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[bookmark: _Toc407788766]Background: 	
 
The Department of Defense is committed to meeting the quality-of-life needs of service members and their families. In support of this mission, the Department of Defense and the military services’ Morale, Welfare and Recreation programs provide services and activities for the military community during peacetime, readiness contingencies and deployments. The Department of Defense has conducted three military-wide surveys – in 2009, 2011 and 2014 – to assess customer satisfaction with Morale, Welfare and Recreation.

Previous surveys have sought feedback from selected members of the National Guard and Reserve Component in addition to active-duty service members. This year, spouses will also have an opportunity to participate in the survey. Respondents will assess their experience with the Morale, Welfare and Recreation program overall and with a core set of Morale, Welfare and Recreation programs: fitness and athletics, libraries and recreation programs (outdoor recreation, recreation centers, automotive skills, single service member programs, swimming pools and leisure travel). Participants will rate customer service, operation hours, facility condition, quality of services and other factors. Survey results are used to improve program options, service delivery and funding priorities. Once again, survey results will be used to help improve Morale, Welfare and Recreation programs and services across the military community. 
 

[bookmark: _Toc407788767]Communication goals and objectives:

· Goal: To increase survey participation
· Objective: Inform potential participants about the upcoming survey 
· Objective: Remind potential participants about the active survey
· Objective: Communicate the importance of providing feedback 
· Objective: Encourage military members to forward the survey to their spouses
· Goal: To encourage use of Morale, Welfare and Recreation resources and programs
· Objective: Communicate the benefits, for both individuals and military units, of participating in Morale, Welfare and Recreation programs 
· Goal: To empower the services to promote the survey directly to their members
· Objective: Provide messaging that emphasizes the importance of Morale, Welfare and Recreation programs to the individual services
· Objective: Provide customizable messaging that can be adopted by the services for use when communicating with their own members about the survey

[bookmark: _Toc407788768]Observations and assumptions:

The survey will be distributed through GovDelivery.com and may be considered spam if recipients are not aware of the distribution platform. Providing assurances about the legitimacy of govdelivery.com and encouraging participation will be critical to ensuring that sufficient feedback is received. Having the services communicate directly with their senior leaders about the survey will also be important to ensuring sufficient participation.

[bookmark: _Toc407788770]Audiences:

Service members
Military spouses
Senior leaders
Service providers

Points of contact:

· [bookmark: _Toc407788771]OASD(PA), Maj. Ben Sakrisson, benjamin.e.sakrisson.mil@mail.mil, 703-692-7697
· [bookmark: _Toc407788773][bookmark: _Toc407788774][bookmark: _Toc407788772]OUSD(P&R), Ms. Kristen McManus, Kristen.c.mcmanus.civ@mail.mil, 571-372-6578 (primary) 
· OUSD(P&R), Mr. Christopher Wright, Christopher.p.wright3.civ@mail.mil, (571) 372-6572
· OUSD(P&R), Ms. Andrea Cox, andrea.k.cox2.civ@mail.mil, 571-372-0871
· OUSD(P&R), Ms. Zona Lewis, zona.t.lewis.civ@mail.mil, 703-697-2476 
[bookmark: OLE_LINK5][bookmark: OLE_LINK6]
[bookmark: _Toc407788776]Key messages and talking points: 

Audience: Service members, military spouses
We value your opinion.
· Morale, Welfare and Recreation services and programs exist for you and your families. Tell us what you love, what you’d change and how we can make programs and services even better for you.
· Keep an eye on your inbox this fall. Morale, Welfare and Recreation surveys will begin arriving in late September/early October and you don’t want to miss your chance to provide feedback. 
· Don’t filter out your survey. If you’re selected, your survey will be arriving via email from GovDelivery.com with information on how to complete it. 
· A select number of military members will be randomly chosen to receive the survey, so if it lands in your inbox, please take about 15 minutes and tell us what you think. 
· This year we have a separate survey for spouses to provide their feedback on their experience with MWR programs. If you receive a survey and your spouse is interested in providing feedback on MWR programs, please forward the spouse survey web address to them. 
· We are counting on service members to forward this important message because we want to hear from spouses.
· The fitness center where you work out, the outdoor recreation equipment that you rent and the library you visit to check out a book or study are likely a part of Morale, Welfare and Recreation. Tell us what you think of our programs in the 2016 Morale, Welfare and Recreation customer satisfaction survey and help make sure the quality-of-life programs you desire are there to meet your needs.

Audience: Military leaders
The customer satisfaction survey is an important tool for shaping Morale, Welfare and Recreation programs to meet the needs of your service members and their families.  
· Morale, Welfare and Recreation programs promote the physical and mental well-being of military members and their families and provide the community support systems that make Department of Defense installations temporary hometowns for a mobile military population.  
· Morale, Welfare and Recreation programs provide recreational activities that help build a sense of community and enjoyment for service members and their families and also support resilience, mission readiness and retention.
· Tell us how we can improve our services and programs to better support your mission. We know you’re busy, but your feedback is critical to ensuring we provide the support that you and your service members want, need and deserve. 
· Encourage your service members to participate in the Morale, Welfare and Recreation customer satisfaction survey if they receive it. Our programs and services should be a reflection of their needs so they can stay focused on the mission.
· The 2016 Morale, Welfare and Recreation survey began in 2009. This is the fourth iteration and each set of responses helps us to determine whether our changes are effective and how to better shape the future of Morale, Welfare and Recreation.

Audience: Military leaders, service providers
Morale, Welfare and Recreation programs contribute to force readiness and quality of life by providing programs and services that advance the well-being of the military community. 
· Feeling healthy, fit and engaged helps build resilience and contributes to personal and professional success. When your service members are feeling their best, they can give their best.
· Your participation in promoting the 2016 Morale, Welfare and Recreation customer satisfaction survey will help ensure these critical programs and activities continue to meet your needs.
· We grow and adapt our programs and funding distribution based on patron feedback. When your service members and their families participate in the Morale, Welfare and Recreation survey, they help ensure the future of valuable leisure-time activities that enhance their quality of life.

Social media messages for Military OneSource :

	

	Facebook 
	Twitter

	1. 
	Top text/status: Morale, Welfare and Recreation wants to know what you love and what you want to change – so that the programs are even better for you!
	MWR Survey coming soon via email from GovDelivery.com. (link) (image) #MWR #MilFam #Troops

	2. 
	Header: MWR Survey Coming Soon To An Email Account Near You
	

	3. 
	Caption: Keep your eyes open to see if you were selected to participate in the MWR Satisfaction Survey.
	

	4. 
	Resource/photo: http://www.militaryonesource.mil/on-and-off-base-living/recreation-and-travel?content_id=288941 (photo on page)
	

	5. 
	Top text/status: Only a random number of service members will be asked to participate. If you’re selected, take a few minutes to fill out the survey from Morale, Welfare and Recreation. 
	If you’re selected and get the MWR Survey, fill it out. (link)(image) #MWR #MilFam #Troops

	6. 
	Header: MWR Survey From GovDelivery.com
	

	7. 
	Caption: Take 15 minutes and let us know what you think.
	

	8. 
	Resource/photo: http://www.militaryonesource.mil/on-and-off-base-living/recreation-and-travel?content_id=288941 (photo on page)
	

	9. 
	Top text/status: Calling all Milspouses! If your service member receives a spouse-specific survey, make sure it is forwarded for you to fill it out.
	MilSpouses fill out if your service member is sent a survey. (link) (image) #MWR #MilFam #Troops

	10. 
	Header: 2016 MWR Survey Is Coming Soon
	

	11. 
	Caption: Have your spouse check their inbox and forward the survey to you to fill out.
	

	12. 
	Resource/photo: http://www.militaryonesource.mil/on-and-off-base-living/recreation-and-travel?content_id=288941 (photo on page)
	

	13. 
	Top text/status: Morale, Welfare and Recreation = quality of life programs for service members and their families.
	Tell us what you think of the MWR programs in the 2016 survey. (link) (image) #MWR #MilFam #Troops

	14. 
	Header: 2016 MWR Survey Is Coming Soon
	

	15. 
	Caption: Check your inbox – you could be selected to participate.
	

	16. 
	Resource/photo: http://www.militaryonesource.mil/on-and-off-base-living/recreation-and-travel?content_id=288941 (photo on page)
	



Social media messages for the toolkit:

	

	Facebook 
	Twitter

	1. 
	Top text/status: (Sailor, Soldier, Marine, Airman), you could be selected to participate in the DoD Morale, Welfare and Recreation 2016 Satisfaction Survey.
	MWR 2016 Survey is coming soon – you could be asked to participate. (link) (image) #MWR #branch of service (#Army, #Navy #Marines, #AirForce)

	2. 
	Header: Check Your Email to See If You Were Selected
	

	3. 
	Caption: Your response could make a difference in MWR programs.
	

	4. 
	Resource/photo: http://www.militaryonesource.mil/on-and-off-base-living/recreation-and-travel?content_id=288941 (photo on page)
	

	5. 
	Top text/status: Were you selected? Take the time to fill out the DoD Morale, Welfare and Recreation 2016 Satisfaction Survey.
	If you got an MWR Survey, take the time to fill it out. (link)(image) #MWR #branch of service (#Army, #Navy #Marines, #AirForce)

	6. 
	Header: It Will Take Approximately  15 Minutes to Respond
	

	7. 
	Caption: (Sailor, Soldier, Marine, Airman), this is your reminder for the DoD MWR Customer Satisfaction Survey
	

	8. 
	Resource/photo: http://www.militaryonesource.mil/on-and-off-base-living/recreation-and-travel?content_id=288941 (photo on page)
	


	3.

	Top text/status: There is still time to fill out the DoD MWR Customer Satisfaction Survey.
	Your opinion matters – fill out the MWR survey. (link)(image) #MWR #branch of service (#Army, #Navy #Marines, #AirForce)

	
	Header: Your Opinion Matters
	

	
	Caption:  Your feedback on this survey can impact the MWR programming on your installation.
	

	
	Resource/photo: http://www.militaryonesource.mil/on-and-off-base-living/recreation-and-travel?content_id=288941 (photo on page)
	




[bookmark: _Toc407788787]Questions and answers:

Q1: Who participated in the 2014 survey?
A1: The survey was sent electronically to service members, including active duty, National Guard and reservists who were randomly selected from a Defense Manpower Data Center database. Nearly 22,300 service members responded and participated in the survey.

Q2:  In the past, how did the Department of Defense and the military services decide which programs to offer?
A2: Military installations used individual assessments to evaluate the mission, demographics, geography and market to ensure a viable Morale, Welfare and Recreation program. Today, the department conducts these surveys to measure changes in Morale, Welfare and Recreation customer satisfaction over time to help get additional funding for program improvements and to see if program improvements are effective.

Q3: When has the survey been conducted in the past?
A3:  The survey was conducted in 2009, 2011 and most recently in 2014.  

Q4: What does the survey measure?
A4: The survey measures the impact of Morale, Welfare and Recreation satisfaction on three desired outcomes: readiness, retention and unit cohesion. It measures nine Morale, Welfare and Recreation programs: fitness, sports and athletics, libraries, outdoor recreation, recreation centers, auto service centers, single service member programs, leisure travel and swimming pools. 

Q5: Are my responses read?  
A5:  Every survey is read and all results are calculated into the final data. 

Q6: Are the survey results confidential?  
A6: Yes, the survey is voluntary, anonymous and confidential. The sampling plan is approved by Defense Manpower Data Center staff. No information that can identify service members personally is associated with responses.

Q7: What action will be taken as a result of data collected during the survey?
A7: The results of the 2016 survey will be an important tool for developing Morale, Welfare and Recreation strategic plans. Using the 2009, 2011 and 2014 surveys as baselines, the goal is to measure changes in Morale, Welfare and Recreation customer satisfaction over time and to evaluate the effectiveness of strategic program improvements.

[bookmark: _Toc407788788]
Tactics: 

	New Content
	Method of promotion
	Details
	Content sponsor[footnoteRef:1] [1:  Content sponsor refers to the Military Community and Family Policy program manager who is responsible for approving the content before it is submitted to outreach operations for final review. If multiple program managers need to review the content, the content sponsor will coordinate such reviews. 
] 


	Military OneSource 
eNewsletter blurb
	· Military OneSource eNewsletter
· Home page rotating banner 
	· The Morale, Welfare and Recreation Customer Satisfaction Survey is only successful if you respond!

	Kristen McManus

	Flier
	· Military OneSource website general promotion 
· Services outreach toolkit
	· Job start form provided

	Kristen McManus

	Frequently Asked Questions sheet
	· Services outreach toolkit
	· Job start form provided
	Kristen McManus

	Email text
	· Services outreach toolkit
	· Job start form provided
	Kristen McManus

	Facebook posts
	· Military OneSource Facebook
· Services outreach toolkit
	· General/audience engagement
· Customizable for the services 
	Kristen McManus

	Tweets
	· Military OneSource Twitter
· Services outreach toolkit
	· General
· Customizable for the services
	Kristen McManus




	Existing content 
	Method of promotion
	Details
	Content sponsor

	Fact sheet
	· Military OneSource website general promotion
· Services outreach toolkit
	Will need to be updated
	




	Public affairs promotion 
	Content sponsor

	Defense Media Activity hot spot 
	Andrea Cox

	DoD Live blog
	Andrea Cox

	Letter from the Deputy Assistant Secretary of Defense to services 
	Andrea Cox
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