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Executive Summary  

We are pleased to present the 2015-2020 Strategic Plan for Marion County Veterans Services. 

Our five (5) year Strategic Plan demonstrates our commitment to serving Marion County 
Veterans and their families. Since the 1940’s, Marion County Veterans Services has served as 
a liaison to the Department of Veterans Affairs (VA) Benefits Division.  

This office is available to serve 45,650 Marion County Veterans and their family members by 
providing information and filing claims. VA benefits consist of disability compensation, non-
service connected disability pension, death pension, dependency and indemnity 
compensation, burial benefits, healthcare, vocational rehabilitation, life insurance, home loans, 
appeals, and re-ordering decorations, ribbons, medals, and discharge documents. Our office 
also offers free notary services to Veterans and their families, along with many other services. 

Our goals for the next five (5) years are as follows:  

• Contact/Educate Veterans and their families in rural areas of Marion County, i.e., Ocala 
National Forest, points due north such as Reddick, point due south west such as Marion 
Oaks. 

• Seek out and identify other organizations that are able to assist Veterans and their 
families. 

• Provide training briefs to members of the National Guard, Army Reserves, and 
members of the Armed Forces who qualify for the Combat Duty Grant Program. 

Community Partners 

 Vets Helping Vets 
 Ocala Veterans Outpatient Clinic 
 351st Military Police Company 
 Operation Shoebox, Belleview 
 Fort McCoy VFW Retirement Home 
 Gainesville Veterans Center 
 West Port High School Army JROTC 

 Marion County Veterans Council 
 Over 46 Veteran’s organizations in Marion County 
 United Way First Call for Help organization 
 CLM Workforce Development 
 College of Central Florida 
 And a host of other groups and organizations 
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Strategic Planning Methodology 

Strategic Planning for Marion County Veterans Services involves gathering current and 
projected data from the Veterans Administration (VA), Florida Department of Veterans Affairs 
(FDVA), and Community Partners, regarding Marion County Veterans and their families. The 
data is then used to determine how we can better contact Veterans and their families, seek out 
additional organizational partners, better train our Community Armed Forces, and serve our 
Veterans and their families.  

Marion County Veterans Services intends to use a goal based plan for both long and short 
term strategic plan goals by using a SWOT analysis tool to determine the Strengths, 
Weaknesses, Opportunities, and Threats our department faces.  

The planning process:  
 

Define the current status of the market, core services, organization, and management 
 Perform a SWOT analysis 
 Define how the department fits into the long term vision for the County overall 
 Outline both short and long term goals 
 Demonstrate strategies and risks for each goal 
 Define outcomes of achieved goals 
 Detail performance measures, benchmarks, and financial management 

Stakeholders 
 
There are various stakeholders during the planning process that include, but are not limited to, 
the Marion County Board of County Commissioners, County Administrator, Assistant County 
Administrator, Internal Staff, Community Partners, and Marion County Veterans and their 
families.  

Potential Constraints 
 
Marion County Veterans Services is a department designed and committed to being an 
advocate for Marion County Veterans and their families. Our work load depends on both the 
growth of Marion County’s Veterans community as well as what each Veteran and/or their 
family member(s) needs and benefits are.  
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Current Situation 

Mission 
 
This office provides professional and courteous service to all Veterans and their families, 
consequently improving their quality of life.  

History 
 
MARION COUNTY VETERANS SERVICES 

According to our archives, Marion County Veterans Services was established in the area of NE 
1st Avenue Ocala, Florida in the mid-1940’s. The office was located on Osceola Avenue back 
in the early 1970’s. It was relocated, in 1987, the McPherson Government Complex on the 
corner of SE 25th Avenue and SE Fort King Street (currently the Marion County Parks 
Department). In June 2005, the office was again relocated one block north to its present 
address at 2528 East Silver Springs Boulevard. This location placed the office conveniently 
closer to the Ocala-Marion County Veterans Memorial Park and made our office more 
accessible.  

OCALA-MARION COUNTY VETERANS MEMORIAL PARK 

The Park is located at 2601 East Fort King Street, Ocala. Construction started in 1997 and the 
official ceremony was in 2002. It was rededicated in 2005, when the main pavilion was 
completed. Within the Park’s walls are 6,332 etched bricks with the names of service 
members, 226 etched granite benches, and over 100 historical plaques paying tribute to 
various wars and conflicts throughout the history of the United States. Some items in the Park 
have been purchased as a direct result of donations made by area businesses, organizations, 
and patrons. Visitors can appreciate the history of our Veterans from the birth of our nation to 
the present. The Park offers an opportunity to commemorate and honor the men and women 
who has sacrificed so much for our great nation. The Park office is staffed by highly motivated 
volunteers.  
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Organizational Chart 

 

Department Principles 
Veteran Services Director…………. Jeffrey Askew 
Veteran Services Supervisor……… Daisy Diaz 
Veteran Services Officers…………. Amy Cutchen 
 Steven Jacobs 
Veteran Services Specialists……… Jackie Chin 
 Delia Frosolono 
Staff Assistant IV…………………… Esther Gomez 
Staff Assistant II……………………. Rachel Wapinsky 
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Core Services 

• Filing Service Connected VA Claims 
• Non-Service Connected Pension Claims 
• Dependency and Indemnity Compensation (DIC) Claims 
• Burial Benefits 
• Education Benefits 
• Applying for ChampVA 
• Health Care Benefits 
• Certificate of Eligibility for VA Home Loan 
• DD214/Records/Medals 
• Executing House Calls (average 30 per year) 
• Speaking Engagements/Facilitating VA Eligible Benefits 
• Providing Notary Public Services at no cost to Veteran and their families 
• Aid to Combat Duty Grant Program 

 
Ocala-Marion County Veterans Memorial Park Events/Commemorative Items 
Placement 
 Special Events at Veterans Memorial Park. 

Memorial Day, Veterans Day, 4 Quarterly Memorial Ceremonies, Flag 
Retirement and average 13 other events. 
Facilitating Brick/Plaque/Bench Placement.  
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SWOT Analysis 
Strengths 

• Office Location 
• Knowledge of VA Programs 
• Properly Staffed 
• Abilities to handle stressful 

situations 
• Knowledge of DOD* forms 
• Customer Service  
• Teamwork 
• Multi-Award winning team 

 

Weaknesses 
• Personnel turnover 
• Access to Veterans medical and 

military records 
• Transportation for Veterans with 

mobility challenges 
• Reaching Veterans and 

surviving spouse in rural areas 
of Marion County 

• Occasional Communication 
gaps 

Opportunities 
• Partnerships with State and 

Federal agencies 
• Networking with Veterans 

organizations 
• Partnerships with Assisted Living 

Facility and Nursing Homes 
• Increased Veteran/family 

population 
• Community education 
• Market VA benefits on all 

available media 
 

  

Threats 
• Pension Poachers** 
• False rumors concerning VA 

benefits 
• VA Claims backlog 
• Weather conditions 
• Changes in Federal Politics 
• Timeline to adjudicate VA claims 
• Financial hardships 

* Department of Defense (DoD) 
** The Veterans Administration and Office of The Attorney General commonly define Pension   
Poachers as individuals who target elderly Veterans and widows to file a Pension claim with 
the intensions of receiving monetary gain. This can come in purchasing gift cards “as 
donations” or charging a substantial fee for redirecting their finances. 
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Vision 

Vision and Strategic Plan 
 
Provide professional and courteous services to all Veterans and their families, consequently 
improving their quality of life. We will create opportunities inside and outside of our brick and 
mortar building for outreach to Veterans and their families, ensuring the best services and 
information are available to them. 

Goals 

GOALS STRATEGY 

1. Increase Outreach to Veterans  Become more proactive in Veterans programs 
throughout the county. For example, ensuring 
we have representation at Homeless 
Standdowns, Veteran’s organizational 
meetings, Community meetings, and local 
radio stations. 

2. Streamline our services We will continue to streamline our services to 
ensure our Veterans and their families are 
receiving their benefits as quickly as possible. 
This includes using the Fully Developed Claim 
(FDC) process whenever possible. A Fully 
Developed Claim allows the Veteran and/or 
individual filing the claim to submit certain 
documents and have their claim adjudicated 
within 3-6 months vs. a traditional claim 
process which takes up to 24 months.  

 
Timeline 

1. Increase Outreach to Veterans Outreach should increase by 2 events per year.  
2. Streamline Our Services Proceed with the FDC procedures currently in 

place. We will review/revisit our website 
annually to ensure the most up to date and 
comprehensive information are available. 
Annual outreach to Veterans and their families 
will also streamline our services to individuals 
with mobility issues and/or technology 
hindrances. Our use of promotional items will 
also assist in ensuring the community is aware 
that this office is here to help them. Bi-annual 
training for Veteran Service Officers keeps our 
office abreast of the VA Best Practices. 
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Implementation Program 

Road Map, Timeline, and Milestones 
Goal #1 Increase Outreach to Veterans 

 
Roadmap Increase outreach education to Veterans by arranging rural community 

seminars. Stay up to date with other organizations who are hosting Community 
Services and Outreach to ensure we have a strong footprint in the community.  
 
This will require coordination with community services in the listed areas, as 
well as community advertising and marketing to ensure residents are aware of 
our program. 
 

Timeline 2015 • Start an outreach program at College of Central Florida aimed 
at contacting and educating younger Veterans.  

2016 • Conduct rural Outreach programs in the following areas 
o Marion Oaks 
o Dunnellon 

2017 • Conduct rural Outreach programs  
o Fort McCoy  
o Silver Springs Shores 

2018 • Conduct rural Outreach programs  
o “The Forest” 
o Macintosh 

2019 • Begin a monthly media release. 
2020 • Conduct one rural outreach per quarter, revisiting areas 

previously touched.  
o Marion Oaks 
o “The Forest” 
o Silver Springs Shores 
o Dunnellon 

 

 

  

MARION COUNTY VETERANS SERVICES – 2015-2020 9 



 

Goal #2 Streamline Our Services 
 

Roadmap Streamlining our services will be related to and included in our Outreach 
Program (Goal #1). This program will increase education to Veterans and their 
families that have transportation issues and/or are not computer savvy. In 
addition to these programs, our office will revisit our website annually to ensure 
that the information is up to date as well as ensuring that there is sufficient 
information for Veterans to find necessary check lists, benefits requirements, 
and eligibility requirements (i.e. Frequently Asked Questions (FAQ). We will 
also continue to promote our office through the use of promotional items such 
as cups, pens, mugs, etc. Veteran Services Officers will also continue to attend 
bi-annual training to remain up to date on all Federally used forms and claims 
processing. Thus, ensuring we provide the most current and streamlined 
process available through the Federal Government. 
 

Timeline Annually • Review/Revisit department website.   
Annually • Increase outreach to Veterans in rural communities. 
Annually • Continue office promotion by dispensing promotional 

items such as cups, pens, pencils, etc. 
Biannually • Continue bi-annual training for Veteran Service Officers. 

This training keeps the staff up to date with the most 
current forms and VA practices; ensuring that our office is 
using the best practices requested by the Federal 
Government. 
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Funding Needs 
• An Operational Budget which will address items such as staff training and education, 

office supplies, promotional items, communication services, off site programs, rural 
education, transportation, and maintain the brick and mortar office.  

• Personnel Budget which will keep our office staffed at an optimal level.  
• Capital Budget for improvement to Ocala-Marion County Veterans Memorial Park; 

which is funded through private donations.  
• Grants and Aid Budget which provides funds to aid private organizations and aid to 

Combat Duty Grant Program 
• Funding for Operations, Personnel, and Grants/Aid Budget are provided and approved 

by Marion County Board of County Commissioners.  
• The current budget for Fiscal Year 2014-2015 and projected budget through Fiscal Year 

2020 are provided under Financial Management.  

Department Vision 
To educate all Veterans and family members regarding City, County, State and Federal 
benefits.  This education is achieved by outreach to rural communities, our website 
information, pamphlets, newspapers, radio stations, Veterans organizations, community word 
of mouth, and in person by our friendly and knowledgeable staff.   
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Financial Management, Performance Measure, and 
Benchmarks 

Financial Management and Operating Expensesi
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Performance Measures and Benchmarksii 
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Sarasota Countyiii 

 
 
Veteran Services 
 
County Veteran Services unit provides 
assistance to Veterans and their families with 
filing claims for Veterans benefits. Benefits 
include:  
 

• Compensation for service related 
disabilities 

• Medical benefits 
• Pension for wartime Veterans with 

non-service related disabilities 
• Survivor benefits 
• Death benefits 

 
The unit also provides county assistance for 
burials of unclaimed bodies.  
 
For more information email Jerry Derrick: 
jderrick@scgov.net 
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Pasco Countyiv 

 
Welcome to Veterans Services 
Pasco County is home to over 54,000 Veterans and their 
families. Clients have served in all branches of the military 
from World War II to the present Global War on Terrorism. 
 
Pasco County Division of Veterans Services is a County 
agency created to assist the County's former, present and 
future members of the United States Armed Forces, their 
dependents and survivors. 
 
As advocates for veterans, the Division's team of state 
accredited service officers know the extent, meaning and 
application of the laws passed by the U.S. Congress and the 
Florida Legislature, regarding Veterans' benefits. 
 
The team provides direct assistance when claims for 
benefits earned by military service, need to be completed 
and submitted to the U.S. Department of Veterans Affairs. 
 
Our team will apply specialized knowledge in the way best 
suited to the needs of each Veteran and his or her 
beneficiaries. 
 
Assisting Veterans 
The staff is familiar with laws and regulations governing 
federal, state and local benefits. Their ultimate goal is to 
obtain all benefits the client is entitled to under these laws 
and regulations. The staff is prepared to assist clients with 
all necessary paperwork in order to obtain their rightful 
entitlements in the shortest possible time, including appeals 
preparation. 
 
Some of the services provided by the staff include but not 
limited to:  
• Claims preparation  
• Benefit counseling  
• State veterans nursing home applications  
• Military records search  
• Appeals 

 
The Veterans Service Staff looks forward to assisting Pasco 
County’s veterans and their families. 
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Polk Countyv 

 
You’ve already served your country, now 
let us serve you. 
 
Polk County’s Veteran Services is here to 
help current, former and future service 
members wade through the intricate and 
sometimes complicated process of 
obtaining military benefits.  
 
Many of Polk’s nearly 54,000 Veterans can 
take advantage of this free service, which 
can include providing information about: 
 

• Compensation  
• Education and training 
• Home Loans 
• Life Insurance 
• Military Pension 
• Survivor Benefits 
• Vocational Rehabilitation 
• Burial Benefits 
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Appendices 

Marion County Veterans Services 
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Ocala – Marion County Veterans Memorial Park: Brick Locator Map 
Park Open: Sunrise – Sunset 
Park Office Hours: 9 a.m. – 1 p.m., Monday – Friday 
Park Office Phone: 352-671-8425 
Park Address: 2601 E. Fort King St., Ocala, FL 34470 
Veterans Services Office: 352-671-8422 
www.marioncountyfl.org/veteransservices.htm 
Find a Brick, Bench, or Monument: http://marioncountyfl.org/departments-agencies/departments-o-
z/veterans-services/ocala-marion-county-veterans-memorial-park  
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Welcome to the Ocala-Marion County Veterans Memorial Park 
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West Port Army JROTC Adopts Ocala-Marion County Veterans Memorial 
Park on March 21, 2015 
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Veterans Memorial Park

 
Veterans Service Office 
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Strategic Plan References 

i Adopted Line Item Budget 2014-15. Retrieved from 
http://www.marioncountyclerk.org/_files/20142015AdoptedLineItemBudgetWeb2.pdf 
ii FDVA County Compensation & Pension Report: Fiscal Year 2013-2014. Retrieved from  
Report e-mailed to all Veteran Services Office County Directors from the FDVA 
http://www.va.gov/vetdata/  
iii Sarasota County Veteran Services Office. Retrieved from 
https://www.scgov.net/VeteranServices/Pages/default.aspx  
iv Pasco County Veterans Services Office. Retrieved from 
http://www.pascocountyfl.net/index.aspx?NID=167  
v Polk County Veterans Services Office. Retrieved from 
http://www.polk-county.net/boccite/Our-Community/Veteran-Services/  
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