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ACOE

20th Support Group/Area IV named 8th Army Community of Excellence

By Kevin Jackson

Area IV Public Affairs Officer

The 20th Support Group/Area IV has been selected as the 8th Army representative to the Army Communities of Excellence program, according to an announcement made by Tony Vicente, the 19th Theater Support Command ACOE program manager.


The distinction of being the major command’s representative to the Army Chief of Staff’s Army Communities of Excellence program comes with a $500,000 check from the Department of the Army.  The ACOE program is open to organizations that provide base operations services and the money organizations receive is pumped back into its communities.


“We’re proud to represent the 8th Army in the Army Communities of Excellence program for the second consecutive year,” said Col. James M. Joyner, 20th Support Group/Area IV commander.  

“The money associated with being the 8th Army representative will enable us to make quality of life improvements to our communities, but the most important aspect of the program is that it helps us identify customer-service weaknesses so we can make improvements to better serve our customers.  It’s a win-win situation for everyone in Area IV.”

In the past, the 20th Support Group used its ACOE money to construct an outside patio at Camp Walker’s Bookmark and a deck to the back of Camp Carroll’s Hideaway Club.  It also installed a kitchen in the Army Lodging Annex, formerly know as the Sports Facility, adjacent to the Camp Walker gym.  The kitchen was added in December 2000, before the facility was assumed by Army Lodging the following October.

The 8th Army examiners selected the 20th Support Group as the winner by evaluating the submission packets of each of the Army’s four geographical commands in Korea.  It reviewed the packets and graded each of them against the Army Performance Improvement Criteria, which determine how effectively each organization carries out its mission and serves its customers.

- more -

“Initially, when I read all the packages, I saw Area IV as slightly better than the others and when it went to the 8th Army evaluation team they saw it the same,” Vicente said.


However, some work remains before the command’s 50-page packet is re-submitted through 8th Army to meet the Department of the Army’s Oct. 1 deadline, according to Area IV ACOE team member Evan Krauss.  The final 15 pages of the document consist of quantitative or qualitative performance metrics for the command’s missions and functions.  Krauss said each metric must be updated through the most recent reporting period.  Collecting the required data has been simplified and streamlined by linking it to the quarterly situation reports submitted to the 19th TSC.

For example, several metrics illustrate the Directorate of Public Works’ responsiveness to work orders and the backlogs.  It depicts productivity levels and the problems causing the backlogs.  At a glance, the metric revealed that delays in getting materials caused the backlog.

Other institutionalized processes need only a little fine-tuning.  Last year, the DA examiners praised the command’s use of Opinionmeters as a customer satisfaction feedback mechanism.  The team has taken the process one step further this year by completing the surveys’ analyses.  Morale, Welfare and Recreation marketing director Laurel Baek spent numerous hours documenting the feedback for each survey.


“One category, ‘customer-focused results,’ looks purely at customer satisfaction,” Krauss said.  “Her work in doing those analyses has made that portion of our packet much stronger this year than it was last year, at least in our view.”


The DA examiners will visit Area IV for one week sometime between late November and the middle of February.  They will use the site visit to verify and clarify the command’s self-assessment packet.


“We want to show them a whiz bang product when they get here,” he said.  “We have a lot of the framework in place.  It’s like constructing a building.  We have a good foundation, we have part of the structure up, but we don’t have the roof on yet.  Once we get everything in place and it is operating as it should be operating, we’ll be competitive with anybody in the Army.”

“Area IV is very competitive this year,” Vicente said.  “In prior years it was okay, but not as competitive.  This year, I would not be surprised if they came back [from the DA-level] with a bag full of money.”

The 20th Support Group/Area IV ACOE team consists of Marlu Villarosa, a Directorate of Resource Management team chief; Krauss, the Civilian Personnel Activities Center director; George Clinger, Camp Hialeah administrative officer; Dave Darby, Directorate of Public Works administrative officer; and Baek.
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