BRUSSELS ACS SURVEY RESULTS ARE OUT!

The Army Community Service at NATO Support Activity in Brussels, Belgium, is pleased to be able to share with you now the results of the “Brussels Tri-Mission Community ACS Customers’ Feedback & Needs Survey 2002-2003”!  

Let’s step back in time a little bit and look at the way all this process was initiated…  Designed at the end of last year, the survey got conducted in January 2003, filled in questionnaires were collected in February, the data analysis was performed in March, its results got reported at the NSA Town Hall Meeting in April, and here we are now, in May, ready to let you all know about these outcomes.

Objectives and Contents of the Questionnaire:

For the record, the objectives of the survey were: 

1) to get the customers’ opinion on how successful ACS has been so far in meeting their needs and in providing them with the services they expect; 

2) to ask the customers their preferences and what are ACS strengths and weaknesses to help the facility implement beneficial changes within ACS… 

3) in order to help ACS reach its main goal which is to improve the quality of life for the whole Brussels Tri-Mission Community.

For those of you who responded to it, you certainly remember the structure and items of the form.  Part I was made of 14 questions about “Your Feedback & Needs regarding our Army Community Service”: issues of concern; helpful information and referral services; preferred day/ time/ location/ sessions of classes; comparison between awareness, usage, and level of satisfaction towards the experience you had with the programs used; best marketing tools and communication channels; impact of the ACS programs on your quality of life; and type of concerns you may have with them.  

Part II intended to get “Your Feedback & Needs regarding our 5 Readiness Programs”, meaning: Relocation, Employment (incl. Volunteering), Financial Readiness, Deployment & Mobilization, Soldier & Family Readiness (incl. EFMP and New Parent Support).  Those 22 questions addressed the most valuable services offered within each program – to be rated on a scale from 1-10 or Don’t Know, as well as, the other information topics or new classes ACS should offer – with details on the type of service delivery you expect, and your status / willingness about enrollment in our programs.

Validation – Methodology – Distribution:

It is to be noticed that the Brussels questionnaire got a scientific validation and then was officially registered under the following reference: AERSH Form 608-1Q, 13 Dec 02.  So any other installation that would like to use it for inspiration purposes from now on must quote that source in its list of bibliographical references.

Methodologically speaking we decided not to go by a statistical sample but by exhaustiveness, so a survey package was delivered into every single active APO box of the Brussels Tri-Mission Community members.  Since two survey forms were enclosed in each envelope, ACS was able to reach both the sponsor and another adult family member in all households.  So 1,363 questionnaires finally got distributed throughout the whole community!  
Here is the breakdown of the survey distribution:

· US Embassy (incl. CLO) = 130 Questionnaires

· Canadian Delegation to NATO = 100 Q

· US Delegation to NATO (incl. FAA + IMS) = 320 Q

· US Mission to NATO = 274 Q

· NSA (US personnel) = 506 Q

· NSA (Host Nation personnel – but ACS excluded) = 33 Q

Summary of Results – Our definitely UNIQUE Community:

150 surveys got sent back to ACS Brussels, which is a response rate of 11%.  Quite good for a postal survey that was so long (19 pages)…  But such an in-depth investigation was necessary for us to be able to find out exactly who the customers are, what they think about us, and what they want.

The average pprofile of the Brussels ACS Customers is the following:

· Sponsors 60%, Civilian & Active Duty 79%, Officers 33% 

· 54% are in the Army and 28% are from NSA
· For 56% this is not the first tour in Europe and for 76% Brussels is not the first duty station

· Most of them have more than 20 working years experience (49%); they have been in Brussels for 1 up to 3 years (39%)

· They are from the US (79%), between 31 and 49 years old (59%), married (75%), and having children between 7 & 11 years old (23%)

· Most of the respondents live in the area of NSA.

Feedback & Needs expressed by the Community are as follows: 

· Recreational and cultural information are most successful

· Details about Belgium and Belgian people are needed

· One session only and preferably at lunchtime for ACS classes

· No night courses are required – evening classes are not popular

· The best location to hold workshops would be at NSA.

The analysis Awareness versus Usage of programs has shown these results:

Relocation Program


A = 58 persons
U = 35 persons

Information & Referral


A = 41 

U = 31

Volunteer Program


A = 55


U = 17



Community Connection


A = 31


U = 14

Employment Assistance


A = 45


U = 12

New Parent Support Program

A = 46


U = 11

Financial Readiness


A = 50


U = 07

AFAP




A = 29


U = 05

Soldier & Family Readiness

A = 39


U = 05

Deployment & Mobilization

A = 22


U = 03

Again, thanks very much to those of you who filled out the ACS survey. 

All detailed results can be obtained at NSA, ACS: 02 717 9783.









































































