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e\ Overview @

e Survey results demonstrated a leveling off of positive scores for
overall satisfaction

* No significant increases in dissatisfaction
» Relocation of operations staff impacted service and support scores
 Satisfaction with systems and applications improved significantly

— Potential factors: purposeful reduction in HHG move respondents
and revision of survey instrument



Overview: Warfighter
Improvement Priorities

Improvement priorities as defined by the respondents

A

1. Improved use of technology Web based enhancements
1.1.3 Integrate improved ITV
1.2.1 Develop enhanced decision support toolkit
2.1.1 Merge virtual & physical infrastructure in support of
E2E network

2. Improved SDDC website Web based enhancements
1.1.3 Integrate improved ITV
1.2.1 Develop enhanced decision support toolkit
2.1.1 Merge virtual & physical infrastructure in support of
E2E network

3. More efficient work processes All LOE 1 & 2 Supporting Tasks & Sub-Tasks
2.2.1 Focus: Document SDDC business processes

4. Streamlined policies and All LOE 1 & 2 Supporting Tasks & Sub-Tasks
procedures
5. Improved collaboration between 1.2 Improve surface deployment and distribution
SDDC and stakeholders capabilities and business practices (ALL Sub-
Tasks)

2.1.2 Positioning SDDC in the Logistics COI



Background

Summary Results

Way Ahead




&\ Background

A

* Conducted annually to assess performance factors and to realize
opportunities for improvement and alignment with strategic
Initiatives

« Two distinct groups are surveyed
— Warfighter/DOD/DTS (Distribution Service Customers)

— Industry Partners

— TEA Customers and Industry/Agency Partners were surveyed
Independently in the 2011 cycle

o 2011 represents the 7th year of the survey

« Part of SDDC’s Metrics Program
— SNG/ITG contracted to assist with survey tasks



&\ Background

» Survey conducted from 23 May — 24 June 2011

« Analysis conducted from 27 June — 1 August 2011

o Warfighter Survey -1,352 valid responses (30% response rate)
» Potential respondents from ETA users and individual customer lists

« Removed potential respondents with only a personal HHG move



= \ Background: 0

EL

Characterizing Performance =2

Scale for characterizing performance in
Government functions and programs

Performance gaps identified graphically
(hypothetical graph shown)

Measured Level
of Performance . _

. : 80-89 Very Good
% Positive % Neutral % Negative Y

Performance Gap

(Strongly (Neither Agree (Disagree or 70-79 Good Minimum
Agree or nor Disagree) Strongly goal*
Agree) Disagree)

60-69 Average

50-59 Fair
In most cases, a neutral )

.. .3 40-49 Marginal

response is identified as part of
the performance gap — 0-39 Poor
respondent does not feel
strongly enough to “pick a side. *Source: American Customer Satisfaction

Index for U.S. Federal Government.
2010 aggregated average 65.4
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Warfighter Survey:
SWOT Analysis =

A

» Overall satisfaction scores ranged from

good to excellent in all areas except PP

e 8in 10 believe SDDC is committed to

providing reliable services

» Improvement in overall satisfaction with

systems and applications

Improve collaboration
Integrate services and

Improve ability to reach the correct
office

DPS remains a strong issue with
Warfighters

Continue to improve IT infrastructure

Offer personnel training opportunities
for knowledge and skill enhancement
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Managing expectations to provide
100% ITV

Staff turnover

Cross-functional flow of information
SME directory

Carrier/contract management

Risk mitigation planning

Current environment and resulting
operational impact

Diminishing resources

Authority commensurate with
responsibility — operating with
contracts that are managed outside
of SDDC
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H Army

M Navy

M Marine

Corps
M Air Force

M Coast Guard

kd National

Guard
kd Reserve

Component
M Joint Forces

_ 12%, ./ DLA
21%, Navy
Air Force 4%, k DCMA
Marines
Ll Other




oV COCOM and Program Area o

1%,
AFRICOM

9%, 130
SOUTHCOM PAc’é,’M

21%,
CENTCOM

Freight,
14%
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Warfighter Survey: Overall

“M satisfaction with support___ &

Overall, to what extent are you satisfied or dissatisfied with the support you receive from SDDC?

17% g4

2011
2009 2010 2011
DLA
SOUTHCOM

Guard
EUCOM 2% Navy
Other

NORTHCOM Joint 8% [

usmcC | —] —
USCG __W

CENTCOM

Army 5%
——
o =R
[ R—
Reserve 11%
AFRICOM | —
DCMA

NORTHCOM (47%), CENTCOM (21%) Army (32%), Air Force (21%), Navy (12%)
11




Communication Scores

100%

90%

80%

70%

60%

50%

40%

30%

20%

10%

0%

M 2008 ®2009 w2010 ™ 2011

| Goal — 80%

SDDC communicates general information about distribution
servicesin a timely manner

SDDC communicates information about organizational and

policy changesin a timely manner
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arfighter Survey:
v SDDC Public Website

dliSTaCtion wi

The information on the
website is useful

Overall | am satisfied with
the SDDC Website

The_lnformauon on the 18% B

website meets my needs

The information on the
website is updated

regularly -

The website is easy to
navigate

100%

2005 2006 & 2007 2008 H2009 2010 W 2011

90%

80%

70%

60%

50%

40%

30%

20%

10%

0%
Overall, | am satisfied with the SDDC Website

100%

< Monthly B > Monthly
90%

80%

70%

60%

50%

40%

30%

20%

10%

0%
Overall Satisfaction ~ The website is easy to The information on the The information on the The information on the

with SDDC Website navigate website is updated website is useful ~ website meets my need
regularly

Overall satisfaction based on frequency of use

Access ETA and other systems

Phone numbers for assistance

To access DTS

Information on training,
workshops, and symposium

Latest information on SDDC

Trans BDEs and DDSBs 4°

Seek job opportunities P&

Reasons given for web site use 13



SDDC effectively collaborates with
stakeholders/customers to meet

mission objectives

SDDC collaborates with me during
execution of distribution/deployment

services

SDDC collaborates with me on
distribution/deployment services
early in the planning process

SDDC collaborates with me after
distribution/deployment services are

fulfilled

7426

Trend

7126

SDDC effectively

collaborates with

6626

6726

customers/stakeholders to

meet mission objectives

2008

2009

2010

2011
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Average of positive responses to w2000 2010 w2011
service specific questions that
are within the control of SDDC
personnel (courteous, business-
like, timely)
*TEA scores not included in overall average zz;

© 2009 - 2010 © 2011

100%

90%

80%

70%

60%

50%

40%

30%

20%

10%

0%

SDDC G6 Sys & G9 SBD AAKE Freight PP TEA DDSTs UM/PO GCM
Overall Apps

G9 BRAC
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Quality of Su

ort Trendin

Average of positive responses to
quality of support specific questions
that are related to support but not

personnel/customer service driven
*TEA scores not included in overall average

2009

100%

100%

90%

80%

70%

60%

50%

40%

30%

20%

10%

0%

© 2010

2009

H 2010 W2011

2011

90%

80%

70%

60%

50%

40%

30%

20%

10%

0%

SDDC G6Sys & G9SBD AA&E Freight

Overall Apps

PP

TEA

DDSTs

umM/PO GCM G9BRAC
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Quality of Support Trendin

100%

ITvV Goals set by USTRANSCOM

Goal — 100%

90%

I RDD

80%

I Goal — 97%

70%

60%

50%

40%

30%

20%

10%

0%

SDDC provides In-transit Visibilty (ITV) on the status and  SDDC ensures cargois delivered by agreed upon delivery

location of assests in the distribution system

2008 W2009 w2010 W2011

dates
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Systems and A

lications

Average positive scores for all
system or application questions

100%

90%

80%

70%

60%

50%

40%

30%

20%

10%

0%

100%
90%0
80%
70%
60%0
50%0
40%0
30%
20%
10%6

0%

57%0

2009

57%0

2010

2011

ETA

SRC

ISDDC

WPS

GFM

IBS

GOPAX

CWA

DPS

CAB

DTTS

TFMS

ICODES
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N Warfighter Survey:
' G9 BRAC Unit Moves Scores

New section to assess G9 performance relative to BRAC Unit Moves —
Average Score 80% Positive

Overall satisfaction with support received from the G9 Special
Requirements Branch for your BRAC unit move

G9 reps provided guidance and recommendations to tailor the
solicitation based on the customer requirements and BRAC
movement schedules

My BRAC move was a collaborative effort between my unit, the TSP,
and SDDC

G9 representatives assisted in the development of amendments or
changes to the original solicitation after walkthrough and for duration
of the BRAC movement

G9 representative effectively served as a liaison to provide direction
and facilitation for disputes between my unit and the TSP for my
BRAC movement

G9reps provided Tender clarification and recommended negotiation

solutions where issues and/or unforeseeable circumstances occurred

Walkthroughs were recommended at origin and destination sites

G9 reps provided support and facilitation during evaluation of bid
proposals for ITO/TMO and/or Selection Review Boards for BRAC
movements

To facilitate walkthroughs, G9 reps provided direction and
recommendations for questions about the solicitation expectations

78%
[N N S I N N AN
78%
[N N S I N N B
78%
[N N N N (N B A
76%
[N N N IO N B A
74%

2%

4%
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Satisfaction By COCOM

§

§

§

§

2%

0%

CENTCOM NORTHCOM and SOUTHCOM
Overall Satisfaction with Support by Selected Program Areas Overall Satisfaction with Support by Selected Program Areas
. 100%
94% g5 B 97% BN _ [ oo
89% . s )
! (LS 75% X
70% _ . 68% 2%
62% 64% § o 64%
1 S0%
1 4%
1 0%
1 20%
| 10%
' %
G930 Freight L DOSTs UMfPO GCM S0OC 1TV SODC ROD SDOC 69580 Freight PP DOSTs UM/PO GCM SDDCITY  SDOC RDD
EUCOM and AFRICOM PACOM
Overall Satisfaction with Support by Selected Program Areas Overall Satisfaction with Support by Selected Program Areas
100%
100% . _
94% 1 90%
1 B0% —
. — Lt
76% e a | 0% - 75% - ™% 80%
LT
0% 67% - | -
1 0% 56%
1 40%
1 30%
1 20%
1 10%
! o%
SDOC G9 SBD Freight PP DOSTs um/fPo GIM soDC v SDOC RDD SDOC G9SBD Freight PP DOSTs UM/PO GCM SDOC MV $DOC ROD

*reflects average of all scores in program area by COCOM as chosen by respondents 20




: Recap: Warfighter
N Improvement Priorities

A

Improvement priorities as defined by the respondents

1. Improved use of technology

2. Improved SDDC website

3. More efficient work processes

4. Streamlined policies and
procedures

5. Improved collaboration between
SDDC and stakeholders

Average Systems & Applications scores -
78% positive
DPS — 54% positive

Overall Satisfaction with website —
75% positive

Not Scored. Representative Comment:
- Systems require too much dual entry

- DPS slows us our work process due to
delays and time-outs

Not Scored. Representative Comment:
- OTO regulations too complex and time
consuming

Overall satisfaction with collaboration —
67% positive
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= \ Action Items: 0
Way Ahead .

* Develop action plans tied to LOEs
« Establish qualitative goals for program areas

« Communicate results, action plans, and goals to SDDC personnel
and stakeholders

e Suggestions for next survey cycle:

— Conduct reach-out with directorates to ensure questions are
targeting the desired information
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