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ACS reengineers for more responsive service to customers





Alexandria, Va. — Accreditation, more computers, Internet connectivity, and cross-trained staff are all part of a “new look” as Army Community Service reengineers itself to be more responsive to commanders, soldiers and families.  


“We promise this makeover will not change anything in the current level of service delivery except to improve it,” said Lt. Col. James Jackson, chief of ACS at the U.S. Army Community and Family Support Center in Alexandria, Va. “  


ACS officials at USACFSC have established an accreditation review process to help installations evaluate their programs. “Surveys tell us customers are generally satisfied with our services,” said Jackson, “but we want to set a higher benchmark. This accreditation process provides a tool to measure programs against that benchmark.”


One of the benchmarks includes how ACS programs are delivered. Traditional service delivery meant customers coming to ACS centers or offices. Sometimes those locations weren’t the most convenient.  A large part of the reengineering process means changing that pattern by bringing ACS services out of those offices to the customers where they work, such as at the units or in the housing areas.


The new look also means more technology at ACS centers. As many as 95 percent of ACS centers are equipped with computers connected to the Internet, and that number increases continuously. There is already a wealth of information in the virtual ACS on-line at www.armymwr.com, a resource for families during deployments, contingencies, and repatriation.


In the past, a customer might go the ACS only to find the staff member who specialized in his problem unavailable and no one else trained in that specific function. With reengineering, staff will be cross-trained in several functional areas so customers don’t have to accommodate their schedules to the ACS operating hours and staff schedules, but can receive assistance immediately.


At (fill in name of local installation),  ACS director (fill in local name) said this means (fill in with localized information from interview with ACS director).


With a proud history of support spanning 33 years, ACS is preparing for its greatest challenge: meeting the needs of soldiers and their families in the 21st Century. The benefits of reengineering are not limited to the on-post community as ACS focuses on extending its reach to members of the Reserve Component.


“We want to give commanders the opportunity to customize their local ACS for the best fit to meet the needs of their unit or their community,” said Jackson.
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