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COAST GUARD

Better Feedback Collection and Monitoring Could
Improve Support for Duty Station Rotations

What GAO Found

The Coast Guard annually rotates over 40 percent of its 40,000 active-duty military
personnel to new duty stations. Around 41 percent of Coast Guard units are in
remote areas or high vacation rental areas (such as Cape Cod, Massachusetts), or
both. U.S. Transportation Command, within the Department of Defense (DOD)
administers the shipment and storage of service members’ household goods,
including for Coast Guard personnel, through the Defense Personal Property
Program.

Officials from the nine Coast Guard districts told GAO that service members can
experience key challenges when rotating to new duty stations. These challenges
included limited moving company availability and access to specialized health care
(see figure below). Officials told GAO that these challenges can have potential
negative impacts on Coast Guard operations, personnel readiness, and retention. For
example, delays in arrivals of newly assigned members to replace rotated members
can increase workloads for those stationed at some units. Additionally, some newly
assigned members may not be able to fully participate in mission-related duties
before taking care of personal issues like obtaining dependent care. The Coast
Guard has taken some actions to address these challenges, such as helping with
researching available places to rent.

Duty Station Rotation Challenges and Potential Negative Impacts Identified by Coast Guard
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While the Coast Guard has mechanisms that may collect information on challenges
experienced by service members, they are not specifically intended to do so. For
example, members may communicate feedback on rotations when preferencing new
assignments. However, the Coast Guard does not have a process for collecting
service-wide feedback about duty station rotations. Establishing a process to
routinely collect and analyze such feedback would position the Coast Guard to better
understand rotation challenges and their impact on operations, readiness, and
retention, as well as meet service member needs.
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1 U.S. GOVERNMENT ACCOUNTABILITY OFFICE
441 G St. N.W.
Washington, DC 20548

November 18, 2024

The Honorable Jack Reed
Chairman

The Honorable Roger Wicker
Ranking Member

Committee on Armed Services
United States Senate

The Honorable Mike Rogers
Chairman

The Honorable Adam Smith
Ranking Member

Committee on Armed Services
House of Representatives

As a multi-mission service within the Department of Homeland Security
(DHS), the Coast Guard deploys about 40,000 active-duty military
personnel to numerous locations within and outside the continental U.S.
These personnel conduct missions, such as search and rescue and
marine environmental protection.! To conduct its missions, the Coast
Guard assigns service members to duty stations at a wide range of
operating locations, including aboard ships. Coast Guard personnel, and
often their families, must reside near its operating locations, including
along the east and west coasts of the continental U.S., along the Great
Lakes, and in rural and remote areas such as Maine and Port Angeles,
Washington.2 We recently reported that around 41 percent of Coast
Guard units are in remote or high vacation areas, or both (see figure 1).3

1The Coast Guard’s 11 statutory missions outlined in the Homeland Security Act of 2002,
as amended, are as follows: marine safety; search and rescue; marine environmental
protection; ports, waterways, and coastal security; drug interdiction; migrant interdiction;
living marine resources; other law enforcement; aids to navigation; ice operations; and
defense readiness. 6 U.S.C. § 468(a).

2For the purposes of this report, “personnel” and “service members” are used
interchangeably, consistent with Coast Guard terminology in policies and guidance.
Active-duty personnel are full-time enlisted and officer personnel responsible for carrying
out the Coast Guard’s missions.

3GAO, Coast Guard: Better Feedback Collection and Information Could Enhance Housing
Program, GAO-24-106388 (Washington, D.C.: Feb. 5, 2024).
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Figure 1: Coast Guard Units Located in Areas that are Remote, Contain Majority High Vacation Rentals, or Both, as of 2023
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The Coast Guard annually rotates about 3,300 officers and between
14,000 to 15,000 enlisted Coast Guard service members to new
permanent duty stations, according to officials.4 This equates to over 40
percent of the Coast Guard'’s active-duty workforce. Creating
opportunities for flexible assignments and providing adequate individual
and family support services for service members, particularly in areas
considered remote, is a key element of the Coast Guard’s efforts to

4A permanent duty station is a service member’s official station, or a civilian employee or
international traveler’s permanent workplace. It may be either on land or aboard a ship.
For the purposes of this report, we use the term “duty station” to refer to permanent duty
stations.
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enhance service member quality-of-life, morale, recruiting, and retention.
We have previously reported on the Coast Guard’s recruitment and
retention challenges, and on challenges with the affordability and
availability of housing for service members.5> We recommended the Coast
Guard establish a process to collect and use service-wide housing
feedback from service members and spouses on a routine basis, which
the Coast Guard is in the process of addressing.

A committee report accompanying the National Defense Authorization Act
for Fiscal Year 2024 includes a provision that we review the Coast Guard
duty station rotations process and how the Department of Defense (DOD)
supports that process.® This report addresses: (1) how the Coast Guard
and DOD support Coast Guard duty station rotations; (2) Coast Guard
and DOD costs for supporting duty station rotations for Coast Guard
service members; (3) how DOD measures service member satisfaction
with personal property shipments during rotations; and (4) the extent to
which the Coast Guard has identified challenges with the duty station
rotations process and has taken action to address them.

To address all four objectives, we reviewed relevant guidance and
policies from the Coast Guard related to the administration of duty station
rotations, including the Coast Guard’s Military Assignments and
Authorized Absences manual, Pay Manual, and Supplement to the Joint
Travel Regulations.” We also reviewed relevant DOD guidance related to
travel and personal property shipments for service members, including
the Joint Travel Regulations and Defense Transportation Regulations.8

5GAO, Coast Guard: Recruitment and Retention Challenges Persist, GAO-23-106750
(Washington, D.C.: May 11, 2023) and GAO-24-106388.

6S. Rep. No. 118-58, at 149 (118th Cong.).

7Coast Guard, Military Assignments and Authorized Absences, Commandant Instruction
M1000.8A (Washington, D.C.: June 6, 2019); Coast Guard Pay Manual, Commandant
Instruction M7220.29D (Washington, D.C.: Nov. 6, 2019); Coast Guard Supplement to the
Joint Travel Regulations, Commandant Instruction M4600.17B (Washington, D.C.: June
28, 2019).

8Department of Defense, Joint Travel Regulations for Uniformed Service Members and
DOD Civilian Employees (Feb. 1, 2024) and Defense Transportation Regulations, Part IV,
(Aug. 1, 2023). According to this guidance, personal property includes household goods,
unaccompanied baggage, privately owned vehicles, and mobile homes. Household goods
are items associated with the home and personal effects belonging to a service member
and dependents on the effective date of the order or transfer.
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For our first objective, we analyzed the policies and practices the Coast
Guard and DOD employ, including the information collected and used in
the management of duty station rotations for Coast Guard service
members. In addition, we interviewed officials with responsibilities related
to the administration of duty station rotations. Specifically, we met with
Coast Guard headquarters officials from the Personnel Service Center,
Logistics Command, and Office of Military Personnel Policy.® In addition,
we interviewed officials from relevant DOD components, including the
U.S. Transportation Command (TRANSCOM), Office of the Deputy
Assistant Secretary for Military Personnel Policy and the Office of the
Deputy Assistant Secretary of Defense for Logistics. 10

For our second objective, we analyzed Coast Guard and DOD’s reported
expenditures for supporting duty station rotations of Coast Guard service
members. Specifically, this included DOD shipment and expenditure data
related to administering the Defense Personal Property Program and
Coast Guard expenditures for personal property shipments coordinated
through the program. We reviewed data from fiscal years 2019 through
2023 to ensure we considered the most recent five-year period and
included data captured before, during, and after the COVID-19
pandemic."" We used the provided data to generate summary statistics
about shipments and rotation-related costs for both DOD and the Coast
Guard.'2 During this process, we manually assessed the data for
accuracy and followed up with Coast Guard and DOD officials to validate
our calculations and the reliability of the reported data. Based on
interviews with knowledgeable Coast Guard and DOD officials and our
review of officials’ responses to data reliability questions, we determined

9The Coast Guard Personnel Service Center is responsible for assigning personnel with
the appropriate skills to available billets so the service can properly carry out its mission,
among other things. The Coast Guard Logistics Command is the parent command for
bases providing mission support, which include offices that help coordinate the processing
and shipment of service members’ personal property. The Coast Guard Office of Military
Personnel Policy develops and maintains policy guidance related to military assignments
and pay and ensures the Coast Guard follows Joint Travel Regulations and Defense
Transportation Regulations issued by DOD.

10The U.S. Transportation Command within DOD administers personal property and
personally owned vehicle shipment and storage programs for all uniformed service
members (including Coast Guard), as well as develops and maintains guidance related to
the movement of those items, among other things.

11We adjusted these values for inflation based on the most recent 10-year projections
issued by the Congressional Budget Office in 2024.

120ur summary statistics for rotation-related costs are based on Coast Guard and DOD’s
reported expenditures.
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that both the Coast Guard and DOD expenditure data were sufficiently
reliable to identify trends in costs related to duty station rotations.

For our third objective, we analyzed DOD customer service satisfaction
survey data for Coast Guard personal property shipments conducted
through the Defense Personal Property Program from fiscal years 2019
through 2023. To assess the reliability of data and identify any limitations,
we calculated Coast Guard survey response rates, reviewed relevant
survey documentation, and interviewed knowledgeable DOD officials
about their survey administration and data collection efforts. Based on
these efforts, we determined that only Coast Guard customer satisfaction
data for fiscal year 2023 were sufficiently reliable for reporting. We
compared the Coast Guard’s efforts to assess the quality of the survey
data to our key practices.'3 Where appropriate, we also compared
TRANSCOM'’s process to collect and use customer satisfaction data
against government standards and federal statistical policies.4

For our fourth objective, we conducted interviews with field unit officials
from all nine Coast Guard districts, including district command officials,
base officials, and transportation officers.15 During the interviews we used
standardized questions regarding unit and personnel readiness, the
rotation process, and feedback from Coast Guard service members on
their moves. Based on the responses, we identified general themes about
duty station rotation-related challenges experienced by service members
in their districts’ respective geographic areas of responsibility. The
information we obtained from these interviews is not generalizable, but it
provides insights and context concerning how the Coast Guard monitors
and addresses rotation challenges experienced by service members.

13GAOQ, Evidence-Based Policymaking: Practices to Help Manage and Assess the Results
of Federal Efforts, GAO-23-105460 (Washington, D.C.: Jul. 12, 2023).

14y.S. Office of Management and Budget, Standards and Guidelines for Statistical
Surveys, Statistical Policy Directive No. 2 (Washington, D.C.: Sept. 2006).

151n this report, we use the term “field units” to refer to the various types of shore-based
units in the Coast Guard’s field organization, including area commands, districts, sectors,
and subordinate field units. The Coast Guard’s field structure is divided into two area
commands: Atlantic and Pacific. These areas are further divided into nine district
commands consisting of sectors and stations within them and are responsible for Coast
Guard operations within their geographic areas of responsibility. For a visual depiction of
these geographic areas, see appendix I.
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In addition, we reviewed the Coast Guard’s efforts to collect and use
different types of information to help manage duty station rotations,
including service member feedback on rotation-related challenges. We
determined that the information and communication component of internal
control was significant to this objective, along with the underlying
principles that management should use quality information and
communicate the necessary quality information to achieve objectives, as
described in Standards for Internal Control in the Federal Government.16
Where appropriate, we reviewed the Coast Guard’s process to collect and
use service member feedback to determine the extent to which the Coast
Guard used these underlying principles for decision-making.

We conducted this performance audit from December 2023 to November
2024 in accordance with generally accepted government auditing
standards. Those standards require that we plan and perform the audit to
obtain sufficient, appropriate evidence to provide a reasonable basis for
our findings and conclusions based on our audit objectives. We believe
that the evidence obtained provides a reasonable basis for our findings
and conclusions based on our audit objectives.

Background

Overview of Coast Guard
Duty Station Rotation
Process

Rotation Process. The Coast Guard’s duty station rotation process
consists of two phases: (1) assignment administration and (2) member
travel and personal property shipments. During the first phase, the Coast
Guard Personnel Service Center in headquarters identifies anticipated
available positions for the upcoming assignment year (i.e., the following
calendar year). Officials then solicit input from Coast Guard field units on
personnel qualification requirements and unit readiness.'” Headquarters
officials subsequently incorporate this information into a published list of

16GAQ, Standards for Internal Control in the Federal Government, GAO-14-704G
(Washington, D.C.: Sept. 2014). Internal control is a process effected by an entity’s
oversight body, management, and other personnel that provides reasonable assurance
that the objectives of an entity will be achieved. We considered the underlying principles
that management should obtain relevant data from internal and external sources and
process it into information that stakeholders can use to make informed decisions. Federal
internal control standards also call for management to evaluate the entity’s performance in
achieving key objectives and addressing risks utilizing this data.

17Coast Guard individual commands communicate to headquarters about enlisted
personnel assignment issues that may affect the operational readiness of field units during
the assignment year. The Coast Guard balances personnel concerns against individual
service member preferences, professional development goals, and the goal of equitably
distributing members to all units.
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available assignments that will begin the next calendar year, which
service members can review and apply for via ranked preference.
Headquarters officials then make assignment decisions and generate
transfer orders assigning the member to a new duty station.’® Tour
lengths for assignments typically vary from one to four years depending
on the type of assignment (e.g., continental U.S., overseas, afloat, etc.),
and may be extended or shortened based on service need or member
preference.

During the second phase, service members coordinate their travel and
personal property shipments and then conduct their move.1®
Headquarters officials typically issue transfer orders at least 90 days
before the member’s reporting date to units within the continental U.S.
and 120 days before the member’s reporting date to units outside the
continental U.S. During this time, Coast Guard service members must
decide whether to use a government-contracted move provided through
DOD or independently schedule a property move with a commercial
moving company (personally procured move). In addition, members may
choose to independently move a portion of their household goods
themselves.

Rotation Schedule. According to officials, the Coast Guard primarily
rotates its active-duty workforce between May 15 and August 31, known
as peak moving season. However, the Coast Guard may selectively
assign personnel to duty stations outside the routine assignment process
because of position changes and unplanned or unexpected vacancies
throughout the year. In contrast with the Coast Guard’s practice, DOD
service branches rotate most of their personnel year-round, according to
officials.20 The Coast Guard changed its rotation policy in the mid-1990s
to the current practice to minimize disruptions for service members’
families during the school year and improve retention, according to Coast
Guard officials. In addition, officials noted that the change to a summer

18Headquarters officials assign members based on different factors, including time in
present area, assignment history, physical condition, and dependent needs.

19Unit staff are responsible for converting transfer orders to travel orders and distributing
travel orders.

20Although DOD miilitary services rotate their members year-round, about 40 percent of
DOD’s annual household goods moves also occur during the annual summer peak
moving season.

Page 7 GAO0-25-107238 Coast Guard Duty Station Rotations



rotation season led to more predictability in the timing of transfers for
service members and their families.

Transportation Offices. At Coast Guard and DOD military installations,
over 250 personal property processing and shipping offices
(transportation offices) support service member rotations and the
movement of personal property. The military services own, operate, and
staff the transportation offices. The Coast Guard operates 23
transportation offices distributed across its unit locations. In cases where
a local Coast Guard transportation office is not available, Coast Guard
service members may work with representatives on DOD military
installations performing similar functions, according to officials.

The personal property processing offices are tasked with ensuring that
the service member’s transfer orders and move authorization paperwork
are correct, and that their application is accurate and complete, among
other things. The processing offices also provide counseling to service
members on the move process, including the option to use a personally
procured move or government-contracted move, as well as available
entitlements and allowances.

The personal property shipping offices are to coordinate with
transportation service providers (i.e., commercial moving companies) to
schedule government-contracted moves, monitor provider performance,
and take or recommend administrative action against poor performing
providers. Four of the Coast Guard transportation offices have shipping
offices (Miami, Florida; Alameda, California; and Ketchikan and Kodiak,
Alaska).

The Defense Personal
Property Program

The Defense Personal Property Program, managed by U.S.
Transportation Command (TRANSCOM) within DOD, is responsible for
administering government-contracted household goods and privately
owned vehicles shipping and storage programs for military services,
including Coast Guard service members, DOD civilians, and their
families.2! The military services reimburse TRANSCOM for program and

21We previously reported on steps DOD could take to improve the Defense Personal
Property Program. Specifically, we recommended that DOD collect and track data more
precisely to determine the program’s manpower needs and costs; develop performance
metrics for program activities not part of the Global Household Goods contract; and
articulate the linkage between performance metrics and program goals. DOD has
implemented all recommendations. See GAO, Movement of Household Goods: DOD
Should Take Additional Steps to Assess Progress toward Achieving Program Goals,
GAO-20-295 (Washington, D.C.: Apr. 6, 2020).
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operating costs based on the proportion of their shipments administered
through the program, according to TRANSCOM officials. In fiscal year
2023, the program arranged for the delivery of about 251,000 domestic
and international household goods, unaccompanied baggage, and one-
time-only shipments.22 This included about 7,900 household goods
shipments (3 percent of the total number of shipments) for Coast Guard

service members (see figure 2).

Figure 2: Household Goods Shipments Delivered Through the Defense Personal Property Program in Fiscal Year 2023

Marines
20,511

3%
Coast Guard
7,931

28%
Air Force
69,958

- Domestic Household Goods
- International Household Goods

- International Unaccompanied Baggage

I:I One-Time Only

Source: GAO analysis of U.S. Department of Defense data. | GAO-25-107238

3%
221

569

Note: Data current as of August 13, 2024 and does not include shipments picked up prior to fiscal

year 2023.

22naccompanied baggage are necessary items expeditiously shipped to a duty station

location. Unaccompanied baggage may be transported separately from most household

goods, and includes personal clothing and effects, cooking and housekeeping items, and
items required for the care of dependents, such as baby carriages.
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Transportation Service Providers

About 850 transportation service providers
currently participate in the Defense Personal
Property Program. Providers operate through
different combinations of “channels,” or
combinations of origin and destination
locations, within and outside the continental
u.s.

The number of available providers within a
given channel varies based on how many
have an acceptable Best Value Score—a
scoring system DOD established that uses
metrics such as customer satisfaction, on-time
pickup and delivery, and other factors to
assign providers an aggregate performance
rating. The Best Value Score is the key factor
in the booking and selection of a moving
company to move service member personal
property, thereby incentivizing good
performance, according to TRANSCOM
officials and program documents.

| L/

Source: GAO analysis of U.S. Department of Defense
information (text); New Africa/stock.adobe.com (image) |
GAO-25-107238

See appendix Il for the breakdown of household goods shipments
delivered through the Defense Personal Property Program for DOD
military services in fiscal year 2023.

Once a service member receives their transfer orders, they contact their
local personal property processing office to receive counseling on their
allowances and entitlements. Service members, with guidance from these
processing offices then enter their transfer and move information into the
Defense Personal Property System.23

If a service member elects to use a government-contracted move, the
system electronically offers the shipment to one of the DOD-approved
transportation service providers (see sidebar) available to ship and store
the service member’s personal property. After a transportation service
provider accepts the shipment, it will contact the service member to
conduct a pre-move survey to establish the volume of household goods to
be transported, identify special packing requirements, and confirm
packing and pickup dates.24 Transportation service providers then
conduct the shipment and coordinate directly with the service member for
delivery or storage of their household goods.

23The Defense Personal Property System is a web-based DOD system that supports
shipment management, invoicing, and damage claims.

24Department of Defense, Defense Transportation Regulation, Part IV Chapter A-402:
Shipment Management (Feb. 7, 2024).
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Coast Guard and
DOD Policies and
Guidance Support
Duty Station
Rotations

Coast Guard Implements
Policies for Assignment
Administration

The Coast Guard implements policies and procedures concerning
assignment administration for duty station rotations through its Military
Assignments and Authorized Absences guidance (assignment manual).
According to the manual, the Coast Guard aims to supply qualified,
versatile personnel who can effectively perform Coast Guard duties and
missions. The manual states that the needs of the service are the highest
priority, but that the service aims to distribute assignments to preferred
and less desirable duty stations more equitably throughout its personnel
structure. As such, the manual includes policies to consider members’
prior service history and special circumstances during the assignment
process, as well as establish programs to support service members at
their new assignment locations.

Geographic Stability. Coast Guard policies allow for extensions and
consecutive tour of duty assignments in a local or geographic region to
minimize rotation costs and family disruptions. However, this does not
mean that members may fill the same position for two consecutive tours.
Rather, successive assignments may be located within the same
geographic region. For example, about 30 to 33 percent of assignments
are no cost orders, where the service member’s new assignment is within
50 miles of their existing assignment, according to Coast Guard officials.
Officials noted that service members stationed at the Coast Guard area
commands in Base Portsmouth, Virginia and Base Alameda, California,
are likely to have opportunities for subsequent assignments in the same
geographic area.

Assignment Priority. Coast Guard policies also allow enlisted members
who have completed full tours in arduous or hard-to-fill duty station
assignments to receive preference for their next assignment.25 Many
times these positions are assigned aboard Coast Guard ships or outside
the continental U.S, and arduous duty stations assignments are rated on

250fficers are not eligible for assignment priority upon completion of arduous positions,
according to Coast Guard officials.
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a scale from one to six. Enlisted members who complete assignments
with an assignment priority rating of one or two are most likely to receive
their first choice of location for their next assignment. For example,
officials noted that a service member completing a one-year assignment
for unaccompanied personnel on a cutter stationed in the Persian Gulf
would receive a priority one rating and would therefore likely get their first
choice for their next assignment location.

Special Circumstances. In addition to policies intended to account for a
members’ past duty station assignment, the Coast Guard assignment
manual also includes policies to support service member’s special
circumstances. For example, when assigning married service member
couples, assignment officers should coordinate tour lengths to support
duty station co-location.26 Similarly, the Coast Guard is to account for
availability of medical services at a duty station in cases where members’
dependents have special needs, such as chronic medical conditions,
mental health conditions, or physical disabilities. In cases where a
dependent has a condition that requires significant medical attention, the
Coast Guard typically restricts member assignments to geographic
locations with access to a major medical area within 25 miles or a 30-
minute drive.27

Sponsor Program. The assignment manual states that Coast Guard field
units should support incoming service members by assigning them
sponsors who can provide information about the community and provide
general assistance. This includes information on housing availability,
temporary lodging, and communal resources on bases (e.g.,
commissary); information to facilitate job-seeking spousal employment;
and other information.

DOD Issues Guidance for
Member Travel and
Personal Property
Shipments

DOD is the issuing authority for regulations concerning member travel
and personal property shipments for service members during rotations.
Specifically, DOD maintains and applies Joint Travel Regulations and
Defense Transportation Regulations. These regulations apply to all

26Assignment officers within the Coast Guard Personnel Service Center are responsible
for assigning service members to duty stations. Officers oversee discrete portfolios based
on specialties, such as aviation billets, mission support, and engineering, and accordingly
coordinate the assignment of personnel competing for different jobs, according to Coast
Guard officials.

27Coast Guard, Special Needs Program, Commandant Instruction 1754.7C (Washington,
D.C.: Apr. 9, 2020).
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uniformed service members and their dependents, including the Coast
Guard.

Joint Travel Regulations. The Joint Travel Regulations cover policies
and laws establishing travel and transportation allowances of uniformed
service members and DOD civilian travelers.28 These include rules for
traveling locally, shipping belongings, and qualifying for standard travel
and transportation allowances—transportation, per diem, and temporary
lodging—and miscellaneous reimbursable expenses.29 In addition, the
Joint Travel Regulations describe the total amount and types of
household goods members are allowed to move under their transfer
orders, generally referred to as entitlements. For example, a member’s
weight allowance refers to the total combined weight of any household
goods shipped, plus any unaccompanied baggage shipped and any
household goods in storage, that a service member is entitled to move.
The total authorized weight allowance is typically determined by a service
member’s pay grade and whether they have dependents. The Joint
Travel Regulations also establish policies for reimbursements to service
members for personally procured moves.30

Defense Transportation Regulations. The Defense Transportation
Regulations, managed by TRANSCOM, describe procedures and assign
responsibilities related to personal property shipments under the program.
For example, transportation service providers participating in the Defense
Personal Property Program are fully responsible for the shipment and
storage of service members’ household goods, including all loss and
damage, claims, or other violations.3! Under these regulations,

287 DOD-led interagency committee (Per Diem, Travel, and Transportation Allowance
Committee) updates and publishes the Joint Travel Regulations. Committee membership
consists of representatives from the Departments of the Army, Navy, Air Force, Homeland
Security, Health and Human Services, and Commerce.

298ee the Department of Defense’s Joint Travel Regulations for additional information on
available allowances.

30There are two types of reimbursements for personally procured moves: (1) actual cost
reimbursement and (2) best value reimbursement. If members must use a personally
procured move because a government-contracted move is not available, they are
reimbursed for the actual cost of the shipment up to their maximum weight allowance. If
members elect to use a personally procured move, they are allowed to keep the difference
between their actual moving costs and the “best value” cost of a government contracted
shipment as an incentive.

31See Department of Defense, Defense Transportation Regulation, Part IV Chapter A-405:
Quality Assurance (Feb. 2, 2024) and Attachment G4: Definitions (Oct. 25, 2021).
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TRANSCOM is responsible for overseeing transportation service provider
performance and conducting quality assurance activities, including taking
action for unethical behavior or violations of contract terms.32 To become
a transportation service provider, moving companies must also follow
guidelines under DOD rules for military freight traffic.33

In addition to the regulations, DOD maintains a public-facing website
(MilitaryOneSource.mil) for military service members and their families to
plan the full spectrum of their moves, among other things.34 The site
provides (1) general and detailed information on required steps for
government-contracted movement of personal property; (2) links to
submit move requests; (3) contact information for transportation offices;
and (4) other assistance tailored for each military service branch. Service
members, including those from the Coast Guard, can use the website to
access the Defense Personal Property System to schedule their personal
property move, track their shipment, and file damage claims.

Coast Guard Inflation-
Adjusted Rotation
Costs Generally
Declined from Fiscal
Years 2019 through
2023, but DOD
Program Costs
Increased with a
Major Program
Reform Effort

32Department of Defense, Defense Transportation Regulation, Part IV Chapter A-405:
Quality Assurance (Feb. 2, 2024).

33Department of Defense, Military Freight Traffic Unified Rules Publication-1 (Sept. 12,
2022). These requirements include a Standard Carrier Alpha Code, Department of
Transportation operating authority, connection to the Third Party Payment System, and
inclusion in the System for Award Management database.

34The website also provides other information resources such as tax services, spouse
employment help, webinars and online training, and non-medical counseling, among other
things.
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Coast Guard Duty Station
Inflation-Adjusted Rotation
Costs Generally Declined
from Fiscal Years 2019
through 2023

The Coast Guard is responsible for all expenditures related to the
shipment and storage of personal property for service members rotating
to new assignment locations. Coast Guard reported expenditures for duty
station rotations averaged about $174 million per fiscal year between
fiscal years 2019 through 2023 (adjusted for inflation), according to our
analysis of Coast Guard data (see table 1). This includes expenditures for
government-contracted shipments and storage of household goods and
privately owned vehicles coordinated by the Defense Personal Property
Program, service member and dependent travel, personally procured
moves, and various allowances for service members.35 During this period,
the Coast Guard reimbursed service members for, on average, about
5,800 personally procured moves annually.

Table 1: Total Coast Guard Duty Station Rotation Reported Expenditures from
Fiscal Years 2019 through 2023

Total Expenditures Total Expenditures
Fiscal Year (nominal $) (inflation adjusted $)?
2019 150,878,117 179,307,592
2020 159,206,650 186,494,513
2021 156,179,037 177,112,470
2022 167,178,316 175,666,129
2023 149,935,167 149,935,167

Source: GAO analysis of Coast Guard data. | GAO-25-107238
aExpenditures are adjusted for inflation and presented in fiscal year 2023 dollars.

Reported rotation expenditures in nominal dollars generally increased
after 2019, but returned to the 2019 level in 2023. However, when
adjusted for inflation, the expenditures increased in fiscal year 2020 and
then declined between fiscal years 2021 and 2023. Coast Guard officials
attributed this decline to a net loss in the number of its active-duty
members resulting from recruitment and retention issues. Officials noted
similar trends in membership and reported rotation expenditures for other
military services. In fiscal year 2023, household goods shipments and
personally procured moves were the largest proportion of reported Coast
Guard rotation expenditures (fig. 3).

35Under the Joint Travel Regulations, service members and their dependents are
potentially eligible for various allowances to manage their move, including transportation,
per diem, dislocation, and temporary lodging.
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Figure 3: Coast Guard Reported Duty Station Rotation Expenditures for Fiscal Year
2023
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Source: GAO analysis of U.S. Coast Guard data. | GAO-25-107238

DOD Costs for the
Defense Personal
Property Program
Increased Significantly
between Fiscal Years
2022 to 2023 with a Major
Program Reform Effort

Total reported expenditures for the Defense Personal Property Program
increased by 80 percent from $56 million in fiscal year 2022 to $100
million in fiscal year 2023 (adjusted for inflation), according to our analysis
of TRANSCOM data (see table 2).38 TRANSCOM officials attributed this
increase to the costs of the Global Household Goods Contract.
Specifically, in November 2021, TRANSCOM awarded a new contract
(the Global Household Goods Contract) to oversee activities related to
the worldwide movement and storage-in-transit of household goods for
military service members. This contract was awarded as part of a major
program reform effort in response to reported dissatisfaction with DOD’s
relocation program. In fiscal year 2023, reported expenditures for the
Global Household Goods Contract implementation totaled about $48
million. The reform effort includes replacing a legacy technical system
(the Defense Personal Property System) with two new information
technology architectures designed to modernize and streamline shipment
of personal property, among other things.37

36Defense Personal Property Program expenditures include administrative (i.e., program
office), depreciation, and Global Household Contract transition costs, but do not include
personal property shipment or storage costs, according to TRANSCOM officials.

37See appendix Il for additional information on the Global Household Goods Contract and
the status of its implementation.

Page 16 GAO0-25-107238 Coast Guard Duty Station Rotations



|
Table 2: Total Household Goods Shipments and Reported Defense Personal Property Program Expenditures from Fiscal
Years 2019 Through 2023

Nominal Global Household Nominal Total Program Inflation Adjusted Total

Goods Contract Expenditures (in Expenditures (in
Fiscal Year Number of Shipments  Expenditures (in millions) millions)? millions)
2019 393,941 $0 $33.8 $40.2
2020 336,045 $0.5 $44.1 $51.9
2021 326,869 $0 $44.1 $49.6
2022 308,543 $6.0 $53.9 $56.1
2023 327,548 $48.0 $100.9 $100.9

Source: GAO analysis of U.S. Department of Defense reported expenditure data. | GAO-25-107238

Note: Household goods are items associated with the home and personal effects belonging to a
service member and dependents on the effective date of the order or transfer. The number of
shipments column includes all instances in which a requirement for shipping was created in the
Defense Personal Property System, regardless of whether the shipment was picked up or delivered.

aDefense Personal Property Program expenditures include administrative (i.e., program office),
depreciation, and Global Household Goods contract transition costs, but do not include personal
property shipment or storage costs, according to TRANSCOM officials.

The total number of household goods shipments administered through
the Defense Personal Property Program declined by 22 percent from
fiscal year 2019 through 2022, then increased by about 6 percent from
fiscal year 2022 to fiscal year 2023.38 TRANSCOM officials attributed the
decline in shipments to reduced travel resulting from the COVID-19
pandemic, as well as individual military department decisions on force
structure and assignments, and budget cycles. Officials noted that
increases in shipments since then likely indicate resumption of historic
shipment rates. TRANSCOM uses the shipment data to bill the military
services, including the Coast Guard, for reimbursements for program and
operating costs based on the proportion of total shipments for each
service, according to officials.

The Coast Guard’s reported inflation-adjusted reimbursement amounts
averaged about $1.2 million from fiscal year 2019 through fiscal year
2022, and more than doubled in fiscal year 2023 to about $3 million (see
table 3). Coast Guard shipments averaged about 3 percent of total
shipments from fiscal years 2019 through 2023. However, the number of
Coast Guard shipments administered through the program declined by
about 10 percent from fiscal year 2019 through 2023. Coast Guard

38The reported shipment data covers all instances in which a requirement for shipping was
created in the Defense Personal Property System, regardless of whether the shipment
was picked up or delivered, according to TRANSCOM officials.
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DOD Conducts
Customer Satisfaction
Surveys, but Does
Not Analyze Them for
Potential Non-
Response Bias

officials attributed the decline to a combination of factors, including: the
lack of moving capacity and staff within all major moving carriers; more
Coast Guard members choosing to use personally procured moves
versus government-contracted moves; and TRANSCOM'’s higher
reimbursement rates for personally procured moves that began in fiscal
year 2022.

. ______________________________________________________________________|]
Table 3: Total Coast Guard Household Goods Shipments and Reported
Reimbursements to Defense Personal Property Program from Fiscal Years 2019
through 2023

Number of Nominal Coast Guard Inflation Adjusted Coast
Coast Guard Reimbursement (in Guard Reimbursement

Fiscal Year Shipments millions) (in millions)
2019 10,752 $0.9 $1.1
2020 10,249 $1.3 $1.6
2021 9,911 $0.9 $1.0
2022 9,334 $1.2 $1.2
2023 9,724 $3.0 $3.0

Source: GAO analysis of U.S. Department of Defense data. | GAO-25-107238

Note: The number of Coast Guard shipments column includes all instances in which a requirement for
shipping was created in the Defense Personal Property System, regardless of whether the shipment
was picked up or delivered.

DOD Collects Customer
Satisfaction Surveys to
Monitor Program
Performance

TRANSCOM collects customer satisfaction responses to monitor
transportation provider performance in the Defense Personal Property
Program. Specifically, TRANSCOM'’s survey contractor issues up to five
separate surveys to service members at different stages of their personal
property moves.3® Members receive each survey via e-mail or text
message within 12 hours of completing the relevant stage of the move,

39These include surveys on a service member’s experience with pre-move counseling;
origin services (i.e., pickup); destination services (i.e., delivery); damage claims; and
Military Claims Office performance.

Page 18 GAO0-25-107238 Coast Guard Duty Station Rotations



such as pick up of their household goods. The survey contractor also
contacts non-respondents at five scheduled follow-up dates for up to 120
days from the initial notification, according to TRANSCOM officials.
Finally, officials noted TRANSCOM provides a fact sheet on
MilitaryOneSource.mil that explains the importance of the surveys and
conducts outreach about the surveys via social media, a military spouse
advisor network, and governance meetings.

TRANSCOM uses service member responses to calculate an aggregate
customer satisfaction survey score, which is a component of a provider’s
Best Value Score.40 Under the Defense Transportation Regulations,
TRANSCOM uses the Best Value Score to award shipments to individual
providers on a shipment-by-shipment basis. In addition, TRANSCOM
uses customer satisfaction data to communicate member experiences to
senior leaders from the military services and DOD during regularly
scheduled program review and senior leadership meetings.4! These
meetings give the services the opportunity to raise issues or challenges
reported by their members, as well as remain informed about their
members’ satisfaction with moves conducted under the program. As
figure 4 shows, Coast Guard customer satisfaction scores for household
good shipments averaged around 76 percent in fiscal year 2023, with a
decline occurring during much of the peak moving season.42

40According to TRANSCOM, the Best Value Score is comprised of 1) customer
satisfaction (20 percent); 2) claims score (20 percent); 3) on-time pickup and delivery
dates (30 percent); and 4) transportation service provider rates (i.e., reported costs to ship
and store household goods) (30 percent).

41This includes the twice-monthly Defense Personal Property Program Council of Captain
and Colonels meetings; quarterly General Officer Steering Groups; and quarterly Senior
Leader Service Syncs.

42In early 2022 TRANSCOM revised its methodology for assessing customer satisfaction
survey scores, including taking steps to improve their accuracy by mitigating providers’
influence on survey administration, according to officials.
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Figure 4: Coast Guard Household Goods Shipments Compared with Average Coast Guard Service Member Survey
Satisfaction Scores for Fiscal Year 2023
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DOD Does Not Analyze Although TRANSCOM has processes in place to survey the entire eligible
Survey Responses for population of customers and use satisfaction data it obtains, most service
Potential Bias Resulting members across all military services typically do not provide survey

responses. Low survey response rates are of concern because they raise
the risk that the responses received do not represent the views of all
service members. This may be due to non-response bias, meaning that
the survey results differ from people who respond versus people who do
not. For example, in calendar year 2023, TRANSCOM officials reported
that about 29 percent of all service members that received a survey
responded on average, with variation by month and type of survey. For
the Coast Guard, the average response rate declined from 36 percent in
2019 to 16 percent in 2022, and response rates from July 2022 through
June 2023 varied across service member ranks from about 10 percent to
40 percent. These differences suggest that the likelihood of response
varies across different types of customers (e.g., enlisted vs. officer).

from Low Response Rates
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TRANSCOM’s current process takes several steps to ensure accurate
and reliable survey results, according to officials. Under the Defense
Transportation Regulations, TRANSCOM applies controls to ensure that
enough surveys are completed before using the surveys to calculate each
transportation service provider’s Best Value Score.43 TRANSCOM
officials said that they also coordinated with service headquarters, the
Army Audit Agency, and moving industry associations to define the
necessary minimum number of surveys to generate valid results.44
Finally, officials also cited Defense Transportation Regulations that state
that the current surveys have a lower risk of non-response bias than other
methods as the survey seeks to provide relative rankings of transportation
service provider performance.45

However, we found that these efforts were not sufficient to address the
risk of non-response bias in the survey data. Specifically, TRANSCOM
officials do not fully analyze the customer satisfaction survey data to
identify potential non-response bias or identify whether adjustments of
estimates are needed.46 For example, a service member’s likelihood of
response could be correlated with the transportation service provider, its
performance, or other associated factors, such as a member’s rank,
tenure, demographics, and geographic location. In addition, like other

433pecifically, all transportation service providers are required to have a minimum of 20
customer satisfaction scores to compute their Best Value Score. If the provider does not
have the required 20 scores, that provider will receive supplemental score equal to the
mean customer satisfaction score for their particular market (domestic household goods,
international household goods, or unaccompanied baggage). See DOD, Defense
Transportation Regulation, Part IV Chapter A-403: Best Value (Sept. 25, 2023).

443pecifically, in 2004 DOD worked with industry groups and Army auditors to establish
requirements for the minimum number of surveys to be used in Best Value Score
calculations. After DOD created these requirements, subsequent studies sponsored by
both an industry association and DOD identified the potential for error due to high non-
response rates and incomplete data, among other things. Follow-up evaluations
recommended increasing the sample size required for each contractor to receive a Best
Value Score, in part to reduce the effects of potential non-response bias. DOD increased
the requirement to 20 surveys in 2011.

45DOD, Defense Transportation Regulation, Part IV Chapter A-403: Best Value (Sept. 25,
2023).

46For example, the absolute level of satisfaction rates among survey responders does not
imply that satisfaction would be the same among non-responders. An estimated
satisfaction rate of 83 percent among 29 percent of the responding customer population
could mask a 99 percent satisfaction rate among the non-responding customer population,
meaning that the overall population’s satisfaction rate is higher than estimated.
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population estimates, transportation service provider ranks are also
susceptible to bias from missing data.4”

Finally, previous studies on the potential for non-response bias sponsored
by DOD between 2006 and 2011 focused on minimum sample sizes as a
remedy for potential sources of error. However, those evaluations did not
conduct the type of analysis and adjustment typically used for surveys
with low response rates, which could identify factors affecting response
rates in general. Further, reaching the minimum requirement for a survey
does not ensure that the survey results are unbiased.4® Instead, it is
important to know the probabilities of response for all respondents and, if
that is not known, then sufficient adjustments for a low response are
typically necessary to ensure the estimates are unbiased.49

TRANSCOM officials said they do not analyze the survey responses for
non-response bias because they are satisfied that the current survey
process effectively captures customer input. However, officials told us
they are open to improving the process to ensure quality results. One way
to analyze the risk of non-response bias is to compare the characteristics
of those members who responded (e.g., service branch, rank,
demographics, or geographic location) to the characteristics of the overall
population of the survey. This comparison can help identify whether
certain groups are underrepresented from the results. Once identified,
additional steps can be taken to correct the bias, such as targeting
underrepresented groups with additional follow up or giving more
statistical weight to their responses during analysis.

GAO'’s key practices for evidence-based policymaking state that an
organization should assess the quality of the evidence it uses for
decision-making, which includes assessing the completeness of the
data.%° In addition, federal standards for statistical surveys set by the U.S.

47Dannis D. Wackerly, William Mendenhall lIl, and Richard L. Schaeffer. Mathematical
Statistics with Applications, 6" ed. (Pacific Grove: Duxbury Press), 420-426. See also
Sharon L. Lohr, Sampling: Design and Analysis. (Pacific Grove: Duxbury Press, 1999),
26-29.

48 ohr, 311.

49Roderick J.A. Little and Donald B. Rubin, Statistical Analysis with Missing Data, 2d ed.
(Hoboken: Wiley, 2002), 44-54.

50See GAO-23-105460. For the purposes of this report, we define the “completeness of
data” as achieving a sufficiently high response rate, or identifying and mitigating potential
sources of bias, to ensure TRANSCOM officials can draw informed conclusions regarding
service member experiences with the Defense Personal Property Program.
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Office of Management and Budget call for agencies to analyze non-
response bias for any survey with a response rate of less than 80
percent.5! The standards suggest that agencies consider comparing
respondents to external sources of data, or compare the characteristics of
respondents and non-respondents and adjust their reporting of survey
estimates if the non-response analysis shows a potential bias.52

Non-response bias could cause estimated customer satisfaction scores to
be higher or lower than they would have been if the population of
customers had responded. This error would, in turn, affect transportation
service provider performance scores, rankings, and prioritization for future
shipments. In addition, TRANSCOM and the military services may not
have accurate information on service member satisfaction with
government-contracted moves through the Defense Personal Property
Program for decision-making. By conducting analysis for potential non-
response bias and making adjustments as necessary, TRANSCOM wiill
have greater assurance that the information it is using represents the
views of the target population of service members. Doing so can also help
TRANSCOM monitor the transportation service provider performance
under the Defense Personal Property Program. It could also provide more
reliable information on service member experiences to representatives of
the military services, including the Coast Guard.

51The Chief Statistician of the United States within the Office of Management and Budget
regulates the Federal Statistical System. The agency maintains regulations and guidelines
that agencies formally included in the system must follow, and which cover the
assessment of survey non-response, among other things. Although TRANSCOM’s
surveys are not among those covered by these federal standards, the surveys involve
statistical estimation for similar purposes as the covered surveys, namely, to estimate
customer satisfaction rates from samples with substantial non-response.

52y S. Office of Management and Budget, Standards and Guidelines for Statistical
Surveys, Statistical Policy Directive No. 2 (Washington, D.C.: Sept. 2006).
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e Coast Guard field unit officials we interviewed identified key challenges
Coas.t .Guard Officials for duty station rotations, particularly for service members rotating to duty
|dentified Challenges stations in remote, rural, and high vacation rental areas. These
challenges may negatively affect Coast Guard operations, personnel
Rela_ted to DUty readiness, and retention, according to officials. However, the Coast
Station Rotations, but Guard does not have a process for routinely collecting service-wide

the Coast Guard feedback about duty station rotations.
Does Not Collect
Service-Wide

Feedback
Coast Guard Field Unit Field unit officials we interviewed from the nine Coast Guard districts
Officials Identified identified five key challenges related to duty station rotations, particularly

for service members rotating to duty stations in remote, rural, and high
vacation rental areas (see figure 5).

Challenges Related to
Duty Station Rotations
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Figure 5: Duty Station Rotation Challenges and Potential Negative Impacts
Identified by Coast Guard Field Units
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Limited availability and affordability of housing. Officials from all nine
Coast Guard districts said that limited availability and affordability of
housing, particularly in remote and high vacation areas, are challenges
routinely experienced by service members. The Coast Guard relies on the
private sector as the primary source of housing for its service members.
In such cases, the Coast Guard compensates service members entitled
to a housing allowance with a Basic Allowance for Housing.53 However,
some officials noted that the Basic Allowance for Housing was not

53Eligible military service members may utilize a Basic Allowance for Housing to help pay
for a portion (up to 95 percent) of the monthly costs of rent and utilities for private sector
housing.
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sufficient to cover the cost of non-military owned housing in expensive
areas.>

Limited transportation service provider availability. Officials from
seven of nine districts noted that limited transportation service provider
availability to conduct personal property shipments can be a challenge for
Coast Guard service members. For example, if a transportation service
provider is unavailable, officials from one district noted that the service
member may need to either delay the reporting date or utilize a personally
procured move. However, officials from five districts stated that personally
procured moves are often also challenging for service members. Officials
noted that service members must independently research, hire, and
schedule shipments with commercial providers and pay the upfront costs
for a personally procured move.55 This may result in additional stress and
higher out of pocket costs for service members, according to officials.

Condensed timing of annual rotation period. Officials from five of nine
districts said that the condensed timing of the annual rotation period (May
15 through August 31) compounds other challenges due to transportation
service provider availability, which limits moving flexibilities. For example,
officials noted that Coast Guard service members compete for shipping
dates with DOD service members, and providers may be more inclined to
accept DOD service member requests in some locations.56 In addition,
officials from five districts stated that short notice transfer orders or delays
in receiving issued orders may cause additional stress for members when
planning their moves.57

Limited access to communal support services. Officials from five of
nine districts said that Coast Guard service members and dependents
experience challenges accessing communal support services in their
geographic areas of responsibility, such as childcare and medical
facilities. Coast Guard members may rotate to units in remote and rural

54We previously reported on Coast Guard housing issues, including challenges with the
sufficiency of the Basic Allowance for Housing in certain areas such as Cape Cod,
Massachusetts. See GAO-24-106388.

55Service members receive reimbursements following the completion of personally
procured moves and may also receive an advanced payment of 60 percent of the “best
value” cost to hire a moving company on the service members’ behalf.

56DOD is the single largest customer in the nation’s personal property moving and storage
industry, representing about 15 percent of all domestic and international moves.

57Short notice orders are transfer orders issued with a reporting date of less than 60 days.
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areas far away from DOD and Coast Guard installations with their own
communal support services, according to officials. Officials told us that, as
a result, service members in those areas may have limited access to
civilian childcare and medical services, since they are not otherwise
easily accessible or available in the local communities in which they are
assigned.s®

Damaged property and cumbersome claims process. Officials from
four of nine districts noted that property damaged during shipments, and
filing reimbursement claims for that damage, are challenges service
members can experience during rotations. Service members may file a
claim against a transportation service provider for damaged or lost
household goods during a move. However, district officials noted that the
claims process may be difficult and cumbersome for service members.
For example, officials from one district noted that providers may argue
that property with wear and tear that is damaged during the shipment is
not their responsibility, citing plausible deniability because the item was
not brand new. Coast Guard service member satisfaction rates with the
claims process have been consistently low over time, averaging about 41
percent in calendar year 2023, according to TRANSCOM officials.

Coast Guard Field Unit
Officials Identified
Potential Negative Effects
on Operations, Personnel
Readiness, and Retention
Due to Rotation
Challenges

Rotation challenges may negatively affect Coast Guard operations,
personnel readiness, and service member retention, according to Coast
Guard field unit officials we interviewed.

Operational impact. Officials from six of nine districts said that
challenges with rotations may negatively affect operations and mission
capability. For example, officials noted that the summer rotation season
coincides with heightened levels of mission-related activities, such as
search and rescue and disaster response activities, in some areas.
Delays in arrivals of newly assigned members may also reduce
operational capabilities and readiness, according to officials. In addition,
officials noted that such delays can lead to other service members
stationed at these units taking on higher workloads during the rotation
season to offset the gap of not having someone else in place. Officials
from five of these six districts told us they may reassign members from

58\We previously reported on Coast Guard service members access to childcare and
medical facilities. See GAO, Military Child Care: Coast Guard is Taking Steps to Increase
Access for Families, GAO-22-105262 (Washington, D.C.: June 30, 2022) and GAO, Coast
Guard Health Care: Additional Actions Could Help Ensure Beneficiaries’ Access,
GAO-23-105574 (Washington, D.C.: Apr. 4, 2023).
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other units or request reservists to fill operational gaps, particularly during
peak moving season.

Personnel readiness. Officials from four of nine districts noted that
service members rotating to duty stations in their areas of responsibility
may not be fully mission capable when they arrive.5 For example,
officials noted that service members must balance competing demands
during rotations, including managing shipments of their personal property,
finding available housing, and finding schools and medical facilities for
dependents—all while conducting their job duties. Officials told us that
newly assigned members at times may not be able to fully participate in
mission-related duties before taking care of personal needs. For example,
officials from one district we spoke with do not consider personnel to be
mission-ready until they are permanently housed. In addition, officials
noted that some members may need to undergo additional training for
their new assignment. However, officials from two districts said that with
the limited timeframe for rotations, members may not receive requisite
training before arriving to their new assignments and may not be fully
mission capable.

Retention. Officials from six of nine districts said that duty station
rotations are often disruptive for service members and that challenges
experienced at certain locations may negatively affect retention. For
example, Coast Guard officials from four districts noted that fewer
members prefer assignments in remote areas than other locations in
which the Coast Guard operates.¢0 Officials cited various factors for why
this may occur, such as limited access to large metropolitan areas,
logistical challenges moving to those locations, or lack of available
communal support services. Although the Coast Guard may order
members to be stationed in these areas based on service need, this may
have a negative effect on service member satisfaction and retention.

59The Coast Guard defines “fully mission capable” as being able to operate and meet all
requirements of the defined mission for the prescribed duration. With respect to personnel,
the Coast Guard cites service member support as a key element for individual readiness,
including environmental, physical, nutritional, social, financial, emotional, psychological,
behavioral, and spiritual factors. See Coast Guard, Coast Guard Definition of Readiness,
Commandant Instruction 3501.80 (Washington, D.C.: Mar. 31, 2020).

60The areas of responsibility for Coast Guard District 9 encompass the Great Lakes and
parts of the surrounding states; Districts 13 and 17 encompass the Pacific Northwest and
Alaska, respectively; and District 11 encompasses the states of California, Arizona,
Nevada, and Utah.
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Coast Guard Has Taken
Some Actions to Address
Duty Station Rotation
Challenges

Coast Guard officials told us they have taken some actions to mitigate or
otherwise address challenges experienced by service members when
they rotate to new duty stations. Officials said that staff at transportation
offices on bases work directly with members on rotation-related issues.
This includes pre-move counseling, as well as coordinating with service
members and their receiving units to schedule moving dates based on
transportation service provider availability. In addition, transportation
offices may assist members with navigating the claims process for
damaged or lost goods. However, field unit officials from one district
noted that staffing shortages on bases and the high volume of rotations
during the peak summer months may limit the ability of transportation
offices to meet service members’ support needs.

In addition, Coast Guard field unit housing officials serve as the primary
points of contact for service members and their families once they are
assigned to a base or station. Housing officers communicate with service
members regarding their housing needs and try to assist with researching
available places to rent. The Coast Guard has some mechanisms to
address challenges with affordability and availability of housing in select
locations, such as using leased housing and having certain localities
classified as critical housing areas, according to officials.6" The Coast
Guard may also request approval from DOD to extend temporary lodging
expense allowances based on critical housing shortages. However, field
unit officials from one district noted that certain areas may not be
approved for temporary lodging extensions, as they do not meet DOD
criteria.®2

At the headquarters level, officials told us the Coast Guard established
the Permanent Change of Station Assist Team in 2020 to address
personal property shipping challenges experienced by service members
during the COVID-19 pandemic. The team has a hotline for service
members to call with challenges in the move process, both for
government-contracted moves and for personally procured moves. For
example, team staff can contact transportation service providers on

61See GAO-24-106388.

62To establish that a location is experiencing a housing shortage, the command
requesting a temporary lodging expense extension must document: (1) the percentage of
occupied government-owned, government-controlled, and privatized housing units in the
affected area is equal to or greater than 98 percent; (2) the percentage of vacant rental
properties in the affected area is less than or equal to 3 percent; and (3) the total number
of inbound and outbound members compared to the current number of rental vacancies.
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behalf of a service member to address scheduling or logistical issues with
a move.

However, headquarters officials told us that the Permanent Change of
Station Assist Team is not a permanent program and noted declining
service member usage of the team. Further, some field unit officials noted
limitations on the extent the team can directly address service member
needs, stating that base officials can provide a similar level of support.
According to officials as of June 2024, the Coast Guard will review the
number of calls and the provided support to make a final decision on the
program at the end of the 2024 rotation season.

Regarding support for dependents, we previously reported on actions the
Coast Guard has taken to increase access to childcare for Coast Guard
service members. These include plans to build more child development
centers, centralizing online information to help families find childcare in
their communities, and increasing the subsidy amounts to improve
affordability.63 In addition, we have previously reported that the Coast
Guard has developed several telehealth resources to facilitate access to
care for service members. However, officials noted some limitations and
technical challenges. The Coast Guard can also authorize travel for
personnel and some dependents to receive necessary care that is not
available locally.54

Regarding retention, the Coast Guard previously sponsored assessments
of service-wide retention issues that included questions related to duty
station rotations.65 These included a 2019 RAND women'’s retention study
and an employee retention survey in spring 2023. Service members that
participated in the women’s retention study reported various challenges
related to work environments, career issues, and personal life concerns.
For example, participants noted some challenges with rotations, namely

63See GAO-22-105262.
64See GAO-23-105574.

65DOD takes steps to survey military spouses, excluding the Coast Guard, on a range of
topics including those related to rotations. For example, DOD biennially conducts the
Active-Duty Spouse Survey to collect data related to the employment and well-being of
spouses of active-duty military members. The last such survey occurred in 2021 and
included questions on a range of issues related to COVID-19, such as the impact of
COVID-19 on employment, financial well-being, rotations, childcare, and children’s
education.
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receiving assignments to undesired locations or without other women, as
well as spousal employment issues and limited access to childcare.66

Separately, in its 2023 employee retention survey, the Coast Guard found
that over 50 percent of respondents cited the desire for more geographic
stability for themselves and their families as one of their top five factors
for wanting to leave the Coast Guard.¢”

In addition, the Coast Guard has various incentive programs to manage
the effects of rotations on the workforce and encourage service members
to volunteer for difficult-to-fill assignments, according to officials. For
example, the Coast Guard’s Military Workforce Planning Team annually
determines monetary and non-monetary assignment incentives to help
recruit and retain members with critical skill sets. Further, officials noted
that the Coast Guard established specialty pay for remote and austere
conditions at two locations near Martha’s Vineyard in Massachusetts in
March 2022.68

Finally, the Coast Guard developed its “advance-to-position” program,
which enables qualified enlisted members to earn advancement (i.e.,
promotions) through accepting orders to difficult-to-fill assignments.
Officials told us that this allows service members to make decisions
regarding their own assignments and may result in fewer members
leaving the service. However, field unit officials from one district told us
that this program may lead to more junior staff placed in positions that
may require more experience. Further, officials said they are collecting
data to better understand the effect of this program on their operations
and mission performance. Headquarters officials noted that the program
is still in preliminary testing and has only been in effect for one
assignment year.

66RAND Corporation, “Why Do Women Leave the Coast Guard, and What Can Be Done
to Encourage Them to Stay?” (Santa Monica, CA: Mar. 29, 2019)

67The Coast Guard electronically administered its employee retention survey to all Coast
Guard service members and civilian employees between April 19, 2023 and April 26,
2023, as a one-time survey. Participation was voluntary and the survey had a response
rate of 16 percent, according to Coast Guard officials.

68The military services, including the Coast Guard, have the authority to establish and
adjust specialty pay for service members. See 37 U.S.C. § 352.
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Coast Guard Does Not
Have a Process to
Routinely Collect Service-
Wide Feedback on Duty
Station Rotations from All
Service Members

The Coast Guard has mechanisms that may collect information on duty
station rotation challenges experienced by some, but not all, service
members. For example, field unit officials from six of nine districts told us
that they occasionally report service members’ experiences and
challenges with rotations to relevant headquarters offices. Coast Guard
headquarters officials told us that in addition to challenges reported by
field units, members can communicate feedback on rotations when they
meet with assignment officers. Further, Coast Guard headquarters
officials noted that they receive high-level summary information on
service member satisfaction with personal property shipments conducted
through the Defense Personal Property Program.

Standards for Internal Control calls for management to use and
communicate quality information, including obtaining relevant data from
internal and external sources and processing it into information that
stakeholders can use to make informed decisions and evaluate the
entity’s performance in achieving key objectives and addressing risks.6°
Although Coast Guard officials collect some information on individual
service member rotation experiences, we found that the Coast Guard
does not have a process to routinely collect and use service-wide
feedback on duty station rotations. Headquarters officials said they
believe they have appropriate information to remain informed of individual
service member experiences with rotations and use it when making
assignment decisions. However, they acknowledged that they do not
have a process for collecting and analyzing service-wide feedback on
rotation-related challenges. Further, the Coast Guard Permanent Change
of Station Assist Team does not collect information on rotation challenges
experienced by members, according to officials. Finally, summary
information on shipment satisfaction provided by TRANSCOM does not
include service member experiences with the Coast Guard assignment
process and policies, personally procured moves, or available support
programs.

Without a process to routinely collect feedback on rotations, the Coast
Guard is limited in its ability to evaluate whether current rotation policies
contribute to service-wide challenges. For example, the service does not
have complete information to make informed decisions regarding the
impact of rotations on operations, personnel readiness, and retention, or
the adequacy of current support initiatives in addressing those
challenges. Establishing a process to collect and analyze service-wide

69GAO-14-704G.
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Conclusions

Recommendations for
Executive Action

feedback on a routine basis will provide the Coast Guard with a better
understanding of rotation challenges and the impact on operations,
personnel readiness, and retention. This understanding can better
position the Coast Guard to address challenges with the duty station
rotation process, as well as meet service member needs.

The Coast Guard assigns thousands of service members to a range of
operating locations every year, including to remote areas, where the
members, and often their families, must reside. The Coast Guard and
DOD play important roles in supporting Coast Guard service members
during rotations, and both agencies have taken some steps toward
identifying and addressing related challenges, such as conducting
surveys and providing additional support services.

DOD provides the Coast Guard summary information from TRANSCOM
on Coast Guard service member satisfaction with personal property
shipments conducted through the Defense Personal Property Program.
However, TRANSCOM does not analyze the customer satisfaction survey
responses to identify potential non-response bias and the effect on the
accuracy of those responses. As a result, the Coast Guard may not have
accurate information on service member experiences with government-
contracted moves through the Defense Personal Property Program for
decision-making. By conducting analysis for potential non-response bias
in the survey responses, TRANSCOM and the military services will have
greater assurance that the information they are using represents the
views of the target population of service members who use government-
contracted moves conducted through the Defense Personal Property
Program.

In addition, the Coast Guard relies on field units to report on service
members’ experiences and challenges with rotations, but it does not have
a process to collect and analyze service-wide feedback on duty station
rotations on a routine basis. By establishing such a process, the Coast
Guard would have a better understanding of rotation challenges and the
impact on operations, personnel readiness, and retention. This would also
better position the Coast Guard to manage its rotation policies and
guidance toward meeting service member needs.

We are making the following two recommendations, one to DOD and one
to the Coast Guard:

The Secretary of Defense should ensure that the TRANSCOM
Commander analyzes the potential for non-response bias in the
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Agency Comments
and Our Evaluation

Customer Satisfaction Survey and, as necessary, incorporate accepted
statistical methods to adjust for identified sources of bias into operating
procedures. (Recommendation 1)

The Commandant of the Coast Guard should establish a process to
routinely collect and analyze service-wide feedback on duty station
rotations. (Recommendation 2)

We provided a draft of this report to DHS and DOD for review and
comment. DHS and DOD provided written comments, which are reprinted
in appendices IV and V, respectively, as well as technical comments that
we incorporated, as appropriate. The Coast Guard, through DHS,
concurred with our recommendation that the Coast Guard establish a
process to routinely collect and analyze service-wide feedback on duty
station rotations.

DOD partially concurred with our recommendation to analyze the
potential for non-response bias in the Customer Satisfaction Survey and,
as necessary, incorporate accepted statistical methods to adjust for
identified sources of bias. In its written comments, DOD stated that
TRANSCOM finds no evidence of non-response bias in the Customer
Satisfaction Survey. In addition, DOD stated that we did not identify any
bias in the survey response rates or explain what statistical methods
would be acceptable to adjust for non-response bias. However, as
described in the report, low survey response rates raise the risk of non-
response bias, in which the survey results differ from people who respond
versus people who do not. Although TRANSCOM takes several steps to
ensure accurate responses, officials said they do not assess the survey
data to identify potential non-response bias that may arise from low
survey response rates. By conducting this analysis and adjusting
estimates using the statistical methods described in the report, we believe
that DOD and the military services, including the Coast Guard, will have
greater assurance that the information they are using represents the
views of service members.

We are sending copies of this report to the appropriate congressional
committees, the Secretary of Homeland Security, the Commandant of the
Coast Guard, the Secretary of Defense, and other interested parties. In
addition, the report is available at no charge on the GAO website at
https://www.gao.gov.

If you or your staff have any questions about this report, please contact
me at (202) 512-8777 or MacleodH@gao.gov. Contact points for our
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Office of Congressional Relations and Public Affairs may be found on the
last page of this report. GAO staff who made key contributions to the
report are listed in appendix VI.

N

Heather MacLeod
Director, Homeland Security and Justice
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Appendix I: U.S. Coast Guard Geographic
Areas of Responsibility

Figure 6: Map of the U.S. Coast Guard’s Two Area Commands, Nine Districts, and 37 Sectors
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Appendix |I: Breakdown of Household Goods
Shipments for DOD Military Services
Conducted Through the Defense Personal
Property Program in Fiscal Year 2023

As previously described, in fiscal year 2023, the Defense Personal
Property Program arranged for delivery of about 251,000 domestic and
international household goods, and unaccompanied baggage. This
included about 7,900 shipments (3 percent of the total number of
shipments) for Coast Guard service members. The following figures
provide a breakdown of the number of household goods shipments
delivered for the DOD military services in fiscal year 2023.

Figure 7: Air Force Household Goods Shipments Delivered Through the Defense
Personal Property Program in Fiscal Year 2023

<1%
416

- Domestic Household Goods
- International Household Goods

- International Unaccompanied Baggage
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Source: U.S. Department of Defense data. | GAO-25-107238
Note: Data current as of August 13, 2024.
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Appendix II: Breakdown of Household Goods
Shipments for DOD Military Services
Conducted Through the Defense Personal
Property Program in Fiscal Year 2023

|
Figure 8: Army Household Goods Shipments Delivered Through the Defense
Personal Property Program in Fiscal Year 2023
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Source: U.S. Department of Defense data. | GAO-25-107238
Note: Data current as of August 13, 2024.
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Appendix II: Breakdown of Household Goods
Shipments for DOD Military Services
Conducted Through the Defense Personal
Property Program in Fiscal Year 2023

|
Figure 9: Marine Corps Household Goods Shipments Delivered Through the
Defense Personal Property Program in Fiscal Year 2023
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Note: Data current as of August 13, 2024.
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Appendix II: Breakdown of Household Goods
Shipments for DOD Military Services
Conducted Through the Defense Personal
Property Program in Fiscal Year 2023

|
Figure 10: Navy Household Goods Shipments Delivered Through the Defense
Personal Property Program in Fiscal Year 2023
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Note: Data current as of August 13, 2024.
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Appendix lll: The Global Household Goods
Contract

In November 2021, TRANSCOM awarded a new contract (the Global
Household Goods Contract) worth over $6 billion across the Future Years
Defense Program to a single commercial move manager—HomeSafe
Alliance.? According to the contract terms, HomeSafe Alliance is to
oversee activities related to the worldwide movement and storage-in-
transit of household goods for military service members. In a January
2024 report to congressional committees, TRANSCOM cited widespread
dissatisfaction with DOD’s relocation program and calls for change from
military families and congressional leaders in 2018 as the impetus for
program reform efforts, which included awarding the Global Household
Goods Contract.

Under the terms of the new contract, transportation service providers can
participate in the new program as subcontractors and HomeSafe Alliance
will arrange personal property shipments, request payments, and monitor
subcontractor performance.2 Concurrent with the execution of the Global
Household Goods Contract, TRANSCOM plans to replace its legacy
technical system (the Defense Personal Property System) with two new
information technology architectures designed to modernize and
streamline shipment of personal property. The first, developed by DOD,
will facilitate service member move requests and serve as the initial
interface where transportation offices develop their initial move
requirements, such as the timing for picking up household goods. The
second, developed by HomeSafe Alliance, is a customer-facing system
designed to automate functions, such as customer satisfaction surveys
and damage claims, and work with the new DOD system.

Domestic implementation of the Global Household Goods Contract was
scheduled to begin in September 2023; however, the transition was
delayed due to challenges with the creation of the new DOD and
HomeSafe Alliance technical systems. TRANSCOM officials said they
began phasing in the new information technology systems from March
through April 2024 at a limited number of military installations, with plans
for full domestic implementation by the end of 2024 and full international
implementation by the end of 2025. DOD plans to continue to award
personal property moves to individual moving companies on a shipment-

In most years, DOD produces a five-year plan, called the Future Years Defense Program
which is associated with the budget it submits to Congress. For example, the 2024 plan,
issued in May 2023, comprises DOD’s request for appropriations in 2024 and a series of
planned budgets for 2025 through 2028.

2See GAO-20-295.
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Appendix lll: The Global Household Goods
Contract

by-shipment basis through the 2024 peak season. However, the planned
implementation timeframe depends on the results of the initial phase-in,
resolution of any interoperability issues, and completion of necessary staff
training, according to TRANSCOM officials. As of August 2024, both new
information technology systems had been successfully integrated and
deployed to support initial shipments under the new contract and were
capable of processing household goods moves for DOD service members
in the continental U.S., according to officials.
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Appendix IV: Comments from the
Department of Homeland Security

U.S. Department of ITomeland Security
‘Washington, DC 20528

2ARTIz,

2@ Homeland
W’f Security

on
g‘

BY ELECTRONIC SUBMISSION

November 8, 2024

Heather MacLeod

Director, Homeland Security and Justice
U.S. Government Accountability Office
441 G Street, NW

Washington, DC 20548-0001

Re: Management Response to Draft Report GAO-25-107238, “COAST GUARD:
Better Feedback Collection and Monitoring Could Improve Support for Duty Station
Rotations”

Dear Ms. MacLeod:

Thank you for the opportunity to comment on this draft report. The U.S. Department of
Homeland Security (DHS, or the Department) appreciates the U.S. Government
Accountability Office’s (GAO) work in planning and conducting its review and issuing
this report.

DHS leadership is pleased to note GAO’s recognition of U.S. Coast Guard (Coast Guard)
efforts to address key challenges service members experience when rotating to new duty
stations, such as helping with researching available affordable housing. The Coast Guard
remains committed to enhancing operational and personnel readiness, retention, and
identifying and addressing challenges to meeting service member needs associated with
duty station rotations across locations within and outside the U.S.

The draft report contained two recommendations, including one for the Coast Guard with
which the Department concurs. Enclosed find our detailed response to the
recommendation. DHS previously submitted technical comments under a separate cover
for GAO’s consideration, as appropriate.
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Appendix IV: Comments from the Department
of Homeland Security

Again, thank you for the opportunity to review and comment on this draft report. Please
feel free to contact me if you have any questions. We look forward to working with you
again in the future.

Sincerely,

Digitally signed by JIM H
JIM H CRUMPACKER ' CRUMPACKER

Date: 2024.11.08 07:53:13 -05'00'

JIM H. CRUMPACKER
Director
Departmental GAO-OIG Liaison Office

Enclosure
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Appendix IV: Comments from the Department
of Homeland Security

Enclosure: Management Response to Recommendation
Contained in GAO-24-107238

GAO recommended that the Commandant of the U.S. Coast Guard:

Recommendation 2: Establish a process to routinely collect and analyze service-wide
feedback on duty station rotations.

Response: Concur. The Coast Guard Office of Military Policy (CG-1M1) and Personnel
Service Center (PSC) will collaborate to develop and implement service-wide feedback
collection and analysis mechanisms, as appropriate, with regard to duty station rotations.
This effort will initially involve estimating costs and identifying a funding source to
deploy a survey by September 30, 2025. Once this initial effort is complete, CG-1M1
and PSC will determine steps for full implementation, which will overlap with at least
one annual transfer season. Accordingly, we anticipate fielding a trial product for testing
by September 30, 2026, with project completion following about 6 months later. Overall
Estimated Completion Date: March 31, 2027.

(98]
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Appendix V: Comments from the Department
of Defense

OFFICE OF THE ASSISTANT SECRETARY OF DEFENSE

3500 DEFENSE PENTAGON
WASHINGTON, DC 20301-3500

SUSTAINMENT

Ms. Heather MacLeod

Director, Homeland Security and Justice
U.S. Government Accountability Office
441 G Street, NW

Washington DC 20548

Dear Ms. MacLeod,

Attached is the Department of Defense response to the GAO Draft Report
GAO-25-107238, “COAST GUARD: Better Feedback Collection and Monitoring Could
Improve Support for Duty Station Rotations,” dated September 30, 2024 (GAO Code 107238).

My point of contact, Mr. David A. McCovery, can be reached at 571-372-5214 or by
email at david.a.mccovery.civ@mail . mil.

Sincerely,

METHOD.LEIGH bigtaly signed by
METH

0D LEIGH. E. 1098529302

\E.1098529302  Date: 2024.10.28 10:35:48 0400

Leigh E. Method, SES
Deputy Assistant Secretary of Defense
for Logistics

Attachment:
As stated
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Appendix V: Comments from the Department
of Defense

DoD Response to GAO Draft Report 25-107238 Recommendation

OSD partially concurs with GAO’s recommendation for DoD:

“The Secretary of Defense should ensure that the TRANSCOM Commander analyzes the
potential for non-bias in the Customer Satisfaction Survey and, as necessary, incorporate
acceptable statistical methods to adjust for identified sources of bias into operating procedures.”

OSD partially concurs. DoD is in the process of transforming the entire Defense Personal
Property Program (DP3) to improve Service member and family relocations. As part of DoD’s
Strategic Plan, DoD is reforming the household goods program, the non-temporary storage
program, and the privately owned vehicle shipping program. Capturing the holistic Service
member relocation experience is critical to reform efforts. USTRANSCOM will be directed to
continue to ensure DP3 surveys comply with DoD policy. Survey adjustments will be made as
needed to evaluate customer service experience during ongoing reform efforts.

Rationale for partial concurrence:

1. GAO does not specify whether the bias of the Defense Personal Property Program
(DP3) Customer Satisfaction Survey (CSS) is related to response rate (statistical validity), or the
actual scoring by customers about their moving experience (language in the survey that creates
bias).

2. USTRANSCOM finds no evidence of response rate bias in the Customer Satisfaction
Survey (CSS). The GAO did not identify any bias in the CSS, nor did GAO explain what
statistical methods would be acceptable to adjust for non-response bias in the survey.

3. USTRANSCOM finds no evidence of bias in the language of the Customer
Satisfaction Survey.

4. GAO suggests that response rates might vary across different military departments and
ranks. This is factual regarding both the military departments and ranks. However,
USTRANSCOM is unclear why GAO believes the rank differences are relevant to potential
survey bias.

DoD is always willing to review processes for improvement opportunities. This includes the DP3
CSS. USTRANSCOM will continue to review the survey process and response rates for areas of
potential bias. USTRANSCOM has begun coordination with OSD Personnel and Readiness to
ensure the DP3 customer surveys are aligned with DoD policy on data collection of Service
members experiences and perceptions.
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GAO Contact Heather M. MacLeod, (202) 512-8777 or MacLeodH@gao.gov.
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Director), Jason Blake (Analyst-in-Charge), Bethany Cole, Nasreen

Acknowledgments Badat, Tracey King, John Bornmann, Jeff M. Tessin, and Ben Crossley

made key contributions to this report.

Page 48 GAO0-25-107238 Coast Guard Duty Station Rotations


mailto:MacleodH@gao.gov

GAQ'’s Mission

Obtaining Copies of
GAO Reports and
Testimony

The Government Accountability Office, the audit, evaluation, and investigative
arm of Congress, exists to support Congress in meeting its constitutional
responsibilities and to help improve the performance and accountability of the
federal government for the American people. GAO examines the use of public
funds; evaluates federal programs and policies; and provides analyses,
recommendations, and other assistance to help Congress make informed
oversight, policy, and funding decisions. GAO’s commitment to good government
is reflected in its core values of accountability, integrity, and reliability.

The fastest and easiest way to obtain copies of GAO documents at no cost is
through our website. Each weekday afternoon, GAO posts on its website newly
released reports, testimony, and correspondence. You can also subscribe to
GAO’s email updates to receive notification of newly posted products.

Order by Phone

Connect with GAO

To Report Fraud,
Waste, and Abuse in
Federal Programs

Congressional
Relations

Public Affairs

Strategic Planning and
External Liaison

The price of each GAO publication reflects GAO’s actual cost of production and
distribution and depends on the number of pages in the publication and whether
the publication is printed in color or black and white. Pricing and ordering
information is posted on GAQO’s website, https://www.gao.gov/ordering.htm.

Place orders by calling (202) 512-6000, toll free (866) 801-7077, or
TDD (202) 512-2537.

Orders may be paid for using American Express, Discover Card, MasterCard,
Visa, check, or money order. Call for additional information.

Connect with GAO on Facebook, Flickr, X, and YouTube.
Subscribe to our RSS Feeds or Email Updates. Listen to our Podcasts.
Visit GAO on the web at https://www.gao.gov.

Contact FraudNet:
Website: https://www.gao.gov/about/what-gao-does/fraudnet
Automated answering system: (800) 424-5454 or (202) 512-7700

A. Nicole Clowers, Managing Director, ClowersA@gao.gov, (202) 512-4400, U.S.
Government Accountability Office, 441 G Street NW, Room 7125, Washington,
DC 20548

Sarah Kaczmarek, Managing Director, KaczmarekS@gao.gov, (202) 512-4800,
U.S. Government Accountability Office, 441 G Street NW, Room 7149
Washington, DC 20548

Stephen J. Sanford, Managing Director, spel@gao.gov, (202) 512-4707
U.S. Government Accountability Office, 441 G Street NW, Room 7814,
Washington, DC 20548

Y
%o

Please Print on Recycled Paper.


https://www.gao.gov/
https://www.gao.gov/subscribe/index.php
https://www.gao.gov/ordering.htm
https://facebook.com/usgao
https://flickr.com/usgao
https://x.com/usgao
https://youtube.com/usgao
https://www.gao.gov/about/contact-us/stay-connected
https://www.gao.gov/about/contact-us/stay-connected
https://www.gao.gov/podcast/watchdog.html
https://www.gao.gov/
https://www.gao.gov/about/what-gao-does/fraudnet
mailto:ClowersA@gao.gov
mailto:kaczmareks@gao.gov
mailto:spel@gao.gov

	Coast Guard
	Better Feedback Collection and Monitoring Could Improve Support for Duty Station Rotations
	Contents
	Letter
	Background
	Overview of Coast Guard Duty Station Rotation Process
	The Defense Personal Property Program

	Coast Guard and DOD Policies and Guidance Support Duty Station Rotations
	Coast Guard Implements Policies for Assignment Administration
	DOD Issues Guidance for Member Travel and Personal Property Shipments

	Coast Guard Inflation-Adjusted Rotation Costs Generally Declined from Fiscal Years 2019 through 2023, but DOD Program Costs Increased with a Major Program Reform Effort
	Coast Guard Duty Station Inflation-Adjusted Rotation Costs Generally Declined from Fiscal Years 2019 through 2023
	DOD Costs for the Defense Personal Property Program Increased Significantly between Fiscal Years 2022 to 2023 with a Major Program Reform Effort

	DOD Conducts Customer Satisfaction Surveys, but Does Not Analyze Them for Potential Non-Response Bias
	DOD Collects Customer Satisfaction Surveys to Monitor Program Performance
	DOD Does Not Analyze Survey Responses for Potential Bias Resulting from Low Response Rates

	Coast Guard Officials Identified Challenges Related to Duty Station Rotations, but the Coast Guard Does Not Collect Service-Wide Feedback
	Coast Guard Field Unit Officials Identified Challenges Related to Duty Station Rotations
	Coast Guard Field Unit Officials Identified Potential Negative Effects on Operations, Personnel Readiness, and Retention Due to Rotation Challenges
	Coast Guard Has Taken Some Actions to Address Duty Station Rotation Challenges
	Coast Guard Does Not Have a Process to Routinely Collect Service-Wide Feedback on Duty Station Rotations from All Service Members

	Conclusions
	Recommendations for Executive Action
	Agency Comments and Our Evaluation

	Appendix I: U.S. Coast Guard Geographic Areas of Responsibility
	Appendix II: Breakdown of Household Goods Shipments for DOD Military Services Conducted Through the Defense Personal Property Program in Fiscal Year 2023
	Appendix III: The Global Household Goods Contract
	Appendix IV: Comments from the Department of Homeland Security
	Appendix V: Comments from the Department of Defense
	Appendix VI: GAO Contact and Staff Acknowledgments
	GAO Contact
	Staff Acknowledgments
	GAO’s Mission
	Obtaining Copies of GAO Reports and Testimony
	Connect with GAO
	To Report Fraud, Waste, and Abuse in Federal Programs
	Congressional Relations
	Public Affairs
	Strategic Planning and External Liaison


	d25107238high.pdf
	COAST GUARD
	Better Feedback Collection and Monitoring Could Improve Support for Duty Station Rotations
	Why GAO Did This Study
	What GAO Recommends

	What GAO Found


