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ICE Customer Response Follow-up Status 

ICE Benchmarking - How did USAG Yongsan rate? 



  THE ICETHE ICE--BERG BERG   

 

Building upon Employee Recognition and Growth 

    USAG Yongsan “THE Assignment of Choice in Korea” 
Page 4 

USAG Yongsan leads the IMCOM-Pacific Region in Customer Feedback and Satisfaction!   

 We ended the 1st Qtr of FY12 with both the highest number of ICE customer comment submissions in the Korea 

Region (7,101) AND the highest overall Garrison ICE Satisfaction rate of 98%!! 

How about IMCOM-wide?   

 At the end of the 1st Qtr of FY12, USAG Yongsan rated #1 in Korea, #1 in the Pacific Region, and 3rd Army-wide 

in overall satisfaction and number of ICE customer comment submissions for the 1st Qtr.  USAG Yongsan remains 

positioned to be amongst the very best Garrisons in the Army.   

 Other Interesting “Top 10” Facts for 1st Qtr FY12:  Ft Stewart: 4,302 card submissions; Ft Bragg: 14,643 cards; 

Ft Hood: 6,365 cards; Ft. Jackson:  5,326 cards; Ft. Benning:  9,200 cards; Fort Campbell:  6,401; Fort Carson: 4,903 

cards; Fort Leonard Wood: 5,433 cards; Fort Sill: 5,266 card submissions (Fort Sill beat out Fort Riley in the 1st Qtr 

of FY12 for a position in the “Top 10” Army-wide installations!). 

ICE Benchmarking Cont. - IMCOM-P & “Top 10” 
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Customer Comments: 

--“I love this place!  Each time I 

recommend a purchase, the staff 

emails me to give me information regarding the purchase. It's so easy request or reserve an 

item. I love renting DVDs for my children and not spending my extra cash buying them. 

This is a fantastic facility and I love coming to the Library with my kids!” (DFMWR - 

Yongsan Library)  

--“I've been in the Army for 16 years and I have never before been to a better CIF.  The 

quality and efficiency is excellent.  Outstanding service!” (DOL - CIF)  

--“I have been extremely satisfied with this service. I think what I love most is the friend-

liness of the staff. Each morning when I arrive, my children are welcomed into the center 

by the front desk and the teachers are always excited to see them and know them by 

name.” (DFMWR - CDC) 

--“Excellent Presentation of material. Presenter has apparent subject matter expert level 

knowledge of material. Very well done!!” (DHR - ACAP) 

--“No improvement needed, service provided is above all expectations. Outstanding atti-

tude and customer service.  Staff, and management are very understanding, accommodat-

ing, and very professional. Thank you so much!” (DOL - Driver’s Testing Office) 

--“Thank you for staying longer to accommodate us. You guys were awesome and very 

helpful. Excellent customer service received. Service with a smile. Can't beat that. Great 

Job!!!” (DES - Pass & ID) 

--“THEY DID A GOOD JOB!” (DPW - Service Orders) 

Customer Comments: 

 --“This morning as I was drop-

ping my son off, I noticed that 

the center was nicely decorated 

for the AD's Birthday. I love 

the way the CDC encourages 

team work and celebrates mile-

stones with one another...I also 

noticed coffee in the staff 

lounge and wanted to sneak in 

(but didn't). This center seems 

like a cool environment...great 

working staff! I feel at ease 

leaving my son here each day!”  

(DFMWR - CDC) 

--“THE STAFF IS VERY 

HELPFUL, VERY ACCOMO-

DATING - UNDERSTAND-

ING AND TOOK CARE OF 

MY SHIPMENT WITH EX-

CEPTIONAL CUSTOMER 

SERVICE!” (DOL - PPSO) 

--“By far, the best service re-

ceived in obtaining a ration 

card after 24 years in Korea. 

Took only a few mins and we 

were treated extremely courte-

ously by staff.” (DHR - Ration 

Control Office)  

--“Becoming a Love and Logic 

Parent Class with Pamela - 

Love and Logic is a fabulous 

class! All families and parents 

should take this training!” 

(ACS - FAP) 

--“Yongsan Lanes provided 

excellent and organized service 

for a large group (80+). Excel-

lent customer service. Pizza 

was awesome!! A great experi-

ence.  Thank you!!” (DFMWR 

- Yongsan Lanes) 

--“Great work on my pet's 

grooming!” (DFMWR - Pet 

Care Center) 

--“Great gym to work out. 

Great equipment!” (DFMWR - 

Collier Community Fitness Ctr)  
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ICE Success Stories -  DES Fire Prevention Week  

DES Celebrates Fire Prevention Week:  

On 28 Sep, COL Huber, USAG-Y Garri-

son CDR, signed the Fire Prevention Week 

Proclamation.  In early Oct, DES Fire & 

Emergency Services, held various activi-

ties aimed to educate the USAG-Y com-

munity and Korean counterparts on how to 

practice fire safety and prevention tech-

niques.  The event was extremely success-

ful, as cited in numerous ICE comments.  

This event supports Line of Effort 4 of the 

Installation Management Campaign Plan 

(IMCP), Installation Readiness.  

“Great Fire Prevention Week and cook out by USO and Fire Department staff.  

Great way to bring attention to an important subject like fire prevention and 

safety. DES - Fire & Emergency Srvs) 

“Fire Prevention week was awesome. Keep up the good work!” (DES - Fire & 

Emergency Srvs) 

“Great Fire Prevention Week program!  Thanks for providing great service to 

our community.”  (DES - Fire & Emergency Srvs) 

“Best Fire Department in Korea.”  (DES - Fire & Emergency Srvs) 

“Fire Department staff is awesome.  Very Professional. Top notch training!!”  

(DES - Fire & Emergency Srvs)  
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ICE Success Stories - Fire Prevention Week (Continued) 
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ICE Success Stories Cont. - Fall Festival Enjoyed by All 

 USAG-Y Community Enjoys Fall Festival - On 08 Oct, 

USAG-Y’s annual Fall Festival extravaganza was held 

where hundreds of USAG-Y community members en-

gaged in numerous fun-filled outdoor activities while en-

joying the temperate fall weather.  This initiative is in sup-

port of Line of Effort 2 of the Installation Management 

Campaign Plan (IMCP), Soldier, Family and Civilian 

well-being.  
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ICE Success Stories Cont. - Fitness Center Renovations 

 Fitness  Center Renovations - In Oct, 

USAG-Y completed a major renovation to 

the Collier Community Fitness Center 

(formerly Collier Field House) and the Trent 

Warrior Resiliency Fitness Center (formerly 

Trent Fitness Center).  The renovations have 

proven to be a complete success, as shown in 

ICE comments.  This initiative is in support 

of Line of Effort 2 of the Installation Man-

agement Campaign Plan (IMCP), Soldier, 

Family and Civilian well-being.  
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ICE Success Stories Cont. - Night of One Act Plays 

 Night of One Act Plays - On 4 & 5 Nov, DFMWR 

held an evening of “One Act Plays.”  The event is part 

of the Garrison Command’s large-scale efforts to im-

prove and expand upon DFMWR’s current recreational 

programs to offer new activities to the Yongsan com-

munity throughout the year.  The event was a complete 

success!  This initiative is in support of Line of Effort 2 

of the Installation Management Campaign Plan 

(IMCP), Soldier, Family and Civilian well-being.  
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ICE-BERG Customer Engagement Page! 
The customer engagement page is intended to give real 

world examples of how Garrison management is listen-

ing, responding, and actively making efforts to improve 

services using customer feedback submitted through the 

ICE program.  This page is intended to recognize exem-

plary actions taken by Directors and service providers to 

engage customers through ICE.  This new initiative is in 

support of Line of Effort (LOE) 3 of the Installation 

Management Campaign Plan (IMCP), LW2 customer 

engagement and constant communication.   

DPW Responds to Frequent Power 

Outages: 

Customer Comment:  I would like to 

make a comment about the frequent 

and often power outages that are un-

scheduled... In the last week we have 

lost power 3 times…it would be ap-

preciated if the problem would get 

some higher level attention than 

maybe what has already taken place. 

Garrison Response:  As a result of the 

customer’s comment submission, DPW has begun consis-

tently posting both scheduled and unexpected power out-

ages affecting all Garrison residential and commercial busi-

nesses 

on the 

USAG-

Y offi-

cial 

Face-

book 

page 

(IMCP 

- LOE 

4) 

DFMWR Makes New Rules for 

Pet Care Center: 

Customer Comment: Would it be 

possible to post rules for using the 

dog park and include in that list 

that your dog should be disease 

free? I would also like to suggest 

that children under the age of 12 

not be allowed inside the fence at 

the dog park...  

Garrison Response:  

Thank you for your 

valuable comments 

and we added two 

more rules.  A new 

sign will be posted 

soon at dog park. 

Again, thanks for 

your comments.  

(IMCP - LOE 2)  

Mr. Paul Robinson, 

DFMWR Director  

DES Responds to EPSG Access Is-

sues: 

Customer Comment:  Numerous ICE 

customer comments have been re-

cently submitted citing frequent diffi-

culties using the unmanned pedestrian 

gates. 

Garrison Response:  In response to 

ICE comments addressing difficulty 

accessing Post using the unmanned 

pedestrian 

gates, DES im-

plemented fre-

quent EPSG 

user training to 

educate the 

community 

how to use the 

unmanned 

gates. (IMCP - 

LOE 5) 

Mr. Charles Markham, 

DPW Director 

Mr. Ricky Oxendine, DES 

Director  
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ICE Comments for Garrison Services (Cont.) 

--“This specific comment pertains to the CDC newsletter. 

It is terrific! Very informative and easy to read. Can we 

opt-in to get this newsletter emailed to CDC parents? 

Thanks!” (DFMWR - CDC) 

--“VERY NICE AND EXCELLENT SERVICE! EXCEL-

LENT CUSTOMER SERVICE!” (DOL - PCB) 

--“The gentleman that was running the computer lab was 

especially helpful. Way to go!” (DHR - Education Center) 

--“The staff made it comfortable + easy to get POV license. 

Mrs. Yi Chun C. made an extra effort to get us a special 

appointment.” (DOL - Driver’s Testing Office) 

--“Very helpful staff!” (DFMWR - Yongsan Library) 

--“Very good service!” (DPW - Service Work Orders) 

--“Very excellent presenter and kept audience alert and 

"into" the in- processing brief.”  Intelligent motivated 

speaker! EXCELLENT BRIEF!" (DFMWR - CYSS) 

--“Outstanding Service! Staff well acquainted with a spe-

cific medical need by wife (service Dog) and facilitated 

everything with no issues. Thank you to everyone!!!” 

(DOL - CTO) 

--“None - the staff was courteous and did an excellent job!” 

(DPW - Housing Div: Inspections Branch)             

--“Great customer service. The staff is both courteous and 

professional. Above all, the experience and attention to 

detail prevented a mistake that required additional time to 

correct. I sincerely appreciate the service. No doubt the 

best I ever had. Thank you.” (DHR - ID Card & DEERS) 

--“I have had three CIF related actions in the last month or 

so with the Yongsan CIF and had a great experience each 

time. The staff there from top to bottom are professional, 

friendly and extremely fast. I was in and out with my is-

sues and transactions complete in only a few minutes. A 

true breath of fresh air to see such a smoothly run organi-

zation.  One of the best CIF facilities I have dealt with in 

my 24 yrs of service. Please recognize all CIF Reps. Great 

Job!” (DOL - CIF) 

--“GREAT JOB! THANKS.” (DPW - Service Orders) 

--“Enjoyable course instructors.  They did a great job 

keeping everyone engaged and participated.” (DHR - 

ASAP) 

--“Thank you Preschool C and Toddler D caretakers! 

You're awesome! My kids love you! I want to thank the 

caretakers working on training day to accommodate work-

ing parents :)” (DFMWR - CDC) 

--“Very fast & efficient service.  (DOL - PPPO) 

--“Excellent Presentation & rundown of services provided.  

Outstanding brief!  Very motivated.  Well done!” 

(DFMWR - CYSS) 

--“Very nice job. I especially appreciated the visual presen-

tation of what each piece was and nomenclature.” (DOL - 

CIF) 

--“VERY ACCOMODATING, EXECPTIONAL SER-

VICE!” (DOL - PPSO) 

--“This was a great...the fall festivities were fun. 

Thank you, the kids were very happy!!” (DFMWR - 

CDC) 

--“Thanks to the staff that made this experience go 

fast and pleasant.  No recommendations for improve-

ment. Facilities and staff met all of my needs and 

were very helpful and friendly. Excellent customer 

service.  Thank you!” (DOL - PPPO) 

--“Very professional and helpful individual - Knowl-

edgeable and courteous.” (DPW - Housing Div) 

--“As always the staff is professional and aware of the 

client’s needs. Great service every time!!!” (DOL - PCB) 

--“Strong Bonds: My daughter seemed to have a good 

time with this being her first experience with "day care". I 

found everyone very nice and helpful and good with the 

children.” (DFMWR - CYSS) 

--“Financial Readiness Training with Leona McClain - 

Great brief! On time and prepared to teach. She was actu-

ally early and started before her time period. Overall, out-

standing.” (ACS - Financial Readiness Program) 

--“Transportation 101 with Marilyn Roseborough and Ji-

won: Marilyn and Jiwon did a great job for us. They were 

able to answer all our questions and teach us quite a lot.” 

(ACS - Relocation Readiness Program) 

--“Christmas Playdate: We loved everything. It made our 

Christmas. Thank you!” (ACS)  

--“EEO Training with Anna Revere and Stephen Brown: 

Once again, great job!” (EEO) 

--“Enjoyable course instructors did a great job!” (ASAP) 
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ICE/VOC STRATCOM - ICE QR Code Project UPDATE! 

UPDATE!  We contine to actively work on the new and improved hard-copy ICE comment cards and posters which will 

feature a QR code linked directly to the respective service provider’s electronic comment card in the online ICE system.  

The intent is to issue these to every service provider in the 2nd Qtr FY12.  When received, please begin utilizing the new 

hard-copy card and poster in your respective service areas as soon as possible.  The intent is for all service providers to use 

the same formatted comment card and poster in customer service areas and eliminate the use of any previous versions. 

The intent of this new initiative is to capitalize on the use of cutting-edge technology to provide customers with another 

means to access the ICE program and submit a comment using their personal smart phones or other devices that have the 

ability to read and download QR Code content.   

The presence of the QR Codes are meant simply to augment the existing hard-copy comment card collection method by 

providing customers with an alternate means to submit customer feedback using the online ICE system in the hopes it will 

increase daily customer comment submissions and instant on-site feedback from a greater percentage of the customer 

population, particularly from customers who typically decline to fill out the paper card but who are willing to submit feed-

back using the online system.  

Of note, this initiative has been deployed at DFMWR’s main events and the new comment cards have been distributed to 

ACS with success.  Also, a Best Practice covering this initiative has been posted on the IMCOM Garrison Commander’s 

Net and has received accolades from IMCOM HQ G-5.  USAG-Y’s QR Code initiative has also been recognized as a good 

practice at this year’s ACOE review.  Please support this effort as we continue our efforts to expand our VOC program.  

This initiative is support of LOE 3 of the IMCP, LW2 customer engagement and constant communication.     
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