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Taking It to the Next Level:
Customer Service Survey 2004
CAPT Larry Kirwan, Director, Customer Service (NOOQ)

A

s a result of Commander Naval Reserve Forces Command’s continued focus on delivering world-class customer service, the
newly formed Customer Service Unit (CSU) has provided detailed analysis on your responses to the 2003 Customer Service
Surveys. The Survey results demonstrate specifically:
What is most important to you.
How compliant your Reserve Center is to the established Standards of Service (*).

The gap analysis below highlights your reported “pain” in the Naval Reserve and gives leadership an indication of where they
need to concentrate improvement efforts (the greater the gap, the greater the need for attention, resources, and training). The chart
below highlights the largest gaps.

As a result of your feedback and these metrics-driven results, the following changes have occurred:
Improved communication: toll-free numbers available to NRA’s
Prompt E-mail notification of orders
Web site Usability Group (WUG) formed to improve layout, content, and functionality of the Naval Reserve
Web site (on-line Apr 04)
Retirement points now linked to pay system (Retroactive to Oct 01)
Progress towards a consolidated, single Web sign-on
Customer Service practices are becoming a “daily culture” force-wide
Uniform supply process is undergoing review
To continue to improve the delivery of customer service you deserve in the Naval Reserve, the CSU will bring the baseline analysis to
the next level in “Customer Service Survey 2004.” Survey 2004 will roll out during the months of May and June. A few of you
will be randomly chosen (to ensure a statistically significant sample) to participate in this Web-based survey. Remember, your
input drives the metrics that drive the change!
Watch for Survey 2004 . . . and be prepared to “speak-up and be heard”!
*View the 2003 Customer Service Survey Results and NRA Customer Service Standards at <http://www.navalreserve.navy.mil>
under the “Customer Service” tab (private side).
NOTE: Soft certificates, and eventually, Common Access Cards (CACs) and CAC-readers will be required to access DOD sites
in the near future. For further information, refer to the March 2004 issue of The Naval Reservist. Our contact information is:
UNIT PH (504) 678-6832; Web <http://www.navalreserve.navy.mil>; E-mail <customer.service@navy.mil>.
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Vietnam Veterans
Memorial
Visitor Center

Retirees’ Corner –
Cont’d. from page 22

Ages of Humankind.” * Well, age . . .
10 is when you want to wake up – and then go right back to sleep.
20 is when you want to wake up – romantic.
30 is when you want to wake up – married.
40 is when you want to wake up – successful.
n 17 November 2003, President George W. Bush
50 is when you want to wake up – rich. Most of us are still working
signed a bill to authorize the design and construction
on that one. On the other hand, as the saying goes, “We really
of a visitor center at the Vietnam Veterans
can’t have it all. If we did, where would we put it?”
Memorial. No federal funds will be used.
60 is when you want to wake up – really excited about the coming
The Vietnam Veterans Memorial Visitor Center will
day, and perhaps consider “Halftime.”
provide a thought-provoking educational experience with
70 is when you want to wake up – adventurous, so you can go out
exhibits working in synergy with the Memorial. The cenand begin to explore all the things you missed during the first half.
ter will contain photographs of those who were killed or
80 is when you want to wake up – healthy.
remain missing, some of the more than 60,000 items that
90 is when you want to wake up – contented.
have been left at The Wall, and other engaging displays
100 is when you want to wake up – with fireworks so you can
that will be developed over the next year.
celebrate the whole century.
The Vietnam Veterans Memorial is the most visited
110 is when you want to wake up – and look back over all the really
memorial in the nation’s capital with more than four
neat things you’ve done during your lifetime and all the
million visitors each year. For information on how to
wonderful people you’ve known, and maybe write a book about them.
donate by E-mail, fax, or mail, go to <www.vvmf.org>.
120 is when you – just want to wake up. And, remember – even if we
The Vietnam Veterans Memorial Fund is a nonprofit
had it all, “We can’t take it with us. If we could, where would
organization.
we . . . .” Well, you already know about the storage problem.
So, as we approach “Halftime,” it helps to keep
age and other things in proper perspective. During
our lifetimes, each of us has been made better by
NRA members: Order your
our association with others. Whether in friendship
NEW 2004 Military Almanac!
or in competition, win or lose, we learned – and
Discover all the benefits you are entitled to
grew – and became better for each experience. As
with your NEW 2004 Military Almanac! These
Oprah Winfrey has said on her television talk show,
fact-filled 256 page reference books provide
“We did then what we knew how to do then. And,
military members and their families with vital
as we grew older, we learned better; and we did
information on:
better.” Hopefully, we are still learning – and growing
 Burial
 Insurance
– and doing better. And, if people really do tend to
 Pay tables
 VA benefits
live up to expectations, perhaps, we should further
 New legislation
 Retirement
develop and encourage our own expectation of a
including
 Federal/State taxes
long, active, healthy, and productive life.
Disability payments
Perhaps the beginning of “Halftime” is also a
 Space-A travel
 Survivor benefits
good
time to say “Thank you,” or “I’m sorry.” Over
 Statistics
 Facilities listings
New and updated
the
years,
most of us have left a few of those
 Personal affairs
 Spouse protection
for 2004!
unsaid.
So, consider “Halftime.” It may take a few
To order: Send check for $12.00 ($8.50 each plus $3.50 s/h) to
Uniformed Services Almanac, PO Box 4144-NRA, Falls Church, VA
weeks, a few months, or even a few years. But give
22044. Please add $1.00 shipping for each additional book. VA residents
some thought to the first half, and do like the footOnly
please add 4.5% sales tax. Call 1-888-872-9698 or visit
ball team does. Take a break, go over the events of
www.militaryalmanac.com for credit card orders.
$12.00!
the first half, emphasize the things you did most
Please allow 10-12 business days for delivery.
(Price
includes
successfully, and change the things that perhaps
Uniformed
Services
Almanac
National
Guard
Almanac


shipping)
didn’t work so well – on both offense and defense.
Reserve Forces Almanac Retired Military Almanac
The second half will be a lot more fun; and with a
Name
little thought and planning now, it actually can be a
Address
lot more spontaneous later on. So, go get ’em, tiger.
You’re just hitting your best stride.
City
State
Zip

O
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Phone
Print clearly or use address label.
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