Executive Summary

In August 2025, PCS Like A Pro conducted the second annual State of PCSing Survey to
gain a better understanding of the experiences of military families during their most recent
Permanent Change of Station (PCS) move. The purpose of the survey was to identify issues
with the Global Household Goods Contract (GHC), common challenges, evaluate
satisfaction with available moving options and support services, identify shortfalls in the
entitlements and highlight opportunities to improve the PCS process for service members
and their families.

Participation and Demographics

A total of 395 military families participated in the survey, representing all service branches
and a range of ranks, and family sizes. Respondents included 65% Officers, 35% Enlisted,
an average of 15 years in service, an average of 6 PCS’s with an average of 10,585 pounds.

Key Findings

¢ Overall Review: This year families experienced multiple experiences due to the
increased roll out of the GHC prior to its termination, as well as installations
operating in multiple programs which caused confusion for many. Families
experienced out of pocket expenses at a higher rate than previous years due to the
changing program and the rates configuration.

e Top Stressors: The leading sources of frustration this year came from the GHC,
reduced PPM rates of up to 50%, increased out of pocket expenses, out of date
entitlements, and lack of support programs.

¢ GHC: 37% of assigned shipments to the contract holder were turned back to the
military. Of the shipments that remained in their control, over 50% saw issues with
delayed pick ups and delayed deliveries. Through the GHC report we also find that
the DoD paid $3.2 million for shipments that were turned back.

¢ Personally Procured Moves: 77% of respondents who executed a PPM were in the
DPS system. 39% of PPMs were conducted using a container company while 12%
utilized a full service moving company. The decrease government constructed cost
impacted how families chose to execute their PPM.

¢« Entitlements: 70% reported their HHGs weight was not adequate enough for their
family which often forces them to get rid of many items before moving, or have
unclaimed partial PPMs. Families also report the financial strain on needing to ship
a second POV, secure a rental car while waiting for their POV, and fuel expenses.
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Additionally, families expressed concerns over advance DLA being denied due to

possessing a GTC and then experiencing the GTC being declined at common big box
locations.

Claims: Families find the claims process to be exhausting, complicated, time
consuming and unfair. 70% who filed a claim noted being paid significantly less than
what they claimed with 21% having transferred their claim to the MCO.

Support and Resources: Families report a lack of support programs and resources
for PCSing. Many report that when asking questions to the transportation and
finance offices they are often told that the information is on DPS, Military
OneSource or that they do not know. The information on Military OneSource is hard
to find, and there is no clarity from DPS on their questions. The installation briefs
also provide only information on how to set up the move, but nothing on actional
steps and advice for the process.

Common Issues: Repeated issues expressed each year continue such as poor
packing and handling, lack of clear and timely communications, delays in pick ups
and deliveries. Furthermore, families express confusion over inconsistent
interpretation of the regulations and policies between installation offices and
inadequately explained regulations and policies when asked for clarity.

Conclusions and Recommendations

Survey results highlight that while many families are adapting to PCS demands, significant
stressors remain—particularly regarding out-of-pocket expenses, cumbersome processes
and repeated systemic issues. Based on the data collected, the following actions are
recommended:

1.

Alternate Options Beyond the GHC The DoD should consider other options that do
notinclude a GHC type of program. Improving the current DPS program with an
upgraded technology system and mobile application ability will allow families to set
up and monitor their moves with ease.

Expand Entitlements Congress and the services should authorize entitlements that
will cover 100% of approved and expected expenses for military families relocating
on official orders. The PPM rates should be reestablished to ensure that families are
bearing an excessive out of pocket cost on a required move.

Increase PCS Support Offer in person counseling, expand current briefs to cover
more details on actual process and regulations, and create a standardization of how
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the regulations are interpreted to prevent service families from receiving multiple
answers from different offices for the same question.

4. Address Common Systemic Issues The DoD needs to address the common
systemic issues that occur yearly and provide more stress to families such as the
poor packing and handling, lack of clear and timely communications, delays in pick-
ups and deliveries with the moving industry to curve the stress.

The feedback from this survey will inform ongoing collaboration with the Department of
Defense/War, Members of Congress, senior leaders of the services, the moving industry,

and community partners to improve the overall PCS experience and reduce the burden on
military families.
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2025 State of PCS Survey Results

Notable Information

Average Number Years of Service - 15
Average Number of Completed PCS’s - 6
Average Weight of HHGs - 10,585
Average Family Size - 3.7
Average Lead Time for Orders - 3.6 Months
Majority of PCS Planning, Prep, Execution is the Spouse - 51.8%

Enlisted - 34.8%

Army 48.4% Officer - 65.2%
- 29.4%
4.8% PCS Like A Pro

From Duty Station to Duty Station

Coast Guard 1.3%



2025 State of PCS Survey Results

Transfer to the MCO C LAI M S

e 1/3of Respondents have never filed claim citing they have
Yes - 21.5% always done a PPM, it amount was not worth it, or they were
unable to due to other reasons

NO - 78.5 % . Process is described as exhausting, ineffective, time
consuming, stressful and unfair

e Claims that were less than $1,500 were paid in full and quickly

e Many respondents noted sentimental value loss and unresolved theft as notable concerns

e More than 70% of those who have filed a claim noted being paid less than the claimed amount for

items that were unrepairable
PCS Like A Pro



2025 State of PCS Survey Results

Orders
e Average Lead Time for Orders - 3.6 Months

Over 50% Reported Having Issues with Getting Orders Issued or Amended

e Missing or Incorrect Dependent Information
e Rank Changes
« EFMP Related Delays (incorrect/unnecessary enrollment, difficulty reaching
personnel, complex process)
e Lack of Funding
e Report Dates and Assignments Changing @
PCS Like A Pro



2025 State of PCS Survey Results

Entitlements
Current Entitlement Amounts Do Not Sufficiently Cover Accrued Expenses

Notable Concerns:
e Advance DLA is often denied to the GTC. Families use the advance to pay for items
and at stores often denied by the GTC
e Lodging costs routinely exceed the TLE rates, notably in high cost areas
e Pet Reimbursement is often unclear and confusing
e Entitlement rates do not keep with pace of inflation
e Reimbursements/Payment is often slow causing families to carry debt
e Service Members are not aware of the available entitlements
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2025 State of PCS Survey Results

Issues Identified When Moving

e Poor packing and handling leading to frequent breakage, loss and theft

e |Lack of clear, accurate and timely communication from movers and military offices
e Delays in pickups and deliveries

e Difficult and slow claims process

e Confusing, inconsistent or inadequately explained policies and entitlements

e High and often out of pocket expenses required of the family on a required move

e |nventory inaccuracies - poor labeling

Notables:

e Conducting a PPM has lead to fewer damages and more on time deliveries despite it being financially unrewarding
e The family doing advance planning and organizing has lead to better outcomes
e OCONUS moves often described as better organized and executed

e Many note that a smooth experience is “Luck of the Draw” on local crews
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2025 State of PCS Survey Results

Expenses That are NOT Currently Covered but Believe
They Should Be

e Rental Car (Especially for OCONUS)

e Shipping 2" POV

e Full Gas Reimbursement

o Full Pet Reimbursement for Expenses Listed in JTR

e Full Lodging Amounts (Larger Families that MUST Have Multiple Rooms)

e Childcare Expenses from Pack, Load, and Delivery Days (Free programs not available
everywhere)

e Unpaid Labor for Packing, Loading, Unloading on a PPM

e Move In/Move Out Cleaning Costs

e Higher Weight Allowance or Including Home School Gear as Spouse Pro Gear @m Like A Pro




2025 State of PCS Survey Results

HHGs Weight

SPOUSE PRO GEAR
Inconsistency in how moving companies recognize, and weigh spouse pro gear
Inconsistency among Transportation Offices in what is approved and denied
General and vague guidance in the JTR

70% - HHGs Weight
Auowan ceE is N Ot Punishes Home Schooling Families
unishes Work From Home Spouses
Enough P : F H S@pPCSLIkeAPm

Does Not Account for Family Size
Must PURGE Prior to Move
Promotes Minimalist Lifestyle
Promotes Having Cheap, Light Furnitur




2025 State of PCS Survey Results

PPMs @Pﬁsukem

Respondents report that prior to 2025, those who have done multiple PPMs have been
compensated adequately to cover expenses including their own time and labor.

DPS-76.7%

Method of Conducting a PPM 2025 MilMove
istorically o e Compensation was inadequate for covering actual expenses
like packing supplies and rental trucks
Rental 39% . Many reported out of pocket expenses not experienced in
SE% previous PPMs
Container Company 31% . Delays with pay processing
N > 2025 DPS
comboMethod o e Compensation during peak season did not adequately cover
15 expenses.
Full Service 199 . Non peak season compensation met expectations
e Many found they were not compensated for their time and labor
POV/Personal Trailer 1% with the pay
i 120/20 o 0 .0 . Delays and lack in clarity on what their payment would be




2025 State of PCS Survey Results

Reasons for Conducting a PPM in 2025

e Over 80% cited mistrust and negative experiences with HomeSafe, or government-contracted moves as primary
reason

e 2025 specific issues with contractor cancellations and shipment delays
e Family wanted control over the moving process and immediate access to HHGs

e 18% of respondents were “forced” into a PPM due to lack of available government movers or last minute
cancellations

o Current fear or previous direct experience of loss, damage, theft or abandonment of HHGs on government
contracted move

o Knowing others that had significant delays in delivery lasting weeks or months from government-contracted
moves (including HomeSafe) @Pcs Like A Pro



2025 State of PCS Survey Results

Did HomeSafe handle your move

G H C start to finish?
Yes
12.5%

Over 50% reported that HomeSafe
never contacted them or only sent
generic automated emails

24.5% opted for a PPM when their .
move was turned back/canceled

< 55% were unable to reach their move coorinator

MMMMMMM

- AF/SF 50% had their RDD missed by an average of 16 days

59% had a peak season pack/load date that were turned back

Navy Around 52% had their move turned
back days before their scheduled @pcs Like A Pro
move date



2025 State of PCS Survey Results

Notable Issues and Concerns with GHC

e \Weight estimates were always at the weight allowance or over it

e Surveyors were late, had difficulty scheduling or marked as complete when not performed

e Lack of communication from HomeSafe, and communication between HSA and the service provider

e Could not get a hold of assigned move coordinator, had no one assigned, only received response
when escalated, many times the customer knew more than the coordinator and would contact the
service provider for more informaiton

e Many reported that service providers were hired for the day and not for the job leaving many things
unpacked

e Customers were not happy when things showed up in freight trucks

e Delayed deliveries

e Poor accountability from HomeSafe towards service providers - Providers held shipments until HSA
paid them

e Forced todoaPPM

e Little to no support from the military for how HomeSafe was handling or not handling the situation
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2025 State of PCS Survey Results

AS the DoD looks forward on how to improve the PCS Experience, what

would you want to see?
e Improve accountability, communication and care
 PPM rates to be reinstated to amounts that fully cover expenses and adequately
compensate a family for their time and labor
e Properly pay and vet crews doing the work
e Streamline claims process so it is not slow, complex and unfair
e Improve support services for relocating families - childcare, pet relocation, rental cars
e Clarify confusing and inconsistent guidance from DoD, finance and transportation
e Desire for earlier and more predictable orders to allow family proper time to plan
e Improved training and education for both service members and support staff
e Improve the complicated and length reimbursement process @ |
e Improve support from transportation offices S



2025 State of PCS Survey Results

What are your thoughts on the DoD extending time at duty stations to reduce
the frequency of PCSing?

e Strong preference for opt-in/opt-out model based on individual and family needs

e Concerns about stagnation, lack of growth, missed promotion opportunities

e Duty station quality - concerns of being stuck at an undesired location/remote area

e Family stability - strong support for fewer moves to support children and spouse
careers

e Many see reduced PCS frequency as a way to reduce stress and financial burdens

o Calls for process transparency and clear communication for expectations
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2025 State of PCS Survey Results

Final Thoughts on PCS Experience

e PCSing is stressful and emotional with significant financial and logistical challenges

e 2025 was described by many as the worst PCS experience of their careers

e |Increased out of pocket expenses and inadequate reimbursement put a financial
strain on many families

e Communication issues are prevalent and severely lacking

e Frustration with inconsistent or insufficient training for transportation office staff

o Lack of accountability

e Positive experiences were noted by those who were proactive in self advocacy,
personal preparation or had exception support by friends/neighbors/family
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