Fort Carson Community Members Have A Voice
By: Nancy Montville & Christina Garza

The Fort Carson community has several methods for providing feedback and surfacing
quality of life issues at the garrison level. Customer Management Services (CMS) is the three-
tiered feedback process consisting of Interactive Customer Evaluation (ICE), Community FIRST,
and the Customer Service Assessment. ICE allows for individual comment submissions that are
quickly resolved by the manager of the appropriate service agency. Community FIRST is the
quarterly issue resolution process that addresses issues affecting the community which may
require additional time, resources, or funding. The Customer Service Assessment is an annual
survey that all community members are asked to participate in to provide the garrison command
with information needed to enhance the services provided to the community members.

A fourth method for surfacing issues is the Army Family Action Plan (AFAP)
Conference. Workgroup delegates representing each constituent group meet on an annual basis to
discuss and prioritize quality of life issues to forward to mid-level AFAP conferences. The two
programs- CMS and AFAP- work together and complement each other.

CMS and AFAP involve specific constituent workgroups in all phases of their processes-
Community FIRST focus groups, installation AFAP conference, mid-level AFAP conference and
the HQDA AFAP Symposium. These constituent groups include, but are not limited to: Soldiers
(Active, National Guard, and Reserve), Retirees, Veterans (non-retired), Family Members and
Civilian Employees.

AFAP issues are collected throughout the year to include submissions from Soldiers
Downrange. Issue submission is conducted either by submitting issues to Army Community
Service or through Community FIRST. Issues that are garrison specific are addressed and
resolved at the local level. Issues prioritized at the AFAP Conference for submission beyond the
installation are forwarded to FORSCOM for resolution. Local issues that cannot be resolved
throughout the year will enter the annual installation AFAP conference for consideration. Issues
that meet the criteria for submission to a mid-level conference are forwarded to the Region AFAP
Manger for submission to the FORSCOM Conference.

The installation AFAP Program Manager works with CMS to review and process issues
that surface throughout the year as part of the Community FIRST/AFAP process. Working with
community agencies, CMS collects issues, concerns and comments quarterly from the community
during the first month of each quarter and from constituent-pure focus groups. Each issue is
reviewed and determined if it is an ICE comment, a Community FIRST issue, or an AFAP issue.
CMS manages all issues that are within the purview of garrison leadership to resolve, while the
AFAP Program Manager manages the development and tracking of issues that require higher
headquarters resolution. This method allows for the submission of issues year round instead of
once a year, enabling community members to submit issues with a more rapid response. lIssues
can be submitted by filling out a Community FIRST/AFAP issue form, sending an e-mail or
bringing your written issue to Army Community Service at 1526 Wetzel Ave. Ft Carson, CO
80913. You may also submit an issue by picking up an issue form at any ICE box on the
installation, fill it out and either place it inside the locked ICE box or send it to Customer
Management Services, 6101 Wetzel Ave Room 243, Fort Carson CO 80913. All community
members are encouraged to actively participate in the issue resolution process by submitting
issues through one of these methods. You can also participate by volunteering for the Army
Family Action Plan Conference to be held 4-6 November 2009. Questions regarding the
Community FIRST/AFAP processes can be directed to the Customer Service Officer, Christina
Garza 526-8355; Christina.ann.garza@us.army.mil or the AFAP Program Manager, Nancy A.
Montville 526-0460 or nancy.montville@carson.army.mil



