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The Year of the Customer
Taking the next steps in our commitment

2015 marks the Exchange’s 120th 
anniversary. For 12 decades, the 

Exchange has been serving Soldiers, 
Airmen and their families, wherever 
they have served.  

In the short time I’ve had the honor 
to be part of the Exchange family, 
I’ve come to admire the associates’ 
commitment to serve those in uniform.  
For many associates it is personal—a 
family member is serving, or has served.  
It is for me—my Father was career 
Army, my brother-in-law was career Air 
Force. 

For the last two years, we’ve worked 
hard to make the Exchange more 
efficient to meet the demands of the 
smaller military. Each associate can take 
pride in what we have accomplished 
in those two years. Together we’ve 
improved earnings and secured the 
benefit for the Soldiers and Airmen we 
serve.

The big challenge: improving the 
customer’s experience

The same teamwork, the same 
commitment to the customer that made 
2014 so successful will enable us to 
tackle the next big challenge: Improving 
the customer’s experience. 

Retail has changed dramatically in 
the last five years. What was thought 

of exceptional customer service in the 
distant past has now become expected 
service in the eyes of the customer.

That is why I’ve declared 2015 to 
be the year of the customer. It is the 
next step in our commitment to the 
customer, our next opportunity to 
display our passion for our customers.

The customer’s experience begins 
with the store layout and the products 
buyers choose to place on the shelf or 
on our website, the price they negotiate, 
the availability of the product. So, too, 
are the brands of food we offer, the 
concessions and services in our mall, 
and the new website we launched.

Sales associates: transforming 
satisfactory into extraordinary

Once the customer walks through 
the door, our sales associates and 
cashiers take over delivering the 
customer experience. They bring the 
human, face-to-face interaction that can 
transform a satisfactory experience into 
extraordinary.  

Some examples already underway 
to improve the Exchange experience 
include offering new national brands in 
the stores and in our food operations, 
our new online shopping website, and 
planned improvements to our Military 
Star® credit card.  

New initiatives in the works include 
combining our first-run movies with our 
new food concepts into entertainment 
centers, transforming military life on 
Army posts.  

The customer’s experience is the 
sum of all of the Exchange facilities on 

the installation and our presence on the 
web. It will take the whole Exchange 
team, united in our passion for the 
customer, pulling together to improve 
the Exchange experience we offer our 
military customers across all business 
elements. 

You can help. Each of us should 
regularly ask, “What can I do to improve 
the customer experience, what can 
my team do?” Equally important, are 
there policies that prevent you from 
delivering an exceptional customer 
experience? If so, let your bosses know.

Our passion: taking customer 
experiences to the next level

The Exchange team has accomplished 
a lot in 2014—we can do the same in 
2015 for customer experience. Military 
families deserve an extraordinary 
experience. 2015 is the year our passion 
for the customer takes their Exchange 
experience the next level.  

About Trini:
• Years at the Exchange: 35
• Military affiliation: Husband, Juan, 

is a retired Marine who served 
24 years. Six children; three sons 
served in the Army, and one is 
stationed at Camp Casey, Korea. 
All three were once stationed in 
Iraq at the same time. She and her 
husband have eight grandchildren.

• First Exchange job: Cashier/
checker at age 16. “I remember 
standing at the register, looking at 
the sales & merchandising manager, 
and thinking, ‘One day, I want to be 
like him.’”

• Hobbies/adventures: Cardio, 
Zumba, kickboxing to stay in shape 
and relieve stress.

• Most memorable/rewarding 
Exchange experience: “As a 
manager at the Fort Sam Houston 
Military Clothing during Operation 
Desert Storm, we packed duffel 
bags with standard issue items to 
be sent directly to the troops who 
were deployed. It made me realize 
the magnitude of their service and 
support the Exchange provides to 
those deploying in harm’s way.” 
 
As Fort Belvoir's general manager 
while completing her master’s 
degree, she and her team worked 
with command and contractors 
to design, build and open the first 
Exchange town center, with shops on 
the ground floor and apartments for 
Soldiers on the second. 

Bringing in $3.6 billion in sales

❛If we replicate the service 
Soldiers and Airmen receive at 

Exchange Military Clothing Stores, 
we would be one step further in 

improving the customer experience 
across the board.❜

“Success is the result of the dedication and hard work of the entire 
team!” says Trini Saucedo, senior vice president of the Services, Food 
and Fuel Directorate.

Trinidad (Trini) X. Saucedo is senior 
vice president of the Services, 

Food and Fuel Directorate. Her team 
members provide name-brand services, 
concessions, vending, restaurants, 
theaters and fuel at more than 5,400 
facilities around the world to Soldiers, 
Airmen and their families.

 They are also responsible for the 
Department of Defense’s overseas 
school-meal program, four bakeries, 
two bottled-water plants and one ice 
plant. 

In 2014, these businesses generated 
more than $3.6 billion in sales, with 
earnings of $330 million.

Q: What are your team’s major 
initiatives?

We are working toward automating 
processes. Last year, we introduced 
a CONUS pilot for concession point-
of-sale (CPOS) tablets. Short-term 
concessionaires can input sales via a 
web application, which allows real-time 
sales reporting versus a manual process 
that took weeks or months to report. 

These sales now automatically 
book in IGLAS daily. Approximately 
1,500 tablets are used, with more than 

659,000 transactions totaling $2.5 
million through March 1.

The CPOS project will expand to 
long-term concessions and OCONUS in 
2015 to further automate this business.

In OCONUS food, we automated 
the payment process for online food 
ordering. The i360 program now 
accepts online credit cards at the time a 
customer places an order. 

This automates a manual process 
where customers had to be called to 
process their payment before their food 
could be delivered. 

New partnerships, POS system

We are also implementing a new 
point-of-sale system for the school-meal 
program that will improve tracking of 
purchases for student accounts and 
provide nutritional reports for parents.

In 2015, food will be part of the 
overall Exchange new POS project. This 
will bring new hardware and software 
to our food facilities, giving us new and 
exciting capabilities to better serve 
customers. (See related story, Page 5.)

We are seeking new partnerships 
that will bring healthier choices and 
options for categories to expand our 
portfolio with national brands for 
chicken, Mexican and Japanese-style 
dining options. These “better-for-you” 
meal options that our customers want 
support the Department of Defense’s 
Healthy Base Initiative and our own BE 
FIT program. 

New restaurants in 2014 included 
Boston Market, Denny’s “The Den” and 
Jimmy John’s Gourmet Sandwiches. We 
also introduced Papa John’s, Domino’s 
and Pizza Hut delivery locations.

Click here to read about the 
exciting things her team is doing for 
fuel and concessions.

Read about the many ways Trini’s 
directorate serves customers here.

The Exchange team has accomplished a lot in 2014—we can 
do the same in 2015 for customer experience.

Each of us should regularly ask, 
“what can I do to improve the customer experience, what can my team do?”

mailto:exchangepost%40aafes.com?subject=
http://bit.ly/1404p2shopmyexchange
http://bit.ly/1504p3BelvoirTownSquare
http://bit.ly/1504p3BelvoirTownSquare
http://1.usa.gov/1L7xtCM
http://bit.ly/1504p3BeFit
http://bit.ly/1504p3BeFit
http://bit.ly/1504p3Saucedo
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By Sandi Lute

Improving the customer experience 
involves more than increasing 
national brands in stores and online. 

It also means improving service to 
customers at the point of sale (POS), 
with registers and systems that:

• Protect their credit information
• Provide instant access to store 

inventory 
• Allow for mobile checkout right in 

the department 

Registers, docking stations and more

This month, the first phase of an $80 
million investment in a new Exchange 
POS system begins with replacement of 
more than 6,000 outdated cash registers 
at every retail and food facility. 

Later this fall, nearly 1,000 tablet 
docking stations will be installed to 
allow for mobile checkout at main 
Exchanges. 

Exchange  
history FunFact

Camp Kilmer, N.J. 
In 1946, Camp 
Kilmer, N.J., 
boasted the 
largest PX in 
the U.S. with 
$13 million in 
sales. 

The PX featured 
a 12-lane 
bowling alley, 
one of the 
few exchange 

alleys in the eastern U.S. Military 
personnel could also get their 
vehicles fixed at the repair shop 
without going off post.

Camp Kilmer opened in 1942 for 2.5 
million troops preparing to deploy 
to Europe during World War II.  The 
camp downsized in the 1950s as 
Fort Dix, N.J., took over its duties 
and closed in 2009.

GI Toyland at 
Camp Kilmer,  
1945

Celebrating the new website, improved delivery
Dallas HQ — Director/Chief Executive Officer Tom Shull, center, congratulates 
managers and associates for their work in the redesign and launch of the new 
shopmyexchange.com. He noted the work of associates in streamlining and 
speeding up delivery of products to online shoppers and modernizing the behind-
the-scenes technology.

Shull also presented Thanks awards to managers and associates for their work 
involving the Exchange's strategic priorities, “Transform the Online Store” and 
“Improve Online Fulfillment.” Photo by Sgt. 1st Class Aaron Eastman

Modern POS system begins rolling out this month 
$80 million in registers, technology will enhance customer service

The investment in updating the Exchange’s aging point-
of-sale system with 6,000 new registers, 1,000 tablet 
docking stations, software and a centralized server 
enhances our ability to provide exceptional customer 
service, improve productivity and reduce costs, while 
leveraging the technology needed to move forward as a 
retailer.

You will hear more on tablet 
capabilities later this year.

Impact on store operations

Installing the new NCR registers 
will have minimal impact on store 
operations; installation will take 
place during off-hours. Other than the 
look and positioning of the new NCR 
registers, the software functions will be 

similar to the old registers at the time of 
replacement. 

A roll-out schedule for the new 
register hardware is forthcoming. Your 
manager can share the installation dates 
for your store.

The new registers have 
interchangeable features, regardless 
of the facility in which an associate 
or manager accesses them to serve 
customers. Registers in the main 
store will be the same as those in the 
food court, Express, Military Clothing 
or troop store, which simplifies 
maintenance and support.

New software and a new server 
system are scheduled to be installed 
later this year. 

New enhancements

Along with new machines, these 
enhancements provide the Exchange 
with:

• Inventory tracking. Associates 
will be able to search for an item 
at any store. This will enable the 
fulfillment of online orders from 
store inventories.

• Centralized receipt database. 
Customers’ receipts will be in the 
system regardless of where they 
made their purchase.

• Centralized layaway tracking.
• Addition of PIN pads at food 

registers and acceptance of 
credit EMV/Chip and PIN cards 
at all registers.

• Touch-screen transaction 
management (Fall 2015).

The investment in updating the 
Exchange’s aging point-of-sale system 
with new registers, software and a 
centralized server enhances our ability 
to provide exceptional customer service, 
improve productivity and reduce costs, 
while leveraging the technology we 
need to move forward as a retailer.  

FunFact: the BX on TV Exchange patrons exchange blows, all over 
the BX associate in ABC-TV’s “No Time for 
Sergeants.” The associate, Millie 
Anderson, was played by actress 
Laurie Sibbald, who received her 
uniform from AAFES with the 
logo, right.

See the BX in these adventures of 1964’s “No 
Time for Sergeants.” Notice the BX sign at “Oliver 
AFB” and the sergeant’s “BX survival kit.”

Except for “M*A*S*H*”and “Army Wives,” do you 
know of movies and TV shows that mention or 
have scenes in a PX/BX? Send your answers here.

Here’s what you told us about our core values
By Philanda Morgan

A one-question survey can reveal a 
lot about what people are thinking. 

We recently asked associates which core 
value is the most important. 

Of the 802 who responded, an 
overwhelming 50 percent said “Respect 
Everyone” is most important. “Family 
Serving Family” ranked second at 27 
percent, with “Courage to Use Good 
Judgment” at 23 percent. 

What do the results tell us about our 
associates and core values? It’s difficult 
to know based on the data. Fortunately, 
our associates are expressive—30 
percent of respondents provided 
personal comments, and we’re glad you 
did! 

Here is what’s on associates’ minds:

Respect Everyone

• “Respecting others is the essence 
of our core values. If we don’t 
practice it, we cannot serve 
families or have the courage to 
use good judgment.”   

• “You can win over anyone with 
respect. A little goes a long way.”

• “Respect Everyone is the common 
core that covers Family Serving 
Family and Courage to Use Good 
Judgment. Without RESPECT 
between associates and co-
workers, management and 
associates, the core values cannot 
be communicated to all through our 
customers.”

• “We do not always do a good job 
respecting our employees.”  

Family Serving Family

• “The U.S. military is the world’s only 
military that takes care of its troops. 
It’s more than camaraderie; it’s a big 
family, and the Exchange has always 
been a major part of the family.”

• “Family Serving Family makes us 
unique compared to any other 
retailer.”  

• “Family Serving Family is very 
important to our corporate 
culture, and is our company’s 
heart and soul. It’s what sets us 
apart from all other retailers. 
Each of us probably has a story to 
tell of serving our warriors.”

Courage to Use Good Judgment

• “There are times when making the 
right decision may not be the easiest 
decision to make, but the decision is 
best for the Exchange. That can take 
courage in many ways.”

• “Bad judgment at any level of 
the company makes dents in our 
armor; it can hurt our reputation, 
our benefits and our jobs. Find 
the best option when faced with 
a situation, double-check with 
someone you trust that it really is 
the best option, and then listen to 
what they say.”

• “Employees too often say when they 
do try to use common sense, good 
judgment or take risks, they get in 
trouble with management. So they 
stick with exactly what managers 
have told them so they don’t get in 
trouble.”

http://bit.ly/1504p5shopmyexchange
http://bit.ly/1504onlineawardsp4
http://bit.ly/1504p5YouTubelink
mailto:smithstev%40aafes.com?subject=PXs%20in%20movies%20%26%20TV


him. She said he was caring and made 
her feel like she was somebody.

Dwight Groves, 
James McQuage
Europe/KMCC, Germany

I was looking for 
a specific item in the 
electronic section. Most 
times, I’m told that if 
it is not on the shelf, 
then we don’t have it. 
Two of your associates 
took time to go to the 
back of the store several 
times and found exactly 

what I wanted. Dwight and James did 
an excellent job. Their hard work is 
appreciated.

Martha Collins
Pacific/Yokota AB, Japan

I visited the Military 
Clothing store to buy a 
mess-dress package, but 
feared that it would take 
two hours to find the 

right sizes. Martha provided outstanding 
customer service, knowing immediately 
what sizes I needed. While I was in the 
dressing room, Martha gathered all the 
extras and had everything ready to go. I 
was in and out in 20 minutes! 

Click here to see associate Thanks 
awards and anniversaries. 

awesome one. Because of Mina, we will 
be returning.

Fermin Duran
Western Region/
Fort Bliss, Texas

My wife and I went 
to the Exchange to buy 
a Verizon cellphone 
recommended by family 

and friends. We had already visited 
three stores in El Paso. We were met 
by a very professional person, Fermin, 
at the Exchange Mobile Center. Since 
we’re both in our 70s, we were hoping 
for a salesperson with patience and 
knowledge to communicate with two 
seniors and ensure we understood the 
different programs and get the best 
phone service at the best price. We 
could not have found a better sales 
person than Mr. Fermin, a real asset to 
the Exchange.

Brandon Deramee
HQ/Exchange Credit 
Program Call Center

A customer let us 
know that Brandon 
did an awesome job 
helping him and taking 

the stress out of the call to ECP. He 
appreciated that Brandon offered him a 
way to get things back on track through 
the payment assist program.

Another customer called to let us 
know she wished everyone was like 

Noble Mann
Eastern Region/
Fort Lee, Va. 

Mr. Fitzgerald visited 
to get dress blues for his 
father, who had passed 
away recently. He took 

his father’s dress greens with him. The 
store was extremely busy that day. 
Noble Mann received the dress greens 
and said, “I got you.” Knowing the 
tight deadline, Noble spent two hours 
getting all needed insignia and taking 
everything to alterations, where a rush 
order was placed on three badges. Mr. 
Fitzgerald drove back on Wednesday, 
and Noble had everything ready. Mr. 
Fitzgerald has worked in customer 
service for years, and said that Noble 
is definitely the type of employee he 
would want working for him. He is so 
impressed with this man! 

Guillermina Bonar
Central Region/
Fort Sill, Okla.

We thank Mina at 
the main Exchange for 
her courteousness and 
professionalism. She 

went out of her way to see if she had 
my size in the ladies’ department. To 
my surprise, she found the size in the 
back. Not only did she bring the color 
I requested, but a few more to see if I 
would be interested. Thank you, Mina, 
for making our shopping experience an 
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Recognizing the front lines: calling out the top associates
These exemplary associates served customers, increased sales, focused on solution selling, boosted Military Star® usage 

and turned losers into winners, among other achievements. They will receive special coins from President and Chief 
Operating Officer Mike Howard. Read more about them here.

Eastern Region
Sherita Boyd, Fort 
Gordon troop store
Akeem Scott, U.S. 
Military Academy Subway
Wanda Lomas, Patrick 
AFB Services

Central Region
Hernalyn Verde, Fort Polk 
Express
Evanerissa Matic, Fort 
Riley Burger King
Melanie Freed, Fort 
Leavenworth/Whiteman 
AFB Services

Western Region
Paul Leyva, Presidio of 
Monterey main store
January Wasile, JB 
Elmendorf/Richardson 
Starbucks
Jeanette Preston, Colorado 
Springs Services

Overseas/Pacific
Tull Sangran, Camp 
Casey main store
Analyn Sample, 
Camp Casey Popeyes
Un Chong Ki, Korean 
Northern Exchange 
Services

Overseas/Europe
Phelma Pelipog, 
Camp As Sayliyah
Martina Friese, 
Spangdahlem AB 
Charley’s
Bahattin Basarir, 
KMCC Services

Travis AFB, Calif. — General 
Manager Morris Howard presents 
a special coin from President 
and Chief Operating Officer Mike 
Howard to Christine Blakemore for 
a glowing customer comment. She 
also received a signed card saluting 
her, a $25 Exchange gift card and 
an Exchange pin.

“That is what it's all about,” Mike 
Howard said. “People like her make 
us great.”

Kadena AB — Managers Jessica 
Provan and Maurice Benas receive 
special coins from a Sailor for 
coming through in a pinch for his 
shipmates.

Kadena provides $100,000 in 
emergency products to Navy ships
Ships about to depart for 30 
days at sea—with no supplies

Kadena AB, Japan — To Jessica 
Provan at Kadena AB, Japan, this 

is why Exchange associates show up to 
work every day:

On a recent Thursday, the Okinawa 
Exchange received emergency product 
orders worth $57,000 from two Navy 
ships at nearby White Beach to get 
ready for 30 days at sea. After associates 
scrambled to fill the orders that the 
ships’ original supplier could not 
provide, troops aboard one of the ships 
came back with a $45,000 emergency 
soda order that the supplier had 
canceled with no notice—and this ship 
serves 3,000 Sailors and Marines.

Working closely with the Exchange’s 
Okinawa Distribution Center and 
vendors, associates provided 40 
pallets of soda to the ship, while still 
serving Sailors and Marines who were 

bused to the main Exchange. In total, 
Kadena associates provided more than 
$100,000 in food, snacks, sodas, portable 
electronics, shaving cream, deodorant, 
shampoo and other items to the panicky 
troops. 

“When they heard their order had 
been canceled, the devastated crew 
felt like they had nowhere else to go,” 
said Provan, a sales & merchandising 
manager. “We were able to make their 
request happen within hours. The 
Exchange team knows this is why we 
show up to work every day: to take care 
of our customers.

“This further proves that it’s not 
always about the money, but about 
going the extra mile to make sure our 
customers are taken care of.”

To show their gratitude, a ship 
serviceman 1st class presented Provan, 
Sales & Merchandising Manager 
Maurice Benas and Store Manager 
Ann Yi with special coins from his 
commander.

With the theme “Game Changing 
Innovation,” the Exchange 

will hold its first virtual MSM/GM 
conference April 28.

Managers from throughout the world 
will link with headquarters staff from 
their own computer screens rather than 
flying into Dallas.

“The virtual classroom will 
encourage rich, engaging experiences 
with a live audience chat and many 
other features, almost as if participants 
are going to be actually in Dallas,” said 
Denise Hunter, executive administrator 
to Director/CEO Tom Shull. “We want 
to make this first virtual MSM/GM 
conference our best annual gathering 
ever.”

‘State of the Exchange’

Like past conferences in Dallas, this 
one will open with Shull’s “State of 
the Exchange,” award presentations, 
question-and-answer session with 

senior managers, and information on 
conference activities.

From April 28 to May 5, managers 
and associates can view conference 
presentations on the MSM/GM portal. 
All sessions will be recorded so 
managers can review them and share 
them with store associates.

Another live session comes May 6, a 
Q&A session for directorates that most 
directly affect region sales and earnings. 
A moderator will field questions, and 
each directorate will get 15 minutes of 
Q&A time.

See 2015 MSM/GM Conference 
Virtual Plan for more details.

Look for full coverage of the MSM/GM 
conference in the Exchange Post.

April 28

MSM/GM conference going virtual

http://bit.ly/1504p6Thanksawards
http://bit.ly/1504HowardAssociates
http://bit.ly/1504p7glowingcomment
http://bit.ly/1504p7NEWmsmguide
http://bit.ly/1504p7NEWmsmguide
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Earth Day FunFact: 

6,500
tons

That’s how much trash the 
Exchange diverts each year for 
recycling in CONUS—40 times the 
weight of a typical house and 800 
times heavier than an elephant.

The recycling results in more than 
$350,000 in revenue—and that’s 
no chump change to the Exchange.

More Earth Day FunFacts

37 percent — How much an 
Exchange project at Kentucky’s Fort 
Campbell cut its energy bills

$18,000 a month — What 
that percentage equals in bucks

Those savings equal:

29 — Vehicles being taken off 
the road

154 tons — 
Carbon dioxide 
from the air each 
month

Earth Day is April 
22, the 45th anniversary of the 
special day devoted to sustainability 
and energy conservation at work 
and home.

Check out the Exchange’s 
sustainability portal.

Follow deputy director 
and senior enlisted  

advisor on Twitter

How well do you know the installations we support?
This month, get to know the mission and unique customers  
at Fort Benning, Ga., and Lackland AFB, Texas 
Fort Benning, Ga.—“Home of the Infantry”
Established in 1918 and named after Confederate General Henry L. Benning, who had lived in Columbus, Ga.

The road to becoming an infantry 
Soldier or officer begins here with 

14 weeks of grueling basic training.
Located in Columbus, Ga., Fort 

Benning is home to the U.S. Army’s 
Airborne School, aka Jump School, and 
the Army’s Ranger School. Only about 
50 percent complete the grueling 61-
day course.

Infantry Combat 
Training 
The Infantry insignia 
is 1795 muskets, 
introduced in 1875.

U.S. Army Airborne School
The basic parachutist’s 
badge is awarded to 
military members who 
complete Airborne School.

U.S. Army Ranger School
The Ranger Tab is one of 
four permanent individual 
skill tabs for Soldiers. In 
order of seniority, they are 
the President’s Hundred 
Tab, Special Forces Tab, 
Ranger Tab, Sapper Tab.

619 associates; 35 percent are military spouses and other family members. 

Family Serving Family

1
Main

Exchange

7
Expresses

21
Restaurants

1
Mini Mall

Lackland AFB—“Gateway to the Force”
Built in 1941, Lackland AFB, part of Joint Base San Antonio, was named after Brig. Gen. Frank Lackland, who 
originated the idea of an aviation cadet reception and training center.

Lackland AFB is home to basic 
training for Airmen, Air Force 

Reserve and Air National Guard. 
The base features the 10-week 

Pararescue Indoctrination Course, the 
beginning of a two-year journey to 
become a pararescueman.

Lackland is also home to the 25th 

Family Serving Family

1
Main

Exchange

4
Expresses

21
Restaurants

2
Mini Malls

There are more than 200 million 
Twitter accounts in the world today. 

If you pick only three of them to follow, 
make it @ExchangeDDawg,  
@ExchangeChief and @ExchangeAssoc.

Deputy Director Mike Immler and 
Chief Master Sgt. Sean Applegate, the 
Exchange’s senior enlisted advisor, have 
taken to the Twittersphere to update 
everybody on their travels, recognize 
associates who are doing the right 
things and provide other Exchange 
information you’ll find only on Twitter.

For instance, Immler often travels 
to Washington, D.C., to meet with 
Department of Defense officials and 
lawmakers. Find out what’s in the 
works in the halls of the Pentagon and 
Congress that may affect the Exchange.

Follow Immler @ExchangeDDawg, 
hashtags #DDawgInDC or 
#DDawgOnTour. 

Chief Master Sgt. Applegate’s 
handle is @ExchangeChief, hashtag 
#followthechief.

Don’t forget to tweet your best 
pictures from the stores for the 
Exchange Post, @ExchangeAssoc.

The Air Force Reserve celebrates its 
67th anniversary April 14 followed 

by the Army Reserve’s 107th birthday 
April 23.

Created by President 
Truman in 1948, the Air 
Force Reserve today has 
68,000 trained members.  

Although the Reserve comprise only 20 
percent of the Air Force’s manpower, 

more than 20 percent of the Air Force 
missions are accomplished through 
efforts of the Reserve.

The Army Reserve dates 
to 1908, fighting in every war 
and skirmish since then, while 
participating in humanitarian 
and peacekeeping missions.

There are 1 million members of the 
Reserve at any given time.

Happy birthday, Army and Air Force Reserves!

Air Force, formerly known as the Air 
Force Intelligence, Surveillance and 
Reconnaissance Agency. The agency 
has 20,000 active, Reserve and Guard 
military and civilian members serving at 
75 locations worldwide.

QuoteUnquote

❛With everyone’s budget tight . . . that extra 10 percent savings on new accounts made a difference! 
Customers were glad to have more money in their pockets so they could buy other necessities or 
splurge on themselves.❜

– Antonio Porter, 
general manager, Puerto Rico Exchange.

See the foot-long award he presented to his staff for their hard work in a Military Star® contest. 

490 associates; 36 
percent are military 
spouses and other 
family members. 

http://bit.ly/1504p8Earthday
http://bit.ly/1504p8sustainabilityportal
http://bit.ly/1504p9Benning
http://bit.ly/1504p9Benning
http://bit.ly/1504p9Airborne
http://bit.ly/1504p9Ranger
http://www.jbsa.af.mil/
http://bit.ly/1EHVGvD
http://bit.ly/1504p9Army
http://bit.ly/1504p8AFreserve
http://bit.ly/1504p8AFreserve
http://bit.ly/1504p8ArmyReserve
http://bit.ly/1504p9Army


When eating in an Exchange 
food court, which is your favorite 
restaurant?

•  Burger King
•  Charley’s Philly Steak
•  Popeyes
•  Subway
•  Taco Bell
•  Other

Click here to give your answer. We want to hear from you! See 
more about our restaurants here. 

LOSS PREVENTION & SAFETY | Protecting Earnings and Life

Caught . . . doing the right thing!
An Exchange core value: the courage to use good judgment
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① Wrigley Starburst Jelly Beans
②  Tootsie Easter Mini Blow Pops
③  Lindt Milk Chocolate Gold Bunny
④ Pez Easter Dispenser
⑤ Nestlé Crunch Egg
⑥ Russell Stover Milk Chocolate

 Marshmallow Egg
⑦ Russell Stover Milk Chocolate Coconut

Nests
⑧ Russell Stover Dark Chocolate Coconut

Cream Egg
⑨ Just Born Yellow Peeps
⑩ Russell Stover Caramel Egg

Top selling Easter Candy

$3.25 million
That was the total sales 
of Easter candy at the 
Exchange in 2014, an 
11.4 percent increase 

from the prior year.

Keesler AFB, Miss. — Associate 
Shirley Stoker was caught doing the 
right thing for spotting a possible loss 
to the Exchange. She notified Loss 
Prevention of a shopper walking toward 
checkout while wearing merchandise 
that didn’t have a visible price tag. 
The customer conceded that she had 
forgotten she was wearing the clothing 
item—and decided not to buy it.

Fort Knox, Ky. — To alert motorists, 
trucker Bill Mullins, who drives out of 
the Exchange’s facility in Dayton, Ohio, 
did the right thing by placing a large 
safety cone to alert oncoming traffic 
that he was about to unload Class Six 
merchandise. 

A passing associate thanked Mullins for 
completing a safe act.

Beale AFB, Calif. — Warehouse 
Foreman James Gillaspie conducts a 
monthly check of fire extinguishers 
at the main store. He also ensures 
that all extinguishers receive annual 
maintenance.

Carlisle Barracks, Pa. — Visual 
Merchandiser Fernando Marenco was 
caught doing the right thing by properly 
using a ladder to put a sales sign up on 
the sales floor rather than risking injury 
by reaching too far.

9 actions that  
distract you 

from safe driving
April is National 

Distracted 
Driving Month. These 
actions rob your 
attention while you’re 
behind the wheel:

 ❶ Texting or cellphone and
smartphone usage

❷ Eating and drinking

❸ Talking to passengers

❹ Dealing with and pacifying
children

❺ Grooming

❻ Reading maps or
newspapers

❼ Using a navigation system

❽ Watching a video

❾ Adjusting the radio or 
another device

According to a U.S. government 
website, distraction comes by taking 
your hands off the wheel, eyes off the 
road and mind off driving.

So what's the thing that’ll do all 
three? Texting. 

Sending or receiving a text takes 
your eye from the road for about 4.6 
seconds—the equivalent of driving 
across a football field at 55 mph 
blindfolded. 

Scary thought, isn't it?
Commit to driving phone-free today.

West Coast DC, Calif. — There's a right way to cut boxes 
and a wrong way. Just ask Materials Handler Elgito Tugade. 
While patrolling the distribution center, a loss prevention 
associate saw Tugade display great focus and technique 
while using a box cutter on a box of merchandise. Tugade 
kept continuous eye contact with his work and cut away 
from his body to avoid potentially serious injury. 

Customer Service 
Flashback

Editor’s Note: 
The following 
Exchange Post 
article appeared 
in October 

1959. The message is as true today as 
it was nearly 56 years ago. The story is 
written with the masculine pronoun, 
“he,” which was common in those days, 
although women did serve in special 
Army and Air Force units. 

A customer is the most 
important reason for our 
doing business. He is not an 

interruption of our work—but the 
purpose for it. He brings us his wants 
and it is our job to fill those wants.

A customer is part of our 
business—he is not an outsider. He 
may not always be completely right, but 
he must never, never be made to feel 
that he is wrong.

A customer is not dependent upon 
us—we are dependent upon him. 
He deserves immediate and courteous 
attention whether he wants to make a 
purchase or merely desires information.

He is not a cold statistic—but a 
flesh and blood human being with real 
feelings and emotions just like ours.

A customer is a person who 
makes it possible for us as exchange 
employees to get our pay checks. 
He forms his impression of Exchange 
service from the personal experiences 
he has with its employees.

He is not someone with whom 
employees should argue with or match 
wits. He is someone to satisfy.

He is deserving of the most friendly 
and attentive treatment we can give 
him.

He is the lifeblood of this and every 
other business.

April Pulse Survey

Easter FunFacts
61%
That’s the percentage 
of Easter candy sales 
at the Exchange 
that are chocolate 
products.

http://bit.ly/1510p10Pulse
http://bit.ly/1504p11Distraction


Wellness is 
a lifelong 

journey, from 
staying healthy 
to managing 

conditions. 
Your 

Exchange 
medical plan with Aetna includes these 
free programs and services to help you 
enjoy better health:

• Simple Steps To A Healthier 
Life, an online program to help 
you lose weight, eat healthier 
and manage stress. Start by 
completing the online health 
assessment, then receive a report 
and recommendations about 
online wellness programs. Earn 
a $50 health incentive credit by 
completing or updating the health 
assessment.

• Aetna Health Connections 
Disease Management Program, 
pairs you with trained nurses, 
who can help you manage chronic 
health conditions. Contact Aetna 

Member Services at (800) 367-
6276 for more information.

• The Informed Health Line is a 
toll-free phone number, (800) 556-
1555, staffed by registered nurses 
who can answer health questions 
and help handle immediate non-
emergency issues and concerns.

• The Aetna Pharmacy Advisor 
Program is also a toll-free 
number, (877) 418-4128, 
that lets you talk with 
pharmacists 
who can 
help with 
medication 
questions and 
concerns. 

• Discounts. As an Aetna member, 
you get discounts on vision and 
hearing care, fitness memberships, 
natural products and services, 
weight-management programs, 
and other initiatives. 

Access your discounts here or 
contact Aetna Member Services, (800) 
367-6276.

Get expert 
funeral 
help here

Need help making funeral 
arrangements within 48 hours of 

a loved one’s death? Everest Funeral 
Planning and Concierge Services 
offers 24-hour assistance with:

• Guiding you with decisions.
• Sharing options, but never 

recommending one product or 
service over another.

• Researching prices.
• Organizing phone calls with 

distant relatives.
• Working with a funeral director.
• Documenting and storing end-

of-life wishes securely before a 
death occurs.

Aetna offers the free services 
to Exchange associates with life 
insurance. To get started, go here 
and enter your email address and 
enrollment ID, AETNA0055. If you 
don’t have a computer, call (800) 913-
8318 in the U.S. and 011-1-905-754-
1922 overseas.

13EXCHANGE POSTAPRIL 2015 |

YOU AND YOUR BENEFITS | Keeping Healthy & Happy

12 EXCHANGE POST APRIL 2015|

s Intensify National Brands

Find this and other Samsung 
products at your Exchange and 
online at shopmyexchange.com

The Samsung Gear 2 can match your style, 
mood, and lifestyle with more options and 

choices to show off your individuality.

Quit smoking: Your heart will thank you
What would happen if you used the 

benefits in the Exchange health 
plan to stop smoking?

Well . . . 
• Your heart would start recovering 

the very next day.
• Your risk of heart disease would 

drop sharply after two years.
• You’d be less at risk for many 

cancers. 

• Your wallet will be fatter because 
you’re not buying cigarettes.

• Your smile would be brighter.

• You’d have more energy.

Full coverage, prescription medicine

The only way to quit smoking is not 
smoke less, but to quit for good.

Full coverage with no copayments 
provides a 180-day supply of the 
following prescription medications that 
can ease withdrawal symptoms and 
help you succeed in quitting: 

• Bupropion SR

• Nicotine gum, inhaler, lozenge, 
nasal spray or patch

• Varenicline

Getting counseling

Your preventive-care benefits 
will continue to cover eight smoking 
cessation counseling sessions every 
12 months. Discuss the advantages of 
quitting with your doctor.

For more info, call Aetna Member Services, (800) 
367-6276; for Aetna International, (888) 506-2278.  

Get more tips to quit smoking. 

4 great, and free, health programs  
in the Exchange’s medical plan

http://bit.ly/1504p12Aetna
http://bit.ly/1504p12Everest
http://bit.ly/1504p12Everest
http://bit.ly/1504p12
http://bit.ly/1504p12QuitSmoking
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Services, Food and Fuel: Improving the customer experience

New Car Sales

#1 dealer for Ford Mustang, Ford 
Focus, Ford Fiesta, Dodge Dart and 
Harley Davidson in the world

Dental clinic

1st dental clinic to open in 
shopping mall at Fort Hood in 
summer

In 2014, the Exchange added 74 name-brand restaurants. This year, we’re talking 
with national brands like Raising Cane’s, Chipotle and Krispy Kreme to bring 
more of the brands our customers want.

In Services, we continued to expand and grow earnings by adding or extending 397 businesses. We’re 
collaborating with eCommerce to build a virtual service mall that will open up endless possibilities for 
new businesses and sales. 

Two fuel industry experts were recently hired to grow and improve the fuel program. 
Upcoming initiatives will be automating fuel reporting and price surveying to take 
the burden off local managers and free up time for more customer and associate 
engagement. 

$3.6 billion in sales $330 million in earnings

14 CONUS first-run titles

109 OCONUS first-run titles

1.7 million moviegoers

Theaters

180,000 Redbox rentals a month

659,000 tablet transactions FY14

Services/Concessions

26,000 vending machines

164 vision-care locations

10 million haircuts

Services/Concessions

79,261,624 customers served 

1,083,507 salads sold

10,470 food service workers

Restaurants

4 commercial bakeries 

2 for bottled water, 1 for ice

Plants

4 commercial bakeries, 2 bottled 
water plants bringing baked goods 
and water to customers overseas
13 million pounds of flour

1 ice plant

Schools

16,000 school meals served per day

80 schools in 9 countries

Expresses and Fuel

256 Express fuel facilities:

212 CONUS

44 Pacific/Europe

1,452 gas pumps 

150 to 200 fuel deliveries a day

450 million gallons of gas sold 
annually

$127  million in gross profit

23% of total Exchange sales
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Find these and other Toshiba 
products at your Exchange and 
online at shopmyexchange.com

s Intensify National Brands

Esso Fuel Card 
Program Manager 

Ruth Wagner has 
spent much of her 
Exchange career on 

deployment. 
In 1995, when Ruth first 

became interested in deploying during 
the Bosnia conflict, she was told local 
nationals like her were not allowed to 
deploy with the Exchange. Wagner did 
not let that deter her ambition.

She began a campaign to the Europe 
Region’s then-vice president, Roger 
Perez, and then-senior vice president, 
Mike Cunningham, so she could go.

 “I love the different challenges and 
adapting to different environments, 

living conditions, fast pace work, but 
most of all, I love the people,” Wagner 
said “I have been going to Kuwait for 
13 years and have met some of the 
most dedicated third-country nationals 
who can move an unbelievable amount 
of merchandise.” 

Many deployments in 35 years of service
“I deployed to find the true meaning of the mission of the Exchange and what it stands for.”

FunFacts:  
Ruth Wagner’s deployments
Hungary—1996, 1997, 1998
Kosovo—2000
Iraq, Afghanistan, Kyrgyzstan,  
Kuwait, Qatar—2004, 2005, 2006, 
2007, 2010, 2011, 2012, 2013, 2014

Welcome home from contingency inventory!
Camp Arifjan, Kuwait — Twenty-seven associates from throughout the world 
pose for a picture before heading out to conduct inventory at 34 stores throughout 
Southwest Asia and the Middle East. They completed their tasks in 14 days and 
returned home safely.

They are Crystal Bartlett, Stephanie Brawner, William Davis, Ikuko Dillon, 
Yolanda Gonzalez, Claudia Guzman, Taysirul Huq, Chenelle Husband, Paula 
Jones, Valerie Ledford, Kelli-Jo Marass, Diana Morgan, Michael Torok, Chris 
Ward and Chad Young, all of HQ; Deon Glenn, Fort Bragg, N.C.; Jerome Melillo, 
Fort Carson, Colo.; Sonja Burrows, Gruenstadt, Germany; Andrea Eickelberg, 
Ramstein AB, Germany; Nathan Houk and Heath Wilson, both from Afghanistan; 
Darrell Lambert, Wiesbaden, Germany; David Leon, Panzer Barracks, Germany; 
Trish Schirmuly and Ruth Wagner, Europe HQ; and Chris Tungkanak, Kuwait. 
Not shown in the picture is retiree Georgia Ponio, who came back to help.

Exchange: one of top 
agencies for diversity 

A leading website for diversity issues 
has named the Exchange one of 

the top 25 government agencies for 
multicultural business opportunities.

More than 1.3 
million business 
owners participated in 
DiversityBusiness.com's 
online poll to determine 

the top 25. The U.S. Postal Service and 
NASA topped the list, with the Exchange 
coming in 12th for providing business 
opportunities to women- and minority-
owned companies throughout the United 
States.

A complete list of winners here.

FunFact: Very special customers

1.5 million
That’s how many children have a 
parent or parents serving in the 
U.S. military. To recognize their 
sacrifices, Exchanges will celebrate 
April as the Month of the Military 
Child with parties and other events 
just for them.

In 1986, Secretary of Defense 
Caspar Weinberger designated 
April as the Month of the Military 
Child to honor children who endure 
deployed parents, frequent moves, 
new schools and continually 
making new friends.

Above, Associate Paula Barbieri at 
Italy's Aviano AB reads to children 
during last year's Month of the Military 
Child festivities.

http://bit.ly/1B6HXr3


Core Value: Family Serving Family

Dyess AFB, Texas — Area Manager Tom 
Gross presents a coin from Director/
CEO Tom Shull to Associate Jackie 
McKelvey for providing outstanding 
service to a retiree. In a letter to our 
director/CEO, the retiree praised 
McKelvey’s dedication, compassion and 
commitment as she helped him get a 
new uniform. The retiree said he would 
wear the uniform to honor his father, 
who was buried in Arlington National Cemetery. 

“This is a classic example of the Exchange core value ‘Family Serving 
Family,’” Shull said. “I applaud Jackie for her dedication. Good job!” 
By Pam Veit 
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By Julie Mitchell

The Exchange made dreams come 
true for three grand-prize winners 

of the Military Star® “Your Holiday Bill 
Is On Us” sweepstakes—and for one 
young Soldier from Fort Bliss, Texas, 
winning has changed her life. 

As a grand-prize winner, Sgt. Kakala 
Loketi had her Military Star® account 
paid in full. She even took scissors to 
an oversized credit-card statement, 
symbolizing her $8,200 bill being wiped 
clean. 

“A weight has been lifted off me,”  
said the married mother of a 4-year-old.

Looking after fellow Soldiers

Loketi primarily used her card for 
family emergencies, but also helped 
young Soldiers who were low on money 

Customers win big: Exchange paying holiday bills
FunFact

4 million

That’s the number of entries from 
around the world in November/
December’s “Your Holiday Bill is 
On Us” sweepstakes. Customers 
were automatically entered each 
time they used their Military Star® 
cards to pay at Exchanges or on 
shopmyexchange.com. 

Fort Bliss, Texas — General Manager 
Ray Emils, right, presents Sgt. Kakala 
Loketi and her family with the grand 
prize: wiping clean her $8,200 credit-
card bill.

JB Langley-Eustis, Va. — Managers 
Dale Killip, left, Wayne Hansen and 
Janet Vazquez present retiree Steve 
Schwaiger with his grand prize.

Dyess AFB, Texas  — Managers Leah 
Johnson, left, and Teresita Williams 
present retiree Jon Riches and wife 
Nancy with their grand prize.

by buying them basic necessities, 
including gas and diapers. 

“The Military Star® Card allowed 
me to take care of my Soldiers,” Loketi  
said.

Lots of other winners

Two Army retirees also received 
grand prizes in the worldwide contest. 
Retired Col. Steve Schwaiger, who was 
stationed at Joint Base Langley-Eustis, 
Va., received a $2,500 credit. Retired 
Army Lt. Col. Jon Riches also received 
a $2,500 account credit during a 
presentation at Dyess AFB, Texas.

Besides the grand prizes, 10 
second-place winners received $1,000 
statement credits and 25 third-prize 
winners received $500 credits. 

See other winners here. 

A foot-long award!
Fort Buchanan, P.R. — Associates 
Zoraida Cabrera and Milagros 
Gonzalez clown around with a gigantic 
Subway sandwich that General 
Manager Antonio Porter bought 
for associates to reward them for 
going 52 percent above exceptional 
goals in getting new Military Star® 
applications. By Keola Chan

Fort Belvoir, Va. — For their great solution-selling for five 
straight weeks, Jeff Marquez, Arik Jackson, Naomi Olson, Mark 
Jensen and Karin Meyer, left, receive Thanks awards and coins. 
They ranked nearly 16 percentage points above their peer 
group. By Deborah Hobby

Fort Gordon, Ga. — Popeyes’ Yolanda 
Epps, left, receives a certificate from 
Manager Terryann Mack for passing a 
mystery shopper’s test. She even used 
suggestive selling to the “shopper.” 
By Christine Karimkhani

Hurlburt Field, Fla. — The Exchange 
Mobile Center’s Candine Jackson, Vandy 
Vela and Kristine Betz display their 
award from AT&T for top sales for 2014 
in the Gulf Coast area. By Norma Garza

Fort Myer, Va. — Military Clothing 
Manager Bill Fagan receives a special 
coin from Base Commander Col. Michael 
Henderson for exemplary service to a 
military retiree in a pinch. 
By Ethel Edmond

Fort Campbell, Ky. — President and 
Chief Operating Officer Mike Howard 
presents his special coins to Cedric 
Puentes, Frances Works, Courtney 
McDonald and Regina Germany for their 
exceptional work. By Cecilia Luna

Fort Campbell, Ky. — Popeyes’ 
Reconnica Seay shows off her awards, 
including a $25 gift card, in the latest 
Popeyes Coca-Cola mystery shopping 
experience. She sold a customer a drink-
to-go with his meal. By Cecilia Luna

http://bit.ly/1504p18shopmyexchange
http://bit.ly/1504p18HolidayBills
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Fort Jackson, S.C. — Olympic medalist 
Carl Lewis, rear, in black, meets store 
associates while shopping on “Family 
Day” with his son, who is undergoing 
basic training. By Celeste Melton

Fort Belvoir, Va. — Associate Kelly 
Gregerson, left, helps a vendor conduct 
a tasting of Godiva chocolates and 
Kathie Lee Gifford wine, which sold very 
quickly. By Deborah Hobby

Fort Myer, Va. —  Manager Ethel 
Edmond presents a Military Star® 
application and goodies to a National 
Guard member during a special 
promotion.  

Fort Benning, Ga. — Associates Karen 
Wallace, Jane Ledford, Joyce Boone and 
Tamikae Loper wear red to welcome 
customers for Valentine’s Day shopping.
By Jennifer Smith Paige

Fort Benning, Ga. — Supervisor 
Jacqueline Chambers and vendor Anna 
Clarissa delight Soldiers with Louisiana 
gumbo made with Martha Stewart 
cookware. By Jennifer Smith Paige

Fort Benning, Ga. —  Managers 
and supervisors attend a video 
teleconference with other main stores 
about gaining tools to manage more 
effectively. By Jennifer Smith Paige

Fort Benning, Ga. — Manager Reebe 
Jarrett presents a Vizio television to 
Sgt. 1st Class Colin Reed in a Budweiser 
contest—just in time for the Super 
Bowl. By Jennifer Smith Paige

Fort Drum, N.Y. — A master sergeant 
from Hill AFB, Utah, receives the Vizio 
HDTV he won in a Pepsi contest from 
vending associate Wilmarie Liz.  
By Kathleen Phelps

Fort Benning, Ga. — During a tour to 
promote his new book, former Arkansas 
governor Mike Huckabee poses with 
associates during a break in the action.  
By Jennifer Smith Paige

Intensify National Brands

Fort Campbell, Ky. — Jan. 30 has never been butter. Starbucks’ Mikki Hill, 
Heather Shields, Veronica Mack, Hector Yambo and Emily Hale help celebrate 
National Croissant Day on that day. Hungry customers were treated to authentic 
French-style butter croissants, chocolate croissants and slow-roasted ham and 
swiss croissants. By Cecilia Luna

Fort Polk, La. — Manager Leila Cepeda 
prepares hot dogs at the Bayou Theater 
for Soldiers, who packed the place to the 
rafters to watch the Super Bowl. 
By Jewel Mitchell

Wright-Patterson AFB, Ohio —
GM Robin Ayling, right, and Deputy 
Commander Lt. Col. Breck Woodard help 
open the Fruit for All Reasons smoothie 
store. By Robin Ayling

Fort Leonard 
Wood, Mo. —
For Valentine’s 
Day, Services 
& Vending’s 
Jennifer 
Fohn grabs 
the “Hug 
Me” Coke 

machine, 
which the 
Exchange brought 
back for a 
promotion. These 

Coke machines have feelings, too, at 
least according to the video. 
By Lisa Yoder

Fort Leonard Wood, Mo. — Services 
Business Tech Kathy Lieb, second from 
right, joins owner Stephanie Galvis and 
her Spa Indulgence staff to open their 
new concession. By Kathy Lieb

Offutt AFB, Neb. — Associate Matt 
Peterson, a vendor, and Associate Kris 
Cubacub, back row, watch as Nintendo 
tourney winners pose for the camera.
By Amber Peterson

Fort Polk, La. — Jewelry Associate 
Sarah Sullivan helps a customer 
pick out the perfect valentine gift—
and pay for it with his Military 
Star® card. By Jewel Mitchell

Grow Concessions

Fort Sill, Okla. — Associates Olivia 
Altidor, Plassie Ford, Emma Simmons, 
Francis Vernon and Nicole Breakenridge 
wear traditional clothing for African-
American History Month.  By Troy Watts

http://bit.ly/19rOOWn
http://bit.ly/1504p20Cokevideo
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KMCC, Germany — Associate Parker 
Stewart morphs into the Cat in the Hat 
to entertain children and help them 
acquire the love of reading.  
By Bryan Hutchinson

Sembach, Germany — Sgt. Maj. Keith 
Craig, right, the Exchange’s senior 
enlisted advisor in Europe, poses with 
Disney Senior Vice President Ken 
Caldwell, in gray sweater, doctors and 
nurses at Landstuhl Regional Medical 
Center after the premier of Disney’s 
movie, “McFarland USA” for wounded 
warriors undergoing treatment. The 
movie also premiered at KMCC’s 
Exchange Mall prior to the U.S. release. 
“Being able to bring this for the families 
reminds us that Disney and people like 
Ken Caldwell still care, and the troops are still being supported,” Sgt. Maj. Craig 
said. 
Disney-Marvel and the Exchange had previously teamed up to show two 
premiere movies at Afghanistan’s Bagram AB in 2014. By Master Sgt. Luis Pacheco

Aviano AB, Italy — For African-
American History Month, Chief Master 
Sgt. Anthony Johnson, Manager Sabina 
Brink and Commander Col. Anthony 
Abernathy cut cake. By LaToya Harris

Incirlik AB, Turkey — Services 
Business Manager Lale Salman slices 
the cake during the grand opening of 
the Hertz rental car concession at the 
Exchange. By Georg Main

Grow Concessions

Aviano AB, Italy — Associates 
celebrate with a chili lunch during an 
appreciation event held after they won 
an Exchange Credit Program contest. 
By LaToya Harris

Camp As Sayliyah, Qatar — The 
Washington Redskins cheerleaders pose 
with associates during the team’s tour 
of military installations in the Middle 
East. By Emmanuel de Castro

KMCC, Germany — Associates 
Kristin George, Lisa Lang and Kristina 
Hildebrandt stand ready to serve 
customers at the new Ramstein AB 
South Subway. By Susie Goodwin

KMCC, Germany — Associates Rosario 
Dairocas, Chris Bussell and Stanford 
Hurley clown with Charles Martinet, the 
voice of Mario & Friends for the past 20 
years. By Rosario Dairocas

JB Andersen, Guam — Seeking to 
respond to customers’ needs, vendor 
Stella Gloria, left, helps a customer pick 
out the right kind of bra during a special 
promotion. By Marie Perez

Andersen AFB, Guam — Store Associate Nanette Cortez reads the storybook, 
“Why The Crayons Quit,” to customers of all ages during the Exchange’s regular 
storytelling event. By Marie Perez

Yokota AB, Japan — Associate Ilene 
Fuseya receives a Thanks award from 
Manager Arthur Carroll for supporting 
a Christmas event at Korea’s Camp 
Boniface.  By LaToya Harris

Yongsan, Korea — Manager Samantha 
Davis, rear, presents a gift basket to a 
family in honor of their baby, the first 
born in 2015 at the installation hospital.  
By Carl Reed

Kadena AB, Japan — An Airman gets 
gifts from Manager Craig Masek for 
being the first Military Star® payer on  
myexchangefood.com. 
By Staff Sgt. Robert DeDeaux

Camp Courtney, Japan — Managers 
Kazushi Ikehara and Derrick Faulkner 
encourage Marines to do their 
best during a monthly video game 
promotion. By Staff Sgt. Robert DeDeaux

Camp Foster, Japan — Military Clothing Associate Nicholas Goya explains the 
benefits of the Military Star® card to Marines during a special promotional week. 
“We go into details by explaining all the benefits that a Military Star® card has for 
service members and their dependents,” said Military Clothing Manager Kimiko 
Smith. By Staff Sgt. Robert DeDeaux

http://1.usa.gov/18xBM8B
http://1.usa.gov/18xBM8B
http://bit.ly/1504p22BlackHistory
http://bit.ly/1BJDON6
http://bit.ly/1504p13myexchangefood


Schofield Barracks, Hawaii—
Services business managers, 
concessionaires and customers 
celebrate the grand opening of the 
Optical Center. By Aja Brown

FunFact: Exchange vision care

$50 million

That’s the annual 
sales from the 
Exchange’s 76 
optical retail 

stores, 36 optometry clinics and 
four direct-operated clinics.

The Exchange Healthcare 
Program began more than 50 
years ago with optical shops. The 
first optometry clinic opened in 
January 1985 at Fort Lewis, Wash.

Luke AFB, Ariz. — Stylique’s Ariane 
Maddox, Misty Gonzales and Benita 
Peterkin conduct a meet-and-greet to 
tell customers about the services at 
their salon. By Judith Austria 

24 EXCHANGE POST APRIL 2015| 25EXCHANGE POSTAPRIL 2015 |

WESTERN REGION | From the field WESTERN REGION | From the field Tweets from around the world

Email or tweet your pictures to the 
Exchange Post, exchangepost@aafes.com 
or @ExchangeAssoc.

Eielson AFB, Alaska — Vendor Dana 
Hoskin shows a sergeant all the tools 
he’ll need to go ice fishing in Alaska and 
come home with a good meal.  
By Gabi Brazier

Hill AFB, Utah — Associates Twyla 
Evans and Sarap Dew present the 
quintessential man-cave speaker to a 
happy Express customer, who won a 
recent sweepstakes. By Chong Ahg

Grow Concessions

Presidio of Monterey, Calif. — During a Valentine’s Day celebration at the Ord 
Military Community Exchange, Assistant Store Manager Jessica Surprenant holds 
the box while a sergeant bravely reaches in to pull out the names of customers who 
won laptop computers during a special drawing. By Jenly Barrozo

Mountain Home AFB, Idaho —
Express Manager Mike Gissendanner, 
left, presents a sergeant the new 
snowboard he won in a Budweiser 
sweepstakes. By Lynn Masters

Hickam AFB, Hawaii — In a fun-filled 
afternoon, Services Business Tech Susan 
Canuela helps children bash piñatas 
after lunch in the Hickam food court. By 
Susan Canuela 

Hickam AFB, Hawaii — Hickam Car 
Care Associate Shane Watanabe signs 
up a customer in a drawing for an oil 
change at the Exchange Firestone. 
By Susan Canuela

Hill AFB, Utah — Associates Sharleen 
Atulia, Chance Cummings, the vendor, 
and Associate Amy Cottrell help 
customers taste and buy Smokey 
Moonshine. By Chong Ahg

Fort Bliss, Texas — Soldiers proudly 
show the Belleville boots they won from 
the Military Clothing Store after being 
named “the best” in a recent warrior 
competition. By Willie Davis

Elmendorf AFB, Alaska —  
@ExchangeAssoc Customer 
Tabitha Devine wins a Bluetooth 
speaker from a vendor. 
#JMMElmendorf By Kaiserin1 

Fort Eustis, Va. —  
@Exchange Assoc It’s freezing, 
but we always serve with a 
smile! #easternregion #fteustis 
By Andrew Brooks

Schofield Barracks, Hawaii 
—@ExchangeAssoc Food is 
dirty work, but Yashira Rivera 
and Mita Kinsey still smile 
afterward. By Aldeen Williams

Fort Leonard Wood, Mo. —  
@ExchangeAssoc FLW jewelry 
associates merchandising new 
sunglasses fixtures! Style + Class 
for the military. By Joseph Shippee 

Fort McCoy, Wisc. —  
@ExchangeAssoc Celebrating 
diversity @ McCoyExchange! 
#respecteveryone 
By Gregory Templeton

Bolling AFB,  D.C. —  
@ExchangeAssoc Honored to 
present my 1st Deputy Director 
coin to Denise Kaczmar at Bolling 
MS. Store looks great. By Mike 
Immler @ExchangeDDawg
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Transfers

InMemory

TRANSITIONS | Transfers, Obituaries, Retirements

Martha Cruz, JB Lewis-McChord, 33 years
Sophal Hem, HQ, 22 years
James West, Waco DC, 10 years
Carline Williams, Fort Meade, 25 years

Retirements

s Intensify National Brands

Find these and other Gerber 
products at your Exchange and 
online at shopmyexchange.com

Share your 
adventures.

Urvi Acharya – sales & merchandise manager, 
Fort Lee, to store manager, U.S. Military Academy
Michael Cassady – services business manager, 
Fort Irwin, to services business manager, JB 
Langley-Eustis
Emmanuell Galloway – store manager (BR/
Gas), JB Charleston, to operations manager, JB 
Langley-Eustis
Nolvia Gomez – store manager (BR), Fort Lee, 
to operations manager, Fort Gordon
Jack Graham – assistant store manager 
(BR/Gas), Patrick AFB, to store manager  
(BR/Gas), Fort Gordon
David Hatchett – restaurant manager, Beale 
AFB, to restaurant manager, Nellis AFB
Leland Hubble – restaurant trainer, HQ, to food 
court manager, Edwards AFB
Rita Inchaurregui-Powell – store manager, 
Fort Meade, to general manager, Fort Lee
Paul Inoshita – restaurant manager, Hill AFB, 
to restaurant manager, JB McGuire-Dix
Robert Konik – field tech supervisor, HQ, to 
help-desk supervisor II, HQ
Thomas Kuttamperoor – store manager, 
MacDill AFB, to general manager, Fort Stewart
Alexander Mamaril – store manager, U.S. 
Military Academy, to store manager, Fort Meade
Richard Mora – HR manager IV, Hawaii, to HR 
manager IV, Fort Carson
Robert Rice – general manager, Fort Leonard 
Wood, to general manager, Hawaii Area
Cecilie Ryan – sales area manager, Fort Bliss, to 
store manager (BR/Gas), Whiteman AFB
Stephanie Sparacino – store manager (BR), 
Aviano AB, to store manager (BR/Gas), Fort Hood
Jennifer Stinson – division merchandise 
manager, HQ, to division merchandise manager, 
Europe
Jermaine Wilson – operations manager, 
Ramstein AB/Baumholder, to retail business 
manager, JB Lewis–McChord
Stephanie Wilson – general manager, Carlisle 
Barracks, to general manager, Robins AFB
Carl Wolfe – store manager (BR), Fort McCoy, to 
assistant store manager, Seymour Johnson AFB

R.B. Ayers, 84, died Nov. 19 in Seaside, Calif. The 
Presidio of Monterey warehouse foreman retired 
in 1993.
Heide Baginski, 73, died Jan. 13 in Gersthofen, 
Germany. The EUCOM accounting assistant 
retired in 1998.
Johnnie Bailey, 82, died Jan. 8 in Wichita 
Falls, Texas. The Sheppard AFB service station 
attendant retired in 1980.
Lalli Barton, 102, died Jan. 14 in Lawton, Okla. 
The Fort Sill associate retired in 1979.
Wesley Bennett, 88, died Nov. 7 in Panama. 
The Exchange associate retired in 1987.
Earl Benson, 92, died Jan. 7 in Yarmouth Port, 
Mass. The HQ architect retired in 1990.

Alfredo Bigornia, 94, died Oct. 13 in the 
Philippines. The JB Pearl Harbor-Hickam 
custodial worker retired in 1998.
Jeanette Bradley, 74, died Sept. 21 in Hanover, 
Md. The Fort Meade reorder assistant retired in 
2003.
Joe Brown, 80, died Dec. 23 in Randlett, Okla. 
The Sheppard AFB retail manager retired in 1989.
Mia Brown, 46, died Feb. 12 in El Paso, Texas. 
She was a senior store associate at Fort Bliss.
Emma Budke, 83, died Dec. 12 in Belvidere, Ill. 
The Keesler AFB sales associate retired in 1993.
Margaret Cheeseman, 83, died Jan. 13 in 
Hampton, Va. The Dan Daniel DC materials 
handler retired in 2004.
Ernest Clough, 83, died Dec. 15 in Jonesboro, 
Ga. The HQ associate retired in 1993.
Wallace Crooks, 81, died Jan. 12 in Rosebud, 
Texas. The Fort Hood vending-machine attendant 
retired in 1988.
Leo Davis, 63, died Jan. 5 in Charlottesville, Va. 
The JB Langley-Eustis warehouse worker retired 
in 2009.
Jillene Donndelinger, 68, died Feb. 1 in Fort 
Walton Beach, Fla. The Eglin AFB stock manager 
retired in 2000.
Lita Donoven, 73, died Jan. 24 in Indianapolis, 
Ind. The Fort Benjamin Harrison manager retired 
in 1998.
Richard Eddie, 90, died Dec. 5 in Villia Caceres, 
Panama. The Exchange associate retired in 1979.
Dorothy Ferguson, 91, died Jan. 23 in Elk 
Grove, Calif. The Golden Gate Region supervisory 
accounting technician retired in 1981.
Daniel Figueroa, 85, died Dec. 23 in San 
Antonio, Texas. The JB San Antonio mobile sales 
associate retired in 1984.
Marjorie Fleming, 83, died Jan. 25 in 
Willingboro, N.J. The JB McGuire-Dix accounting 
assistant retired in 1996.
Ralph Fleming, 93, died Oct. 16 in Tucson, Ariz. 
The Davis-Monthan AFB service-station manager 
retired in 1981.
Blanche Ford, 85, died Feb. 18 in Walterboro, 
S.C. The JB Andrews associate retired in 1990.
Theodore Garing, 95, died Jan. 16 in Sun City 
West, Ariz. The Okinawa associate retired in 1973.
Viola Grant, 82, died Dec. 24 in Concors, Calif. 
The Nellis AFB operations clerk retired in 1988.
Glenn Groom, 87, died Dec. 31 in San Antonio, 
Texas. The Giessen DC associate retired in 1985.
Edith Grossman, 100, died Dec. 13 in Boca 
Raton, Fla. The HQ associate retired in 1976.
Josephine Hall, 83, died Jan. 11 in Orlando, Fla.  
The Fort Benning associate retired in 1994.
Cecil Hawks, 82, died Dec. 8 in Rosepine, La. 
The Travis AFB service-station manager retired 
in 1987.
Hellen Henderson-Voss, 91, died Dec. 12 in 
Phenix City, Ala. The West Georgia Area associate 
retired in 1976.
Antonio Hernandez, 88, died Jan. 7 in Arecibo, 
Puerto Rico. The Puerto Rico Exchange associate 
retired in 1972.
Joseph Horwath, 91, died Jan. 7 in Fort 

Washington, Md. The Exchange associate retired 
in 1987.
Fanny Hulstzman, 92, died Jan. 15 in Lone 
Star, Texas. The Fort Stewart retail manager 
retired in 1986.
Bill Jackson, 51, died Jan. 20 in Germany. He 
was a warehouse worker at Ramstein AB.
Alice Johnson, 89, died Jan. 8 in Glen Burnie, 
Md. The Fort Meade cook retired in 1983.
Carl Johnson, 60, died Jan. 20 in Fayetteville, 
N.C. The Fort Bragg HR manager retired in 2009.
Dixie Lemon, 74, died Dec. 13 in Stockbridge, 
Ga. The HQ warehouse worker retired in 2001.
Gertie Levins, 83, died Dec. 14 in Prattville, 
Ala. The Southeast Region accounting technician 
retired in 1986.
Joe Lippert, 72, died Dec. 22 in Fort Leonard 
Wood, Mo. The Fort Leonard Wood restaurant 
manager retired in 2013.
Raquel Marrero, 54, died Jan. 20 in Vine Grove, 
Ky. The Fort Knox HR assistant retired in 2011.
Walker Mikell, 87, died Dec. 14 in San Jacinto, 
Calif. The March ARB auto worker retired in 1989.
Estelle Nink, 97, died Jan. 7 in San Antonio, 
Texas. The NAS Fort Worth JRB associate retired 
in 1974.
Circiaco Paat, 90, died Nov. 14 in the Philippines. 
The JB Andersen painter retired in 1995.
Thomas Rambo, 78, died Dec. 15 in 
Middleville, Miss. The Presidio of Monterey 
general manager retired in 2001.
Elvira Ramirez, 91, died Dec. 26 in San 
Antonio, Texas. The Exchange advertising 
associate retired in 1990.
Jovita Ramos, 85, died Dec. 14 in El Paso, Texas. 
The Fort Bliss lead sales associate retired in 1994.
Keith Shaver, 72, died Dec. 22 in Killeen, Texas. 
The RAF Alconbury service-station manager 
retired in 1993.
Elsie Smith, 82, died Oct. 20 in Harlem, Ga. The 
Fort Gordon sales associate retired in 1980.
Margaret Sullivan, 93, died Jan. 19 in Deltona, 
Fla. The Westover AFB department supervisor 
retired in 1985.
Renate Villarreal, 81, died Jan. 6 in San 
Antonio, Texas. The JB San Antonio operations 
clerk retired in 1986.
Hester Wiggins, 83, died Dec. 7 in Hampton, 
Ga. The HQ Specialized DC data transcriber 
retired in 1995.
Helen Williams, 76, died Jan. 10 in Dallas, 
Texas. The HQ customer-service assistant retired 
in 2001.
Terrance Williams, 41, died Dec. 10 in Allen, 
Texas. He was an allocation & inventory analyst 
at HQ.
Virginia Wilson, 90, died Jan. 7 in Cedar Hill, 
Mo. The Robins AFB associate retired in 1978.



Red–letter  
April Dates in 

Exchange history
April 10, 1806 – The Army 
authorized a list of articles that 
sutlers could sell to Soldiers. A board 
of officers would fix the prices.

April 24, 1898 – The Spanish-
American War begins. Responsibility 
for providing necessities for the troops 
fell to the Army’s Subsistence and 
Quartermasters departments, not the 
exchange system approved just three 
years before.

April 12, 1899 – The War Department 
approves the use of civilian employees 
and restricts beer and wine sales in 
the canteens, the name that preceded 
“exchanges.”

April 1, 1943 – 
A PX opens  in 
Kunming, China, for  
American troops  
serving with the 
Chinese forces.

See more red–letter April dates here.

This is part of a monthly series celebrating the 
Exchange’s 120th anniversary in July. Below, the main PX  
in Seoul, Korea, on the first floor of a department store.

PX, Kunming, China

See what the Exchange has in store 
for an installation in today’s Korea.

Korea Exchanges: ‘corner drug 
store’ and hometown ‘pub’
By Steve Smith 
Corporate Communications Editor/Historian

Little did anybody know that the PXs 
springing up in Japan after World 

War II like cherry blossoms would prove 
crucial in yet another conflict. By 1950, 
the Japan Central Exchange employed 
17,000 workers and carried 25,000 
items in 800 stores.

But at 4 a.m. June 25, 1950, North 
Korean fighters streamed across the 
38th parallel into South 
Korea. Barely five years 
after WWII, America 
was back at war. The 
Japan Central Exchange 
(JCE) morphed quickly 
from serving forces 
who had landed in 
the country after 1945 
to supplying necessities to American 
Soldiers on the front lines in Korea. 

PXs and BXs, especially in CONUS, 
expanded to serve Soldiers and Airmen 
training for deployment to Korea. 
Mobile exchanges and prefabricated 
buildings became popular with the 
Army & Air Force Exchange Service 
because they could move from one 
temporary camp to another. But the task 

of serving battlefield troops fell squarely 
to the Yokohama-based JCE, which 
bought hundreds of tons of merchandise 
and equipment from AAFES. The supply 
pipeline stretched 6,000 miles.

 During the three-year conflict, 
exchanges operated in tents and mobile 
stores from the backs of trucks, on 

trains and airplanes, and 
in permanent facilities. 
By 1952, JCE’s sales 
in Korea totaled $76 
million. 

During the first 
Christmas in Korea, 
JCE’s “Operation Santa 

Claus” allowed troops 
in the foxholes to order gifts for family 
back home. 

As the war ended in 1953, a military 
official summed up the exchanges’ role 
in Korea this way:

“The Post Exchange becomes a habit 
with the average Soldier. The exchange 
to him is the corner drug store and local 
pub of his hometown.”

Other events in the 1950s:

In the TV show 
“M*A*S*H,” which was set in 
Korea during the war, Alan 
Alda’s character, Hawkeye, 

would go to the Tokyo PX  
when on R&R. 

• Oct. 1, 1951 – The Air Force 
Exchange opened in Bordeaux, 
France, for Airmen in England, 
France, North Africa and the Middle 
East.

• July 1, 1955 – The Exchange 
Service News employee newspaper 
debuted. On Sept. 1, it became The 
Exchange Post.

• Dec. 8, 1956 – Exchanges at 
McGuire AFB and Camp Kilmer, N.J., 
serve 15,000 Hungarian refugees 
who President Eisenhower allowed 
to enter the country.

• July 15, 1958 – With mobile 
exchanges, the European Exchange 
Services supported U.S. troops sent 
to Lebanon to help quell political 
and religious violence.
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