from Focus Group Feedback (page 7 of 15)

Bdjersiment and renagaliation [ open commanicalion, Famdies
also noed b be prepaned 1o deal with ihe efiscts of combal
simss on the refuming senao member, Such siness and imuma
can be diffoull jo deal with. Troops wilth combal siress are ofien
imitabi, guarded. and wanl o be alooe. Some may e
mcriased aloohol or drugs in @ faded aSlempt o “numt” e
mmabonal pain By ke expetiencrn Alempls af rersgolistion
iy resull in incoasing marnlal anpuments.

Stage T- Reindegration and Stabilization: This siage can take
up 't 6 months as e couple hod family siabios Seir
reigionatips anew. Aa nobad with Stage &, e prasence of
combal siress can srveesly dsnupt e stabllration process.
Rnintegrafion and stabiization can hit mom madbiocks when o
famidy missd make & Parmanent Change of Station (PCS] move
imradiately upon ithe retrn of he service memier. Back 1o back
daployments creabe sress a5 lamibes slabilive caly o bogn
Slage Tonoe again.

Whara can lamilies Bnd halp?

<Your military service Family Support Conler on S instndalion
offers growgs, clisses, and counseling for a variety of muss,
Mabicral Guard Bnd Resens tamiles cam contee] Thair sisbs or
regional Famidy Assiinnce Canler for peaisianes.

- Wiitary OneSource, Dolr's 247 Call Comer {1-800-342-0647,
v YRR ECUTE Curh) provides access I six () free
privili CounGeding SESSI0NG Daf problem per perscn wih @
prewidion in your local aoea for Esues such as coping with
depioymint. rismageation, and martal and farly problems,

ALccal WRary heathcarn laciites

« TRICARE: waw friciing oad mil

- Onina, meninl haalih scresning fiools (anonymous saff-
asseEsments for dopression, akcohol dsorder, posi-rmumalic

ghtess deoeded (PTS0), generalized anxety disordar, and bipols
disnrdar] are evadabis onne & wiv WS holalHeallh cog.

sty 20060
Fage 2

individuais can prind tha results of thor sssessranis i ks
with tham o @ hoalth caee provider, Resulls and resources
o Ested ol th end of every assessmant ioal. Inkemation
on TRICARE providars, Vielemns' Ceniers and Wiliary
OnaSouce i also lsied,

FACTS TO REMEMBER:

=  The emobions you sxparience during the cycles
of deplayment are a normal reaction o an
ahnormal siluation unsque io the mifitary

= I your serice member axperimoes combat
wdress, it can inferfers with your ability to
reinkegrate & 8 couple- week halp sarly rather
than later

= Youdont have o go & slonal Use the musy
resources avaiable bo you

FEATURED RESOAMICES AND DOWNLORADSE:

A on Tha Emofonsl Cyckes of Dapoyment-A Mikay
Famiy Persgecive”

Resources and links spacilic o Mational Guard families:
o e DereTarmdy o)

Ll Aurtichen o deplrymiend and relum, inclading arlicies
Mhﬂnﬂnhﬂﬂ'

Source: Jenndler Morse, MO, Mavy CAPT (R, San Diogo,
cA

litary OenSoerc Cossrirders Pags

T Call Coniad, Tig: Sharts & Ll Aricies W OISR dod i
$-800- 305547 (347 Comideniial Cal Cesian)

14800 M9 547 T Chamrnna| My OMEFROAT

A TR0 0 70 wrr mdlantometon dod T
USACHPPM Dol Farserva & Hational Guard
e O W LTS T s Geiermeiek miTa

Audfians Soinces of ipdormation dnd ALRaikhEn

Firstlion.gew {5 Mililary Parscansl and Vetainm seciion)
wwwm Wi £

DoapleyTrbnt Haaim & Famdy Risdineas Liteary
i Fepkarmeneaihiony o o

Wity Seethesis in Trameisos & Depieymsl
R M 0
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DETAILED FINDINGS FROM FOCUS GROUP FEEDBACK

Child Care Rescuirces:

“How do | oo abvimit: Findenigg pood chisld
eare. eapeeially pam-emet™

Himarly dropein child care ai the Clald
Meveloprmens Cender o in Family Home Care
i 1 pevded w0 ipouses can perform thes
expanding digies sied responsdadivies | rapacially
truie e ernphiyed sposie L

[hae ta fack of affordable childeare, some
ernploged spouses had to quit their pobe,

G cation with Exmili

Pailies need Fasily Readiness Geoup
nformarion. They acked, = Wihere's iy group?”
They want 1o "hebong™ w their Command usir
and Miliary comemumity, More outreach &
meeded, expecilly co the National Gaurd and
Reserve Component, panenis of Service member,
sigruficant others, ansd those whe are canng for
the dhildron af deployed simgle Senice memben

Al of people do not rely on Famsily
Readimess Gronps and vsmally ave nos included
om cormact lises becmne they aie extended fanmly
tiwinbers or foends, rather than spowses. An
alpermatve 1o support and mfonmion thar s
typrically detbvered thmeagh Family Readines
Group i necded. Some rocomenended an
imwrallagion o regional Yellow Kibbon room
where suppon and reources would be svailable
For anpone wh has 3 deployed Service member,

off Conmmemd anir or Milwary Service
affiliation, It was sugpested thar Milstany related
onganmeations meght be able 1o help,

Families stare repestedly chey ™w,
msore informacion abows the srans of my Sernice
niermber From the Commund.” This requires
ved commmmumications berween thie
Commuansd. famibses, and deployed Sernce

irwinbers throughowt the oyelos of deployment,

Families are looking for quicker, easker
ways io find, contace and stay m ouch with

2006 Customer Feedback Initiative

boved anes, They need eo know abour the full
range of commumecanion options available o
them.

Families would apprecise comistency of
avadshle comumunication services, boeh foe
themselves aned for their deployed Service
members. They want basic commwmication
apirons b inchsde visml communications such as
m:m&m{ma}n&m
and It capabilary with vades R, Some
roquosted pod cams and push technologio (e
Really Simple Symdicanion [R5S] newsfends, o
el aleresy especially meeded for rensote
bocarions and isolared groups.

Fasnilies want vo know mone about
operatinnal securay, They wang 1o sy in ok
with Service memlens who sre deployed--
especially in'combar wones IF vhey ondersand
more absour the seouny msues imvolved in
discumsanms of duy locmion and Command
missaon | with those who do not have 2 need
know ), they can improve the safety and seaumniy
af their boved oiies,

Families complain of poor chain of
Conmmand mformaion fow, epeaally if there s
not a srang Pamily Readiness Groaps in their
Cotmraned or an ther imsalladon. This @ of
parecialar coneem by familics thay live off hae,
ansd fur Marional Guard and Roerve Componens

Famsilies whi are grographically separared,

Family members. recommmend thai the
best way to find Comsmand i somaty
srifrmmation i b0 resd the Commmand's Farnly
Readiness Groipa efenaleren, Speiac and
parens of Service nseinbers ook furward 1o
weekly and moathly informarion apdares enline,
wia el wnd in hardeapy.

Hegular commmismication boween
Ciorpmreane] wiues, spoise care courdimnagor, snd
family members would previde a greater sense of

security; espenially for young spouses and
families. "le would be nice iF there was someone
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Appendix 4. Detailed FIndings from Focus Group Feedback (page 2 of 15)

i pusic check im with and kisow assiance could
b availabile 1 needed™

Spauies have an increased Rvel of
sevmitiviny 1o duily jsswes during the Service
memiber's sbsence. "My hinband hus been gone
o i mistha,. [ wnald have been nice of
soameone would have called and asked if | needed
heelp. Tawn mmarwangg, baby ssitmg, reparms..

k. wane their Commoand leaders i
understand and ackmowledge cheir pain. sacrifices
and conimbutions, They are tired, stressed, and
afrad becawse of the dangers facing deployed
Service maondhon.

Famulies frequendy request deployment
schedude information, and ask: "Does the clock
really stary ticking when they leavel™ Famalies
want to knaw how to deal with the Funtration of
nat kmowng ehe return date of thear Senice
ik,

Families are discouraged because they
krnw thai ance their Service nember comes
harse, m wion'e be long before the nex

deployment beygim.

Famnily suppon markening and
information sharing with geographeally

-ﬁpﬂdﬁlﬂn.uurptnﬂrm.wtuﬂg four
spouses whose Servce member oonot deployed

wathi am entare i, sl as asdivsdisal
tha are not pust of ther regular Comimand.

Pre-ddeplorment mformarion bricfed m
Serace mombers needs o be brcdiod 1o famalies.
Spocrses wirry that anpostant kygal and fnancial
detads have ot beon anteided §o prios io

sdeplovment, leaving stay-behind familio
uirprepared eo hanedle whar may Ly ahead.

Semor spoins are necded fo meior
fusior spouos, parmicalady duneg bmes of
Midicary sepasaiicns,

64 Deployment Resources for Servicemembers and Their Families

DETAILED FINDIMNGS FROM FOCLES GROUF FEEDBACE

Single parenss who are required to
activate Family Care Plans oftentimes leave thair
chaldren with extended family meenbers who are
usitally no b on or mear 8 Maditary base.
Cormmummication snd informatian from the
Conparianed rieeds i reach dhis group, as well as
thse chalidnen wheo are befi behumd.

Beserve centers need no do a better job
:Il"mrm'mni ther Sermee members and Eemalies
b avaslable deplogeien sapport. Familio
and Service imembers sugpested thar they promde
# "prirney care imansger For deplormers™
saIpElAT [ CLTEIE priETATY care rrasugers for
healtheare — one person dedicared to being thar
resource fink. someone wirth a face they can reach
mlm.ud’ﬂ puidanee from™ This isa

cmmincal msse for Manonal Criard amd
Kiserve Component Semace and family members
webw nimually are ot Bvang near a Milsary haae,

Deployment Cycle Information & Family
Suppar=

Pre-deploymaens preparssion snd post-
deployimens reintegrason ane major concems,
Many Miicary farmibies are very young, and meed
to know hasic information such as “What s a
deplovment]™ *What can | expecr in each stage
of a deployment™ "Whene's my groupl™ and
"Whe ean | eall for help?®

While famsilies need and appreciate
general advice and informanon. from the nanonal
bevel, what they really want is bscal commumty
eesoires, Wi nead local mfammation and
espercially For neweansern.” Famibios repearedly
requested contaey phinic iumsbors — they want s
bive hurman being ro-ralk ro. They asked for
standardived deploymen suppon informanon
with local and regional addresses and phone
mumbers, They like Milstary OneSiunce becaunse
af the 1-800 call conter that combine 4 buman
bemng wiah focal Milicary and civilisn eomenimiry

Enfurmnarion,

Appendix 4. Detailed FIndings from Focus Group Feedback (page 3 of 15)

Menial health sappost resoirces aned

farmily support programs are seen as very poocly
adhvermised. Mowt fanshes are nos aware of them

Diespae thew age and expenence with
deployments, Command leaders and deploymenn
suppont Service providers should nor dssome ooy
behind famidies can cope. Deployments smee the
terromst sttacks on Sepeember 11, 2001, are
vigmbicantly different than m the past and are
Tevvaineg & cwrimilanve effoo on Esnali

Arailable help througheut the
cyele m needed. Eany access 1o
medical. spersival and mental health resoumees. are
rocursted.

The Anrw Barsde Bookis & grest
vessniree, and its 1me shinald be promoged o an
ongoing s, not just when deploying.

Mlany Emrly members do not have 4
Milirary background rhemaelves and rany don't
ursderstand Milirary jargon. They sk,
“Aeronymns = whar do they maean?™ They are
imrmed o when commumicanons book andd sound
oo mmich hike the Mibsary. They say. "This
informnanan w oot for me. I for i hindand.®

Fareign-born spowses bick famsilianiy
Iﬂihmmuﬁnmlﬂtngnp
They are asking dhat
information be made avalalde m Spuunh. French

and |apancec,
Families nevd siress munogemens ansd
conmections and acinises durg deployment,
A pre-deployment checklise "pr for
spouses anad famsly members™ was epeavedly
revquested.

Asmstanie when 3 Faeuly inember o
hospitalined is necded

are prvdied w0 Familie don'e g overwhelened.
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DETAILED FINDINGS FROM FOCLES GROUF FEEDBACE

Families want to know “Wha is

supposed 1o take care of spouses whose Serace
mamber s on 2 remote assignment!”™

Infornassion on coussding For children,
coumnaeling For Mdicery menbers, remion
infommanion, and [ife afier the Milimarny was

requested by oy spoases.
Emsrpency Comac Information and Emcrpency
Siruarions:

Ifonmation on
benchies, and emlementa 1w needind befone
casiadtien it Families need 1o undeonesnd
and homor their leved one's wishes if they ase
killed or severely ingured. They are nos sure how
o when to talk 1o their spouses abour these

Fansilies need 1o have bemer acocs po the Ried
Cross; Improved cosualry sotification proceses
are needed, General Hed Cross conmacr
oo

Amenican Rid Cross Matsonal Headquarrers
20235 1 Sarecr, NW

Washingron, [ 20006
Phone: [ 207) 31344908

Dranation Hothnes: 1-800-REDCROSS (-
B00-713.2767) / 1-800-257-7575 (Espaiial)

Wb it |u| L'_l.'.!..: W [nl::u& i ﬁ{

Knowledge of available help for mon-
caanalty problems i needed,. This mohsdes
infoamation on who mo call when 3 family onisis

Comenand and spouse kesders both
complain tha they can'r reach sy behind
fansilies in oo energencies. Emengency contact
data is Frequently missing. t'mlurnﬂl
of contact list, prepared by thor Command or
siistallation, sngamecd by topics For quick
releronce in emergensy stuations.
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Yioung spoises want oo know' whe o
coneact if they have a sick b.'l.l:l}'.uim
uyhm;:.urihh:ﬂmmmlrh
tmaks decianom is 3 very scary experionien, A
tharne advice b wosild be very elpfil as would
ware lormagion on progancy. pre-oaeal e,
whild birth, vaccine schedides for babics, child
development and parensing,

Emotianal Aspects of Deploymmens:

Families are asking, "Who can we talk
107 There's no one (o @ik 0. Commands need
o learly commmmecate with famely members
abiit. By sinppont prograss that ane avalible
o themn during thieir loved ones” deploynsens.

Family suppor: progranmes and leaders
need to provide validation of the expeniences and
Feelings of Servce members and thar fanshes
ihromighenit ehe cyedes of deployreng: Valsdstion
what ir's allright to be mad; validanion thas
coniples pemd o Bght right before deplonmiont
s this is nor unosual. Families need help in
learning what 1o do when anger flares. especially
during pre-deplorment.

Deplonament preparation and

din ¢lasses are newded. 1o nchide
Jearrsing hor Tife will be differena follow g
rodes within the fmsly.

Farmilies are upser dising rmmes of
deployment snd find i hard vo proces any
information as deployments deoaw near

More rrsosrees ane needed 10 hddp
childron cope with deployiaens. Youisg jaaronts
expressed the need For more information on os

i surppoay children of all spe, especially
exnoasonally.

Faimlirs are sakiing for testimonials fnom
thais who have sceeafully gons through
deploymeense "Every depliyment is dilfferent.
They div st ger essier. Yons saill rm'-lhjp ]
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if your've gome throuigh deployments before. As
we master old issues, new ones come o, Don'e
assumne we can handle i.*

"When Service members come T
from deployment, we are not ruly happy beeasse
weeall knanw chey will leave sgain, They are ondy
stopping by home for a few montha™

Farlies need ideas reggardeng who can
help with daily bousehold chores and
transpostation ssues. They need emorional help
when sources af stsistance aren't svailable when
they rwlly meed them,

Families reed idess on law o beer
handle sress duning the deploymen. including
feelings of not being eonmeoted 1o the Conmmand
anis or family support group,

Familiea have problens desling with
aiger and depressaon dunag deploymens,
ansd Fansily sppot are needed.

Infarmation o pecded reganding ihe
eimitional effects of deplvasens on Malicery
memnbers and their relazionship with children
duming and afer a bong deploymens

Farnilies need o know whae helpeng
apmicaes provide shoer- aned booeg-rerm
pommseling. They need informarion on Verersns
Admingsration prograns and benefins for
continmed mental health counseling.

Financial Asisance

Fmancal 1ssmes are 2 rapar concern for
spouses. when ihe memaber 1 deploved, mauding
how pa mect duiplicate expenses of madngaining
twa honchalds whale the inember s away on a

deplayarene.

Famnilies and Service members necd E:H:r
i wiriderstanichiog Malitary pay, benefies, the

anporaice of savings plans, and how io
cotmibute 5o Maliesry wrmgs plan

Appendix 4. Detailed FIndings from Focus Group Feedback (page 5 of 15)

Acceds o i smaation s meeded.
members’ fmances. Ay Knowledge Onlme is
goeat, bt 1t w bard o reaithonise acoess o ths
mystemn rvery W0 dlan,

Dirhier financial mansgement isses
inclode establishing and sobang problens with
ﬂmphw:&lflrd addpusting to pay
schangrs; and sohang g money probloms aich ai
iorigages, Foreclmaire, aml cxomsse dels.

Families report a lack of perional and
Farmly firancal awanmieis.. They want solation-
programs. They spredfically requicsted Leave and
Earnings Saroment ([ LES) information, Telp
with saees, and help with Service memberd
Tanking acoomnts (aceem, passwonds,
eheckboak}:

Farmilves seerive beiter fnasicial
irformation on the member's entitlaners whle
deplored. For example, Family Sepasation
Allowance & not pasd wnl the member revorms
i st cae. A Reservin's spouse said "There
is u bot of confosion over whar applies o the
spanme when the member B gone for 45 day, 90

aday, 179 day deplovments, roiobes, e.”
Health lssues Dunng Deploymencs:
The longer Sérvice mensbers are

the more health and safety concemns
ihey sind vheir Bamilies luve.

Wheti a Serveer ancinber beans tlie e
"deplovenens health,” vhey think of
exvironmaeraal, oocupason and physical health
concemns. When a Military spoaie hears this
werm, they think "Where's the TRICARE
information’®

Fairuly sneanbers srare that infommagmn
aboat deployment health issies for the deployed
Serwace member i very scary, Many were
unaware of deployment bealth risks il they
samw comeent within the [eployment Health and
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Fansily Readineis Lilwary. They are wornied char
this informanion will scare their cluldren.

Lo spoanes seare that they woald
profer ganing dheir deploymens healih
infommurion in person from g medical
professional and noc from a Web ate. They do
think: it is a good idea for the Service mensber oo
have scorsa 1o this mfommaton onbine.

Service members are concernedd abmm 2
variery of bealch issues duning ther deploymimnms,
particulindy vascinations for vanous expodune
aned disgases, They want: o know what
waccimabions are bang given, why they ane beong
e, and whaa posable wde effccia o waich o,
They and their families want vo know if they can
spread these disesies whin the depleyed Service
enemdier et P

Servace memibers asked * Wt are the
bikely eriviranmental exposnres i the sres of my
deplopmmene, and whar healeh dffeces wall |
L

Evsues ane always 2 magor concern
for deployed Service mombsers ansd Fanmly
e

Identification Card

Yourg Famnadics need g0 know why
identificasion (1Y) Cards sre necesary, where o
et one, and avalable assiance i chey should ge
bost, seoden or damaged.

Service and family members noed hep
checking Defense Enrollmens Elgibaliny
Reporting Syaem [DEERS) For corre
informarion abeur dependenes.

Lagal Assistance:

Farmilies need eo know whar Lgal
documents are needed, why they are needed, and
who can help thom of they gen lost, stolen or

EEJHTE
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DETAILED FINDINGS FROM FOCUS GROUP FEEDBACK

Famiilies reporr that there is o Lick of
information on the purpose and lamisanons of
vanous iypes of Powens of Attomiey and wills.
This mfrmation shoald be anlene, They also
sy ihat liggal ansastance officon soemn resiitant o
prividing the Powers of Attomicy that spoines
andd Service membsers are regquesting.

Powers of Astomey and walls need o be
dane prior io deparisme or ab an Omiudiiran
Dy or durmg a day-lowg Deployment
Preparation Program.

Farmlves wang 1o know when beygal andd
Financal doaaments expire, and what help is
avalalde of they da,

According to Miliary spouses, 100 many
Judge Advicate CGenerals (| AUS) or Mileary
Service bwyens are deployed, leaving madequare
legal assastanee senices for stay’ behond Famibies

Legal advice for single parencs is needed.
Uiren ex-spooses file in courr when the Sernice

nsemnber parent s deployed.
Medical Serviges:

Dhurimg deployments, healibi i not
umizally the mumber oo concem for Service
trwmmber oo theeir Farmilies b health i s big
comem following dephoymons becaime of
wnd desense punbreaks, ss well = medicarion side
eifecrs.

i bl by, ssnilar 1o those ised in
the privare secror, would be beneficial For Service
and family imembers with el concerm

Previatal, pregrancy and nes panent
indormation i oeeded by many young Service
trwrnber aned spotie.

TRICARE w a complex syisom. Help
necded with acooa o TRICARE mecheal
mformation and appoimtments, especally of
farmbics e moee than S0 miles rom madical

Deployment Resources for Servicemembers and Their Families

treaiinert facilities (MTFs) Access ro health
care probloms abso occum when Service members
aned Farmilves pranafer from one TRICARE region
tio anuther.

Some spouses mentioned they were
unsure of b 1o scoes nedical cane dhmuogh the
installaion clinic, how o utiliee specialie
through TRICARE. and how to wse TRICARE
whin modical care m nceded on 2 wockend,

Specialty care i hard to ger, expecially
for Mational Cruard & Heserve Component
farmlies,

Lacal and regional TRICARE poine of
comac informagems is needed

Fagabdishang dnd mainsarming
eonneeniom beiven TRICARE and a Famady's
Prinaary Care Mansger is difficlr,

Familics have diffsculiy geeting thnmigh
an phone syaterm o medical faclioe

Familics feel that goo many medscal
specialey care for stay behind famibics. Famidies

Young spouses and familics need m
know where Milirary medical elimics are locared.

Mengal Health Servces:

Familics aak "What has my Sernice
it wipon returmil How will T know of iy Service
marndir 16 akay snd o not. whas resmirees are
availablel”

Families need berter, mare confidenmial
ways of Ainding out if they or thir Senace
memnkber have problem and what o do aboot
thim. They need help ovrrcoming the frar and
arrgniian ol seckiing mental health sernces.

DETAILED FINDINGS FROM FOCLES GROUP FEEDBACE

Families wans bocal snd regional

support groups for adults and childeen.

Chaplaies could be more pro-aceive and
engaged in conmmiy suresch o belp Service
and family memnbers connecy with counseling
sevvices bt their messages MUSThave a
positive span ko decrease the neganve sty of
conivmschimg, Llse rernm ke support and
relapiomahip stresare. Ensaire confidennaliog,
Reherrals po Miitery OneSoniree are a great first
step i the commernon process.

Families and Sorvice members need 1o
know how 10 aéoom inental health mfonmasson
and coussding servicen. Officer and enliseed
Serviee mombers, sponises snd By membsers all
ned comnseling servaces. mo just young endisned.
A Full range of menral healrh services is needed.

Frw rosmmrers are aadlable for childem,

want 3 "Sarvival Skills™ class for spouses and
farmly members. Some Senace and famly
mermbers. frel thas ® There's o one 1o talk w"
and "Deplayment fods bike 3 divorce when you
gt bef”

Farmlies ammicypane meneased mental
healih effecis of repeated and extonded
a When Sorvce inembers sviviri
they are already working up for the nex
deployment. The impact vakes as 1l on
and famly relsomhipe. Service
memibers feel guilry and da not know how o
nuake it bewer, Children are isclaed in order 1o
protect them from the mller comsier of
anxinty. Serace mombens feel there
is pleney of sspport for them in the feld, but
waery aboit whi is there for the family at home,

Command Sponsored or Unic Belated Meetings:

Families prefer o reeére mnformation
froem Cormamand sposmoted sevivities, umit relsed
iscetings, and vis an-person contscrs sach 55 Pres

2006 Customer Feedback Initiative

Hrixfings, Family Member Traimmg Programs;
ansd Farmly Beadiness Groops.

Mavy perscae] feel very srongly tha
personal conesers by phone are animponans par

af the commumicacion mix.

Serang, acvnd Fanly Besdines Crroips
aned Hstsons are desived by all Millizary Services
For individusls wha live close ro s Bilivary base,
Yellow Kibbon Roons are g highly desirable
gathering plice. They bring together anpone
with a deployed Senvice member for murnal
surppat. ansd are typically bocated in b
bbrano, edocsiion or compainsy cenion, and
Farmily sippo conters.

"lnperson congac i Yery imporant -
Life is complicated. A few links is nog 2
saluison. You teed mformation gnd personal
ankitaner.”

Chareachs

K espondens serevsed the need 1o reach
panias und signaficars other — they are our off
the loop and don't receive impamant informurion
presenaed on base by deploying Commuands.

inational (misrd and Bosrve Companene
farmily membors and Serace membser panems ase
maore likely to read rraditional hardcopy "smil
pril™ tham g-mruil. They say "I | have time,
will go porthe Ingemner™  Younger Service and
farraly members live on the Interner and depend
an handheld devices o commmimicare and provide
sl support. They use modem
el commamenicatnon sdevsons fo seck, s and e
sniformation. A smili-miedia outreach effon o
niceded 10 span differems preferonee of the ape
groups of stay-belsingd famsilies.

Whle top bevel, standardueed
deplajimene sipgur infanmaton w very heljhal,
Fairilics need initallation, regional, Comrind
wni and coamprehensive Milisery Senicespeaific
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indomnanon.  This combimatmon mkes the
perfect package.

Pamily Beadineus Groisps are 3 key
desribaor of truseed, Comnsmand relsed
infuerrarion, bus far v many Eailies and
caregivers of Milizary children lefr behind are nog
connected to them

Coruruand beaders meed 1o ask (amilies 1o

Prefecred C iation Mathed

Farralies say @ mix of commurmicanon
imethods are needed w0 keep them mformed
throvighous the cydes of deploymensr

Fassential, a5 8 buseline for cffeone
conmmmications, is family gahenngs with
Command leaders and Commuand volunteers wha
want to share as moch informanion as posithle
and o anower questions, For cample, heanog
from the Commanding Officer, Cammand
Master Chief vr Senpeant Magor, the Coiramand
Chaplam: merting the leadors of the Marine
Coepn’ Koy Wolmipeer Merwiork, Mavy
Chebudsmen Team Family Readiness Groops,
and ocher spouse leaders: mecnng represeniatives
from helping organizations and Milicery
assnciations g Relief & A Socienie, Red

Hasdeopy "Sail Madl" (g, Fansily
Ciranas from the Command Masaer Chief or 2
Family Rradingss Group Mewslerwer] is highly
want to recetve these comemumeguis weekly if
peossshle, Odder Famidy memlbsers pasticulady
want wsticihing they can lald i cher handi

Eenuilll Comamund beaders, spouses and
depluyed Service members have become
dependdnt vpon daly eemals po stay connected
and provade bivest aipdates oo the siatm of the
deployed Conmaind and s personiel. E-madls
are cagerly awasad, erpeaied and cane dineress
when they do et smive. Some Gemaly members

DETAILED FINDINGS FROM FOCUS GROUP FEEDBACK

say "Weekly e-mails frons the Comand are
berver than having ro search throogh Wb sites™

Tradiriona] methads of iformarion
sharsng are sull desined. including "very
appealing™ pamphlen and Hyere. For exsmple,
Sevvioe members and famdlies anll wane a
standardized deploynsens informution package
with Frequently Asked Ciestions (FAGE) a
Corrmane and Comemnity Bosouree Lisg, and
Lanks to omline revonroes. Sposnm aspeeially like
t prine these magerials and place thern n Famaly
Readiness "Ranle Rooks" ar refernee
notebooks. Electnomic copies of these muaterials,
when available, are being forwarded o eorended
fanwly and fricrsds 1o maoomeee dissnibunon of
key and essential deployment suppors

snifpamTaiio,

Comprehersive, Miliary specific,
pides inchade bodh Miliary and civibian
mformanion specific to the commumey i which
farmily members live. Both on and off base
siifurmmation & requesied.

Large desplays ar commissaries,

and reen centers are good resources

ans] morale hooster,

Broudeast medin, parcalarly Asemed
Forces Werwaork brosdcasrs [oversexs |, is an
efficient and valuable way of ransmirnng non-
classified deployment suppor mformation for

marnbiirs ane asking for lacally produced TV
shows i the *Oprab-syle® tha would have
gest apeakiers from deploying Commnands wha
conild Fovis on seailable deplovment suppon
respurees For sray-behind fammilies. They wane m
"aee™ Coamemand Teaders helping Service members
and Farmilies.

The Aminy s sugrenting the Ingeme
Media with promotional incentives like flash
drives (memory sticks) which Communds,
Service and family nsembers can wie 1o downdoad

Deployment Resources for Servicemembers and Their Families
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deployment support sudioorideo-test resounces.
Same respondents soggested thac soch files can

be pushied to iFods and other handbweld dences
for retme ated fmher dosnbution, Mew socl
s oppormties need o be exploned,

Spanes sy " Web sive need 1o be
recommended by someone yoo sk otherwise
spoimes won't find ous abous them”™ or e them
svvelshadiiy,

Gl R o -~
Managers;

Fous gromip pariciparss have the
Following reconmendazion for deplavirens
support Ingemes and mle-media
COTIMINECR R NI

Llse erine seomes abow Serace menbsen
and families who have successfully coped with
strens. Inclisde vesemnonials, veal answers and
sdurione. Poar 3 problem and nore "Here's whar
wothed, o we rried vhis and ir did not work For
these rexuom.

Huave s actn'e evciaagy bodrd for
spounes/ family/ friends 1o comenumicace with
others in the same sinsarion,

*We nerd 3 compreheimve all-r-one
Fasnily Gaside for Milizary deploymens. brodnee
10 hand our ar every deployinens bricfing which
will effeceively marker the Deployment Healh
and Family Readiness Library among caher key

"Why don't we have 3 Military person sesigned
a3 the Umnlnadamion versus a valusieer aivilian
wife? This persan could provide congimual
suppor on a regular basis o suppar all
deploymmenis.”

"We need & eoniral referesl powni for
spaise=nelaced informanion, for cxamsple » sposse
advocate or spouse care coordmsor would be

very helfphul. This person woald have all the
information and reiources penaiming to Fanlies,
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aned wosiihd be pariculady svailable io s and
advorace for spouses while a member is away for
Milwary reasons” A spoase advocate could hdp
with TRMCARE and Maedweal Chime tisises:
fmancial entitlermeng problenns and quesiom:
aned assigande wath pisgiee problomn

Mlarry spouses are new and young,  Many
don't know what to expect duning a deployment
aned do's kinow what deployament healsh

A baseewide suppor group for spowses
af deploped or remote members might be helpful
for these whose Cormmmans aniz does nog hanve an
active sposse support network or for thase
spumines of emate inembers who fall swem the
cracke

There is a big difference in the degree of
deployment support reconved, which seema to be
continggent ipon the Command umt of
avvgmisrd and the persnnabity of Cominand wnt
Leadershap. High qualiey seandardised enarenials
and Miliary specific puides would help in such

saluiilig e

Withan secumity parameten, increase the
atmwiiatit ol inforiaton Serace members and
families receive on what the momber can expeon
wihile deploned 1o 8 coneain locsnn, For
exzmmple, informunon could cover srailable means
of commamizarions | Incernet, videophone,
planes . what and how 1 send cane puckages:
pesible healeh concemns; and support services
avasdable to member on ste such as recrvanion,
access bo persinal sispplica, legal senices for

those Fungotien Powers of Adiromey, .

Suppom persorne] at base apencies need
to undersiand the imporance of helpmg spowses
aned chaldren and making them feel welcome and
not forgotten when the Miditary msnber is
deploed. Mamy are noe conneceed 1o the
Corpmrand, They need a place 1o "check i wah”
on 4 regulir basis, a place where they could feel
comfomable asking for help if needed.
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“Hi'nﬂﬂu]'nfl'ﬁuutpﬂhl
related information should be developed. The
Imkage of all of thewe pertinent siies wosld make
Ineemece acersn 1o key posurecs casier.

There i @ need for base-wide
groiaps for sponses of deployed and remsare
For thoa whose Command it docsn’t bave an
AT Spnme sapport etwork, of for those
spouses dealing with the Sernce tetnber being
o 3 remute assigrmens who ey (all beween
the eracks.

Essaldnh a program for deploied
spoisen, samilar v the Mew Parent Suppon
Prograim, where spouses dmsld valumisnly
participate 1o get informanon oo deployment
issues such as Pawers of Arcomey, security isued
trushleshooting for speaific unigue
[Ripniefj tEiitaa

Estabdish support groaps for spoises of
deployed members similar 10 che Army’s Faanaly
Readiness Ciroups or Mavy Ombudsran

Highs Seam Programe Increase the
arnomr of spousearelmed mlormanon, snd
provide informarion in wriring, for example
copies of slides, Web sites, and phone mambers.
3. Combfarn Level with the Intemner

Mot respondents are comPortable (50pencent )
Many are somewhat comforable (40percent

Few are uncomfomable { I0poreen ). Lack of
camforr wich the Internet seerms to be
:ruﬂ'ln'nlul.

4. Prefereed Wb ates

famibies wamt to get conmiected aned siay
connected vo Commuand Wb smei beaae
they prast therm aa their mumber anie sosince af

Deployment Resources for Servicemembers and Their Families
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infrmation. Foas group participants
provided cheir Favonme or moss freqoentdy
wied Wb mives beyord Commuand and

Malwary iostallagson Web sioes. The Web
wtes are listed by type of Wl site for the
cmirtmrmnes ol imermal Soramamcatum

paragers ansd imarkeing prolfesomnils
Cieneral comnments. from foous group
pamicipants sbout wie of Web sites sppear 1o
be gereramsomal in nanre,

Carrnon) Inscallavion Web sives
Fart Rragge hope! Lo bragganmymil
Ovffaty Honepages higpe! S www offisyafail

Ofoir Enlisced Spouses Clubs
v wewews A T ]z ndiai el 5 L

Iﬂl'l'ﬂ i rl'II.iI.l IIL' II.lIIII

Ay Cotnminety Seraces (ACS) Web utes
ar the garrison level

Mapor Conmmand Wb sites

USAREUR Bl Bos [G-1 Wieb s x

li Ir_- L .1h.'r.|||.rl1.l|n:1..1nnr.nu] # |shieliin

USARELR Post Reimegration Communiry
R esource Caide Web sine

bty Lo v perhaqusancuramnymald posiro
DY)

Flealeh Promotioms Wels sies

LIBACHITM (LIS, Aroy Cenrer for Health
Promogeon & Prevennive Medicine
Ry gy www appea s anil

HeashdHealeh:
hiips ! S e hooaled bealili.com
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*  Commerol Wb wiee
s I'Hl';if:"”"“:l'"h!!!!
hﬂmT'xmmemﬂwllm?‘l"m
p.ullﬁ jﬁ:ﬂﬂﬁmjhfﬂﬂ-
Yaboor ferpsy S valion por
Gy Suppaer Web ses:

AFCrmaR oud
bagpey S www abprosirnadscan

ArmyFamibiesOnline:
uin'l"'t R -}mu t“"mu! 'Iulm: D

Army MWE Wb s

W T LW Cud ki

Manne Corps Conmmanty Smaco
{MICCS 2 hupe/Swww anme-mecsarg

My Areny Life Ton:
I “F..l _.'h_ h_II hl":i | i i)

Biavy LIFELines=
Prtg e Fvrww Jifsinesaiayamil

o Cpngrmmnt Wb spes

Divpamment af Vetorarm Affasm:
IHEE": |: W |Tlﬂ“

ﬁdﬂdkmtrrmthﬁPmd

LIS amd Seare Cuoverranent Web wge
Lanpe My Web Parale

Ainny Kisowledge Online (AKO}
b wenm aryiynul ko

"l‘
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Dhefense Famanee and Accounnng Sernce
l:wm I'IH':II: £ .d!}-__-"g

SITIES (migrased 1o
Militargd NSTALLATIONS and Plan My
Move)

g e, M litarymstallstsoms dodmil i
it MHE-M

Mikizry OneSosiree [a.k.a, Army
ChinSentree s

II 1 .“' "l y HIT

MyPAY gens

b Lonpablan ol moeay s
Modical Wb s
‘*thhkdlﬂﬂlmﬁ.iﬂlqﬂ

 § lII e

TRICARE: bupy/ e drisiie i
TRIWEST:

litgge e diacare il wel o0

Military Officers Associarion of Amenica
(MOANS higs S e oo
Matsonal Miitary Famly Assocanon
I:Wﬁ:ﬁ |||I:|F #iw H’“llﬂl.re Ay

Reserve Officers Associarion (ROA R
bl Loreeww rpanny

5. What makes s Web site uscfal?

Thie followmng respanses were gven by the foous
g particie
'Iiwr_!ﬂti! yuml ol i on e Web sige”

“The site links 1o all sther key Wb sen”

*Giood lmks ro kelpful resources.”
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“Having direcy links from your topies.”
“Roesoarees For the desaliled,”
"Moo oo mmaich: mformation.”

“A bricd clip of the article on the front page.

v yon 1o scan and readd e,
Good keywords,”

“Good search engine.”
“Aarractive,”

“Mudu-lingual, Spandsh. [apanese, and French.”
“Moed 'Plain Engliah® AN Plain Spanish’,
expecially for Mional Guard snd Reserve
Laenpeuser.”

A way i gall u-mmﬂmnwin-J neved
watra hwelp o mformation”

T
*Lisks beiwreen onling informsson ind people
who cam help yeay, For example, che Mlilinry
UhneSanree 'Web sste and ther |-8000Calll
Cemter.”

“Links opening o a new window so you do's
lose where you are and whar you've goc.”

“Pop-ups on Wb sstes for pew prograe or
fesotiren, deaws your siention”

“Vull down merms.”
“Side baxes on right and left.”

6. What rmakes 3 Web site bard to use?
“UIRL 100 long to remembes.”
'Lm::Fdeﬂ:ﬁuh‘nrﬁ:&lrnd;whﬂt

e,

DETAILED FINDIMNGS FROM FOCLES GROUP FEEDBACE

"Firewalls” = Firewalls are a ssgnificant e fo
family membere

“Blacks te e compirers, e hops seoure
saes are useless vo familaes”

"Too many toples”

"Text rogr hard 1o undersand.”

“High roaliswn graphice.”

"IN way to get back to the beginning.”
T sy wiords”

“Too much searching.”

T muny acranyms.”

“Thirned ofF when thangs are oo Mahitany— pst
help smt”

I —
“Subneers mot relevam v wer noode”
*Links don't work-"

“Ohndsed informaran”

S rrwich ek ot thene o' hard ta béep op
with s all®

*Too much idormmacon all on ane Webs site =
it's overwhelmng,”

*Toan many Wieb sives with the asme
infomstive.”

“Home Porvable Dhacemein Formai (PTHF) file
are & problem. axpeaally if you have to change

el fiane e

"Repration and bog-on processes dhat are oo
difficule.”

Wb sites s becomng mbimiditing.”
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7. Have you visited the Deployment Health and
Farnily Readiness Library?

Fere o one third of each focun groap had visieed
the valine Deployment Health aind Family
Readimeis Library.

8. Feedback on the Deployment Health and
Family Readiness Library Wb sine

Ohverall comements:

" Awemamne!™

"Fve been all over the save. Te's grea™

"] privaed off a5 much s | could From dhe s
and put it in a book.”

"Whar we eeally meed i resoureod Give i
guides, handbooks, indeses, links.”
"Easy 10 1"

"Helphol nescarees — very resourcefult™
"Especially liked the bnks to the Roserve

Caompaisens, Miliary OncSiance, FIFAS and
[epasement of Veterana Affairs Wiels sines”

"1 Found it greac o have mformaiion on the
hazards and condsons our deployed Senaee
ineinbers will eiconeer and ot juss spoine
suppart informagion. Ir i great 1o have 3 Web
wite with such a greas vange of information™

"Too much mformation on one page. 1r's
sknmitag 1o spoues”

“Laooks lke it is for professionals. noe for the
average famaly member,”

Sary maedical information. | thoughs dhis site
was for family resdines. 1 seoms o b maore for
soddier readiness™

"Most spouncs do ot thenk o My wemm
anid are pned aff by overly Miliary Wb ame®

2006 Customer Feedback Initiative
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T test heavy, not enoisgh piciures.”
“Topics ol appasis,”

*Too mmich mfommation aned oo many seciiom
an the from page.”

Wha's Missing:

e mene pesonmoes o ciddnen”
*Giive us bocal and regional rrsources.”
“hlaps with mouse-over capabibin.”

"Milixary Service Speaific Comprehermive
Cande”

"Health link mukes spouies think abou
TRICARE. b where is the TRICARE
informanion]™

Recommended Irprovernents

Want a sharter name for the Web sie — oo yoir
can rprmember.

Warn 3 “Plain Erglish™ menu of topies.
Contoni needs 1o state when it was Lise updased.
Everypthing meeds o be priner friendly.

“Call i "Dieplogriseng One Seop” to benehit from
onhier 'vmne sop” oo,

For the fredback fimerion, den't just link 1o e-
mal. Cove & lsg of commurmication aml contast

i
“Might wans to make Library content itens

more ke LISA Today =sharter and mane scans
able.”

“Ir's 2 carch-22. These are comples imies. Your
fact sheews seem 100 tpn-booksh, (oo senle for
our pomger Service members, Interacve videns

might be berer.”
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“Pur "Teschuble Momsents” b im die dimicioan's
section, 1l comment came from dnll
sevgeamnts,

Connider albowing die weer 1o dnll down 1o

Milicary Service-specific informarion, perhaps by
Miliiary Seal leons,

vy had specibie rreommendarions far the
Librrary's frone pape ™Nany reapondents liked the
Four rarger andience boxes and “Frequendy
Wiewed Topics.”

Tavy recommndanions for the middle seoon,
i the Labwary bomepage anc

Posnts af Corntact

Dieplegment Help/Suppon (issues, questions )
FAQs (pur on the top of the page)

Deplogment Cyele | put o0 the fronie page)
Links ro Linit Commands "How o ger into my
Command Linir's Wb sise®™ [recommended by
mmany Service mesnbers |

Fierures with caregory names

Roesounces For ranagers and leideos

Limks 1o healch care reources

Articles and rescnirces disect link eo MyPay.gov
[havpc/ fvmmypay.dizseml  nypay asps)

"What are yous doiveg For people who &0 nos
have aceess to the Ineemer?”

“Why are you mixmg groups of people on the

aasti Wiels mite? T miach?™

“Why do we need this resource? Seema like
shuphbcanion of Wb sive vesouroes. Redundant.”

There aiv bevver Webs aines for whar | aeed ®

DETAILED FINDIMNGS FROM FOCLES GROUFP FEEDBACE

“Where s the base and local infomastion”™
“Why' s ihere a liome on the mamnber of froe
coamcling sesjons” [Referring o Milinry
Cnebouirne |

9, Peedhack on Sample Library Face Sheets
“Good! Mot voo buy.”

T renich tent, new eonigh plomirm,”

"Good eolors, good fext sive. Add maore color in
boddy uf vext 5o thengs will sansd our.”

Enlarge Web sire L Ls ro prakee vhemn easier o
reacd. Web sine lsvings in resousce box s too
small

Fuonma:

Add beons for berter recogrinion, ege logo of
Roed Crona, Malitary CneSauree.

Add a Dho's and Dhom'is sectian an 3 suimmary,

“Tlow changs in chronological onder. For
eiample, Leishmaniasia Whar i ic?

How did 1 gee 07 Whas shonld 1 o sl i
Can e spresd 0o my Farly membend”

Emntional Cycles of Dieployment Fast Sheets
“1 mﬂ.l, liked i, b pnnqiqgl Wik VETy show,”
“SBpenes womild read s onel™

Too wordy, boring and busy. Could it be
broken down ingo ballers™

Respondents really liked ihe Service membsers
Assisrance Faer Sheer.

FLaked the one sentenee deienipiion welling e
eeacler what 1o expece from cach messinee along

Deployment Resources for Servicemembers and Their Families

Appendix 4. Detailed FIndings from Focus Group Feedback (page 15 of 15)

with & pheine mmnber and LIRL. . all in one shar
blurb.”

Like huving the Wb site and s phane mimber
on the same sheer.

Like the Cowrrage to Care resmimee and farmae.

Disease onerned fact sheers are "scary™ and
“don' fir unless voo have the dnease ™

[on'i wand oo much “Mililary language.™

2006 Customer Feedback Initiative
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Appendix 5. Acronyms, Abbreviations, and Brevity Codes

Acroeyma, Abbrovistions, snd Bronny Codes
For addivional Joine Acronyies and Abbrevations, chedk:

i

AKD — Asmy Kawwhedge Online
CF1 - Castomer Feedback Imuiatve
COMNLUS — Cantinertal Unired Stares
DHRCWG — Divploymens Health Risk Consmumcaton Working Group
Dol = Dieparrment of Defense

FAQ - Frequernly Asked Questions

FHP & B, = Force Healih Prstecrion & Readiness, Office of the Under Secrerary of Defense for
Health Affairs

FRG — Family Resdiness Croup
JTF PRED) — Jomt Task Force for Farmly HReadmess Ediscatson on Deplaymmenss

MC & FP = Office of Miitary Consmmity & Family Policy, Office of the Assistanr Seerevary of
Defense [Personnel and K eadiness)

MIOCS - Masine Cosps Conmmanity Serviees
MTF = Medical Trearment Facilsies

MWR - Maral Welfare and Recremson
MMEA = Maniaial Milsary Famaly Asooution
QCORNLS = Ouitsidle the Contmental Uinsted Sesres
PO — Posnit af Caontact

ROA = Reserve Officers Associmnion

LBACHPPM - Ulized Stasrs Army Cener for Health Promision & Provensive Medicing
LISARELUR, - Linsed Seates. Army Extropean Command
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Appendix 6. Action Memo (page 2 of 3)
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