DEPARTMENT OF THE ARMY
US ARMY INSTALLATION MANAGEMENT COMMAND
HEADQUARTERS, UNITED STATES ARMY GARRISON, FORT HOOD
FORT HOOD, TEXAS 76544-5002

ATTEATRONOF GAR;;?;)HQ ?oo;lcv 30 MAY 2019

IMHD-PL

MEMORANDUM FOR SEE DISTRIBUTION

SUBJECT: Garrison Service Culture Campaign (SCC)

1. References:

a. IMCOM CG WARNING ORDER 01 to OPORD 16-119: Service Culture Initiative
Campaign, 302030ZSEP16.

b. IMCOM OPORD 17-061: Service Culture Initiative Campaign, 281830ZAPR17.

2. Purpose: To provide policy for the establishment and long term sustainability of a
culture of service excellence throughout all echelons of USAG, Fort Hood.

3. Applicability: This policy applies to all Installation Support Offices (ISOs) and
Installation Support Directorates (ISDs).

4. Policy:

a. USAG, Fort Hood is a supporting command and a service provider organization
that provides a unique and special contribution to Army readiness. As such, we are
committed to delivering programs and services with a sense of pride, professionalism,
and in keeping with Army values.

b. The Army is facing a changing environment, one that is characterized by reduced
resources (funding and personnel), while readiness requirements remain constant.
IMCOM can no longer deliver programs and services to the same level as we have over
the past decade and that those we support have come to expect. We must prioritize and
deliver the right services, maximizing every dollar we spend. As we fine-tune programs,
the manner in which we deliver our services becomes even more important.
Additionally, we are asking more of our IMCOM professionals and it is critical that we
recognize their contribution to supporting Army readiness. It is important that we return
to the basics through engaged and caring leadership, commitment to service, self-
reliance, and adherence to our core values. The IMCOM Service Culture Initiative
provides the means to do this.

c. Service excellence is a by-product of how we treat our IMCOM professionals. If
team members are led by engaged and caring leaders, feel valued and respected, are
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properly trained, and demonstrate Army values, they are more likely to deliver services
in a professional and caring manner. In order to ensure all employees feel a sense of
belonging to IMCOM, we will define and communicate who we are and what we stand
for.

d. Service excellence is also a derivative of quality employees and leadership.
Leaders must be engaged with our Garrison professionals, customers, and the
communities we serve. Garrison leaders will adhere to the principles and actions
outlined in the Garrison Leadership Pledge. In addition, we must show a substan
commitment to our customers. Garrison Customer Service F resentatives /
Employees must also be engaged with our customers (Soldiers, Family members and
Civilians) and the community customers we serve (Enclosure 1).

e. Garrison Onboarding Program. In order to welcome and successfully integrate all
newly assigned Sold s and Civilians to USAG, Fort »od, we have implement an on-
boarding model. This approach provides a methodology and process to pr new
Garrison professionals to become an active member of our team as quickly ssible.
It establishes a sense of community and belonging to USAG, Fort Hood, instills Army
values, and results in increased employee performance and decreased turnover
(Enclosure 2).

f. Garrison Recognition Program. In order to ensure Garrison professionals are
recogr’ :d for behavior and performance that further the mission, goals, and values of
the Army, we have implemented the principles and select recognition activities outlined
in the Garrison ..2cognition Program. The Garrison Recognition Program builds upon
already established recognition and incentive opportunities established by IMCOM and
applies a multi-layered approach to recognition, providing opportunities at all echelons
of the command. It includes a limited number of mandated activities designed to provide
a baseline standard for employee and organizational recognition. Garrison leaders will
assess their current recognition program and as warranted, compliment / enhance their
program through a series of optional programs (Enclosure 3).

g. Garrison Operation ™ (cellence (OPEX) Customer Servic  Training. In order to
provide standardized customer service training across the Garrison, we will implement
garrison-wide OPEX and OPEX for Leaders training. OPEX is a successful, experiential
learning program that follows the Army Learning Model. To expand the reach of OPEX
across all support offices and di :torates, the Garrison will maintain one lead OPEX
customer servic  facilitator and one alternate. These facilitators will / have completed
the OF ~'( Train-the-Trainer Certification Program delive 1 by the IMCOM College of
Installation Management. Our certified facilitators will facilitate OPEX for Employees and
OPEX for Leaders training for the Garrison "™ 1closure 4).
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h. Communication Strategy. As a means to mitigate reduced resources and
ef” >t on program and service delivery, the Garrison will utilize the Service
Culture Campaign (SCC) to build upon the premise tt excel 1w in customer
service is a by-product of how we treat our employees, which establishes an
environment where employees feel valued and res; ted, have er ~aged caring
leaders, possess a sel 3 of belonging or loyalty to the organization, and treat
each other with dignity and respect (Enclosu 5).

5. Procedures. Garrison leaders, at all levels, will take responsibility for creating a
culture of service excellence within their offices and directorates. They will become
familiar with the principles and components of the Garrison Service Culture Campaign,
will assess their operational environment, and will enhance or implement additional or
specified Service Culture related programs. Garrison leaders will support and implement
all facets of the Garrison Service Culture Initiative. . nis includes all requirements
associated with each enclosure of this policy letter and IMCOM OPORD 17-061:
Service Culture Initiative Campaign.

6. Proponent. The Di :torate of Plans, Training, Mobilization and Security (DPTMS) is
the proponent for this policy. The point of contactis tt Service Culture Educator at
(254) 288-6260.

7. «piration. This policy memorandum remains in effect until superseded or

rescinded.

7 Encl: ASON A. WESBROCK
Garrison Pledge COL, IN

Onboarding policy Commanding

Garrison Recognition Program

OPEX CS Training

Communication Strategy
Annex A, " icl 2
Annex B, Encl 2

DISTRIBUTION:
IAW FH FORM 1853: A
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Garrison Recognition Program
Introduction - Purpose

The purp e of the Garrison Recognition Prc =—~am is to recognize and reward team
member and organizational work, performance and behaviors that support / further the
mission, goals, values and initiatives of the Garrison. A robust, varied and fair recognition
program is a simple and powerful tool to create and sustain a culture that engages and
aligns team members with organizational goals. It applies to organizations of every size.
What's more, it is low cost and one of the pre-conditions for ;tablishing a service
oriented culture within an organization. Professionals across the Garrison want to feel that
their work, performanc and effort is notic 1, valued, respected 1d appreciated. This
program provides the means, tools and ideas for leaders at | levels to establish a holistic
recognition program - with the intent of recognizing Garrison professionals and
celebrating their accomplishments. The tools provided will arm the Garrison with viable
low cost / no cost ideas to recognize quality professionals and the invaluable services
provided to Soldiers, Families, Civilians and Retirees.

Part 1 — Philosophy and Principles

Why Appreciate our Garrison Professionals? When team members feel appreciated,
they are more productive and likely to stay with an organization.

. +am members prefer to receive recognition from their first line leader / direct supervisor.
The interaction and communication between the leader and the team member is key to a
successful recognition program because most team members find this more meaningful
than if the recognition comes from elsewhere.

The top two reasons leaders give for not recognizing team members are not having
enough time and not knowing what to do. The tools provided in this document will help
with the “what to do aspect”.

When someone feels valued, they feel that they are part of the team and appreciated.
Make recognizing “a job well done” a priority. It is an important part in making everyone
feel appreciated and part of a winning team.

The Power of Positive Reinforcement

The benefits of an effective team member and orgar 1tional recognition program ¢
many and varied. Simply put, appreciation is a fundamental human need. Team
members respond to appreciation expressed through recognition of their good work
because it confirms their work is valued and respected. When team members and their
work are valued, their satisfaction and productivity rises, and they are motivated to
maintain or improve their good work. Additionally, praise and recognition are essential to
an outstanding workplace. People want to be respected and valued for their contribution.
Everyone feels the need to be recognized as an individual or member of a group and to
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feel a sense of achievement for work well done or even for a valiant effort. _veryone
wants a “paton tt back” to make them feel good. Some of the tangible benefits of an
effective team member recognition program include:

I Greater understanding of Garrison mission, principles, and goals.

LI Increased team member engagement, productivity and motivation.

LI Increased team member loyalty and retention; lower turnover. Team members
who feel appreciated and respected will be more productive, motivated and have
higher job satisfaction. Thus, they are likely to remain with IMCOM longer.

0 Increased retention of mid to high performers.

LI Overall increased team member morale. Team m¢  »ers often go above and
beyond what is expected of them. Showing appreciation creates an environment
of respect and gives team members a sense of ownership and belonging to their
Garrison Installation Offices and Directorates.

LI Fewer issues and complaints - both from team members and customers.

LI Increased customer satisfaction and loyalty.

LI Team members’ model respect, appreciation, and caring for each other and
customers in daily interactions. It improves the overall wironment in which our
team members and customers interact.

LI Teamwork between team members is enhanced.

Guiding Philosophy: The following philosophy should guide our recognition program.

The power of a simple “thank you” - leaders should not forget the power of a simple
‘thank you’ to team members for a job well done. Taking short breaks during the day to
visit with team members expressing your appreciation is a simple and effective
recognition activity.

Team Member and organizational recognition will be t 1 to the mission, goals,
principles (desired employee k aviors) of the Garrison, IMCOM and Army values.
Recognizing team members / organizations for exhibiting behavior consistent with the
values help the values come alive and build understanding and buy-in of the values.
Recognize and reward the right things. You get what you pay attention to. If leaders
positively comment on how an effort helps maintain Garrison principles and Army core
values, or facilitates service excellence, or builds teamwork, etc. Garrison professionals
will gain a greater appreciation for and know what is important to the organization.

The Garrison Recognition Program provides variety / menu of recognition options
designed to afford leaders, at all echelons of the organization, the means to recognize
deserving professionals and organizations.

Fair: Tt program will be fair. Garrison professionals must know and understand the
criteria and standard used for formal recognition. There should be opportunity for all
team members to receive recognition — whether for improving performance, for extra
effort, for creativity, or for reliably doing their job each day.
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AR 672-20 - Incentive Awards

AR 215-3, Non-appropriated Funds Instrumentalities Personnel
Policy; chapter 9, Incentive Awards:

9-8. Other incentives

Time-off awards. Commanders may establish a time-off award program. Time-off with
no charge to leave may be authorized in lieu of the traditional cash award for a special
act or service. The DA Form 1256 or 5167 will indicate the number of hours approved.
Team members may receive more than one time-off award. . .1e maximum for a single
award is 40 hours. The maximum for a 12-month period is 80 hours. The time-off
award must be scheduled and used within one year of the approval date. A time off
award may not be converted to a cash payment under any circumstances.

Tips to ke ) in mind:

11 All operating budgets should include provisions for incentive awards.

. When disciplinary actions are pending on team members for whom performance
awards have been recommended, all action on the awards will be suspended
pending final determination on the disciplinary action.

1 DA 1256 or 5167 is required for any award authorized by this  julation.

For more information on Time off Awards and other Incentive Awards, please reference
AR 215-3, chapter 9 or AR 672-20, Incentive Awards.

IMCOM Command Awards: The following are IMCOM Command Awards. All IMCOM
team members are eligible to receive the awards. They are the highest awards given
within the command recognizing excellence in installation management.

IMCOM Stalwart Award (Per IMCOM Regulation 672-9, 16 July 2010):

Purpos Objectives of the Stalwart Award Program: The Stalwart Award was
developed for IMCOM and approved by the Administrative Assistant to the Secretary of
the Army. The award represents the Army's continued commitment to conducting
business in the best way possible.
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Concept—

Conducted we <y (as leader availability allows).

Representative professionals from all HQ IMCOM Directorates.

Small groups (no more than 10).

Targeted audience: All GS/NF grades.

In the absence of the CG, other command group members may host the lunch (that is,
DCG, Ch of Staff, CSM, DCOS).

oLtk

IMCOM Mandated Recognition Actions/Activities. . .e IMCOM Recognition Program
provides commanders and leaders maximum flexibility to determine, design and execute
recognition actions/activities to accomplish the intent of the program. However, the following
two actions are mandatory for all IMCOM organizations. How they are accomplished is at
the discretion of the organization.

(1) Document and publish/communicate the IMCOM organization recognition
program: A key component of a successful organizational recognition program is that
members of the organization are aware that a recognition program exists, what its
components are, what is available, who is eligible, etc., and that it is highlighted and
communicated by leaders to organizational team members. IMCOM organizations are
required to formally document their internal recognition program and then communicate the
program to organi: ion leaders and team members.

(2) IMCOM Organization recognition forum: IMCOM Organizations are required to
conduct a minimum of one (1) recognition forum annually. As with documentation and
publicizing the organization recognition program, a recognition forum is a public
(organizational team members) display that team member and team recognition is an
important part of the organizational culture. _tamp i of recognition forums include; team
member recognition breakfast/iunch, incorporate recognition activities as part of team
member town hall, etc. This does not preclude organizations from conducting additional
recognition forums or activities.

IMCOM Recognition and Leader Engagement Activities (Ideas - Menu): The following

a employee recognition / appreciation ideas to be utilized, at their discretion by leaders —
organizations at all levels of the command. They represent activities and be  practices from
within IMCOM as well as external organizations. They are not mandatory, but recommended
as means to enhance organizational recognition programs. Recognition programs (winners —
nominees) should serve as the ‘feeder’ for ID recognition (that is winners should serve as
nominees for ID recognition).

Service Culture Award

Purpose— Objectives: The IMCOM Service Culture Award is designed recognize
professionals who exemplify Service Excellence and demonstrate the IMCOM principles of
S.E.R.V.I.C.E. - Service, Excellence, Respect, Visionary, Integrity, Communication, and
Empowerment. The award highlights the importance of a service culture and service
excellence within a service provider organization.

11
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Directorate Professional or Leader of the Month

Purpose— Recognize outstanding IMCOM professionals who exemplify the Army values and
the IMCOM principles of S.E.R.V.I.C.E., demonstrate outstanding performan:
achieven 1, or service (cellence.

Concept—
¢ Monthly award.
¢ Conducted — awarded by each Directorate (that is, DPW, DHR, DFMV,..,[ TMS -
each select — recognize their own Professional of the Month).
¢ Can be recognized at Quarterly Recognition Breakfast/Lunch /Forum.

Award— Organization discretion.
Peer to Peer Recognition Program

Purpose— Establish a mechanism allowing IMCOM professionals to nominate-recognize
fellow professionals who exemplify the Army values and the IMCOM princig  ; of
S.E.R.V.I.C.E., demonstrate outstanding performance, achievement, or service excellence.

Concept—
¢ Nomination cards (reference Part 3 Products).
o Establish collection boxes at directorate/divisional locations.
e Team members who receive nomination cards recogr d at Employee Recognition
Breakfast/Lunch.

ICE Recognition: Recognize IMCOM professior s —or¢ izations who receive positive
ICE comments — reinforces service culture.

Purpose— Reinforce service culture and recognize outstanding professionals/teams.

Concer
¢ Read ICE comment.
e Presentin front of team member co-workers (that is, leadership recognizes employees
in front of their co-workers.
¢ Option: recognize team members who receive positive IC™ comments during staff
meetings.

Award (options)—
e Coin, pin, Service Excellence Certificate, certificate of appreciation, time off award.

Newsletter

o IMCOM Professional Recognition section.
¢ Team member birthday ~ Special Day section.

14
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Professional Recognition D° 1 s Board (Wall of Fame)
Purpost  Celebrate and honor excellence

Concept—

¢ Post in organization HQ.

¢ Option: Directorate/divisional team memt recognition boards.

¢ Pictures of outstanding professionals organizations (that is, POQ/POY, LOQ, LOY,
length of service recipients, etc.).

o Post positive letters, ICE, e-mails from customers.

¢ Commander /Leadership Let - of Appreciation to outstanding
professionals’ . amily

Leadership Appreciation E-mail to outstanding professional
e cc supervisor and team member co-workers / teammates.

Installation Digital Signage Pro ol - Organizational Tc n Recognition
That is, advertise — post on installation digital signs names of outstanding professionals —
organizations.

Highlight outstanding professionals — organizational teams during staff meetings
e That s, spotlight awards — staff meetings, town halls, etc.
¢ Informal recognition.

Special parking designation
e Directorate Professional of the Month/Quarter.

Post a thank you note in the team member’s work area
Team Member Suggestion Program

IMCOM Professional/Team Member Board
¢ Consists of a certain number of professionals from each directorate/division/facility.
¢ Meet monthly and talk/discuss issues/concerns/kudos that are going on in eir
areas.
¢ They work “voice of the employee” issues — making improvement recommendations
for the workforce.

“Solve the Problem” Tiger1 im

Concer
¢ Similar in construct to Army Family Action Plan (AFAP) - if the organizat s
having a problem/challenge, invite team-members to serve on a tiger team to
work on fixing the problem.
¢ Charge them to study data, make recommendations, create a budget, etc.
¢ Leader’s only role is as champion to provide resources and break-down barriers.

15
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Sample IMCOM Professional Recognition Letter:

Below is a sample thank you letter that leaders and/or co-workers can write to a team
member to recognize the IMCOM professionals or a team’s good work. The semi-
formal team member recognition letter can be written in just a few minutes. Keep in
mind that a team member recognition letter is appropriate from « workers,
professionals in different departments/branches, and leaders at all levels within the
organization. When possible, handwritten letters or notes should be utilized vice
prepared form letters. A prepared birthday note or note of appreciation signed by
leaders is great, but a handwritten note signed by leaders and co-workers is more
personal and sends a powerful message of caring leadership to the receiving team
member.

Dear Barb,

Just wan 1 to let you know how much we appreciated your help with the training
classes. We would have missed our due date without everything you did to make
the instructional language consistent in the email, and on the Web site.

Our team members will be thankful for the fact that the instructions are
straightforward and easy to understand. Even the graphics added to the message
and helped with the clarity.

I know you had to have let other work slide on our behalf so you must be feeling

swamped right now. On behalf of everyone involved in the t ning, thank you for
your effort and all you have done!

18
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to maintain custon service competer ' and build higt -level skills. F _ resher
training for Employees can be conducted at the lowest level, while . 2?EX for Leaders
will be facilitated by the _arrison Service Culture Educator.

A variety of targeted OPEX and OPEX for Leaders refresher training topics are
availahis in tha Sarvice Cultiire Camnaian SharePoint paae

to meet the
needas or learners ana raciuiues, mciuaing:

e Stand-alone OPEX and OPEX for Leaders follow-on lessons that OPEX
Facilitators can deliver, either in classroom settings or directly at the
facility/program level.

o "Hip-pocket" training—ref ;her training guides written for leaders to| able to
directly deliver to stafi :a meeting or a short training session.

o Leader workshops focused on how to sustain a service culture.















