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Convenience, convenience, convenience 
Expresses important to customers, Exchange bottom line

Director/CEO Tom Shull meets with 
U.S. Rep. Pete Sessions, R-Texas, during 
a recent visit to Washington.

Click here to read the 2014 Exchange 
Annual Report.

Last month, the Exchange celebrated 
its 120th anniversary. Exchanges 

around the world celebrated with 
picnics and potluck lunches.  

Few retailers have reached such 
a milestone. Congratulations to 
associates, former and active; each had 
a hand in creating our 120-year legacy.

A lot has changed in those 12 
decades. What began on the American 
frontier as individual Army post 
exchanges is now a single, global $8 
billion enterprise serving Soldiers 
and Airmen at Army and Air Force 
installations around the world.  

Today, we also operate exchange 
stores on Marine installations on 
Okinawa and serve all four branches 
deployed to Iraq and Afghanistan.

Many things to our customers 

While the brands and products have 
changed since 1895, the importance of 
knowing the customer hasn’t. 

The cover of this month’s Exchange 
Post teases with the question: What 
are our top-selling items?  

Check out the list in the center 
spread. Some of the products may 
surprise you. 

Did you know our top selling SKU—
after the three grades of gasoline and 
diesel—is the Tornado? Customers buy 
more than 560,000 of them in a typical 
month!

The Exchange is many things to 
our customers: a department store, 
fast-food restaurant, movie theater, 
military clothing store, website, bakery 
overseas, barber shop, and convenience 
store.  

Most of the items on the Exchange 
top 100 list come from our Expresses 
and troop stores.  

For many customers, these stores 
are their first stop on the installation 
in the morning before going to work or 
their last before heading home. 

For other customers, these stores 
are a place for a mid-day break and a 
quick bite to eat.  

Convenience is important

In 2015, convenience is important. 
These Express stores are important to 
our customers, but also important to 
the Exchange’s financial results.

Last year, Expresses, troop stores 
and the other parts of the specialty line 
of business constituted one-third of our 
earnings.

For many 
customers, the 
associates 
serving in an 
Express or 
troop store are 
the face of the 
Exchange.  

Your 
interaction 
can have a big 
impact as they 
head off to work 
or back home 
after a long day. 

Please never underestimate the way 
you can personally affect a customer’s 
life.

Unchanged commitment

A lot has changed since 1895. What 
hasn’t changed is the commitment of 
Exchange associates to serve Soldiers, 
Airmen and their families, wherever 
they serve.  

I appreciate what the Express and 
troop store teams do and am honored 
to serve with you. 

Now I am off to our store to buy a 
Tornado.

Last year, Expresses, troop 
stores and the other parts of 
the specialty line of business 

constituted one-third  
of our earnings.

mailto:exchangepost%40aafes.com?subject=
http://bit.ly/14AnnReport


First jobs: In college, night manager 
at a Piggly Wiggly grocery store;  
auditor at Minot AFB, N.D., 35 years 
ago. Been assigned to five bases.

First Exchange job: audit director, 
2008.

Hobbies:  Woodworking; furniture 
refinishing; home remodeling; 
exploring small wineries; helping  
daughter, who teaches high school 
drama, to build sets.

Military affiliation: Grandfather 
in World War I; two uncles in 
Korean War. Mother worked at 
small Exchange store at Minot AFB’s 
hospital; father delivered bakery 
goods to Minot’s Express.

❛When I finally became an 
Exchange associate, the first thing I 
bought was an Exchange logo lapel 
pin, which reminds me of the great 
services we provide to military 
members and families.❜   

FunFacts  
about Kevin Iverson

EXCHANGE NEWS | Executive Profile
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Audit Division
Aims to keep Exchange running smoothly

Kevin Iverson directs the Exchange’s 
Audit Division at HQ. 

Tell us about your directorate’s 
primary responsibilities.

I have the privilege of directing 
40 professional internal audit and 
IG associates. We provide corporate 
governance oversight. This includes 
reviewing Exchange improvements in 
efficiencies and effectiveness, along 
with helping ensure compliance with 
required laws and regulations. 

In addition, the IG provides a hotline 
for all associates and customers 
to request assistance and report 
complaints.

Our audit and IG project results are 
provided to Exchange managers, the 
board of directors, director/CEO and 
other senior executives to improve 
operations. 
What strategic priority are you 
leading?

We are involved in several strategic 
priorities. We have an integral role 
in promoting an ethical, transparent 
and friendly workplace by monitoring 
our complaint hotline and providing 
objective audit, inspection and 
investigation services. 

We help reduce SG&A costs through 
our recommendations for efficiency 
improvements. We impact operational 
efficiencies by reviewing (or auditing) 
compliance of Exchange policies and 
procedures and assisting managers 
with recommended improvements.
What actions were taken on this 
priority in 2014?

During the past fiscal year, our 
audits identified more than $62 million 
of process improvements. The audits 
noted monetary benefits to improve 
processes and reduce costs for retail 
merchandise system replenishment, 

eCommerce returns and support 
warehouse, and food plant operations. 

We also provided IG assistance and 
inspections for Director/CEO Tom Shull 
on OCONUS operations in Europe and 
assistance on the price-matching policy.  
How will this impact the customer 
experience in 2015, and beyond? 

Our audits and IG projects focus 
on identifying risks that keep the 
Exchange from achieving its goals. We 
make recommendations to help reduce 
these risks and increase efficiency and 
effectiveness, which not only improves 
operations today, but future processes.

Our customers can be assured we 
are working hard to help improve the 
Exchange so the value they experience 
shopping in our stores and online will 
continue in the future. Further, we help 
protect and improve the dividends for 
Soldiers and Airmen. 

This is the “Year of the Customer,” 
and many of our projects have a 
customer focus. They include our audit 
of main store customer service; credit 
card operations; and IG inspections 
on Grow The Express, Be Fit, vision 
centers, dental clinics and Western 
Region operations.

We have also worked closely with our 
internal customers to communicate how 
we operate and the value we provide.
How important are associates in the 
strategic priorities?

All associates are critical for 
providing an ethical, transparent, 
and friendly workplace. We need to 
treat each other with respect and an 
approach of family serving family. 

When associates identify issues, 
problems or opportunities for 
improvement, they should notify 
their managers. If issues are not 
adequately addressed, they can contact 
the IG hotline or send suggestions 

for audits. We need to continually 
work on improving the efficiency and 
effectiveness of our operations to 
provide military members and their 
families the best service possible.



EXCHANGE NEWS | Family Serving Family
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The Merchandising Directorate’s award-winning 
Multimedia division’s powerful video gives you the 

chance to show installation commanders, newcomers, new 
recruits, customers and associates how the Exchange has 
served its customers through the generations.

Although the Exchange’s anniversary was July 25, the 
video is suitable for showing throughout this 120th year.

Find the video here. 
The YouTube video is the 

brainchild of Multimedia’s 
Producer Randy Hunt and 
Editor Brenda Vaughan.

Happy viewing!

Show this 120th anniversary video to everybody at your installation! 

By Rhonda Real

Now that 354 Exchange restaurants have the new point-of-
sale registers, retail facilities are getting the technology 

with an eye toward an Oct. 31 deadline.
An article in April’s Exchange Post described how the new 

POS hardware will improve the customer experience and 
maintain payment card industry compliance. 

 For software, the Exchange selected Microsoft Dynamics 
AX to be the new POS platform for all retail, restaurant, fuel 
and services. The software’s initial rollout is planned to be 
similar to the existing software, with many new features. 

A database that will give worldwide access to customer 
information for layaways, returns, movie rentals and a future 
customer loyalty program is just one of the features.

The software update is slated for all facilities by the end of 
2016.

Still to come: 1,000 tablets for mobile checkout and 
customer interaction at main Exchanges. 

Other enhancements include inventory tracking for food, 
centralized receipt database, centralized layaway tracking, 
PIN pads at food registers and touch-screen transaction 
management. 

Exchange Post follow-up

Restaurants done, POS hardware now goes in retail stores

By Philanda Morgan

Each year, the Exchange takes 
a comprehensive look at how 

associates receive information about 
the organization and how they prefer 
to receive it. 

Your participation in the survey 
helps us find real solutions to the 
communication gaps at the Exchange. 
The goal is to make us all more 
informed employees. 

Based on feedback from previous 
surveys, we launched new ways to 
share news with Exchange associates: 

• Indoor billboards (bathroom stall 
posters) about our organization, 
Exchange history, and the 
installations we serve. Read all of 
them here. 

• @ExchangeAssoc, our internal 
Twitter page, used by associates 
worldwide to share news, photos 
and other messages.

Also in 2014, we updated the 
intranet portal at h2.aafes.com and 
included a newsflash header that links 
to new information each week.

What’s next? 

Coming soon is a mobile Exchange 
News app for associates who don’t have 
corporate email addresses to download 
to a smartphone or mobile device. The 
app will notify them when Exchange 
news or an important message is 
available.  

Look for the 2015 Corporate 
Communication Survey Sept. 1-14 and 
give us your feedback on corporate 
communication. It’s important!

Coming Sept. 1, Corporate Communication Survey 2015 
Your participation in the survey 

helps us find real solutions to  
the communication gaps  

at the Exchange. 

Randy Hunt Brenda Vaughan

What you told us in 2014
In 2014, a record 2,631 associates 

completed the survey. You told us:
• Communication effectiveness 

varies by facility type. In 
the “effective” category were 
Military Clothing stores, followed 
by HQ, troop stores and call 
centers. Among facilities with 
lower scores were main stores, 
Expresses and distribution 
centers. 

• Your most preferred methods 
of receiving information are all 
electronic, beginning with email 
from your directorate, director/
CEO and direct supervisor, 
followed by the Exchange 
portal. 

• Your least preferred methods 
of receiving information are 
through EXTV, social media, 
VTCs and word-of-mouth.

http://bit.ly/15Aug_YouTubeVideoNEW
http://bit.ly/15Aug_POSarticle
http://bit.ly/15Aug_Indoorbillboard
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120th Anniversary FunFact

The Exchange from the comic pages
Beetle Bailey, cartoonist Mort Walker’s favorite GI, joined the host of cartoon characters in 
1960-61 that were part of the AAFES poster series. The posters, done in cooperation with 
the National Cartoonists Society, were featured in PXs and BXs around the world and in the 
Exchange Post. A running gag in the Beetle Bailey comic strip was Beetle’s sergeant always 
ordering the hapless private to trudge to the PX to buy something for him. Another popular 
World War II-era comic strip that featured the PX was “The Sad Sack.”

Top associate with a 
disability celebrates 
many victories in life

Patricia Barson describes herself as 
a fighter who refuses to settle for 

less, even when she laces up her shoes. 
With limited use of her left arm, 

she, as a young child, wanted to learn 
to tie her shoes. Her father helped, but 
soon, after hours of persistent practice, 
Barson learned to accomplish the task 

by herself—with 
just one hand.

Because of her 
drive, tenacity 
and exemplary 
customer service, 
this Taco Bell 

associate at Hill AFB, Utah, was named 
recently the Exchange’s worldwide top 
associate with a disability.

‘Huge part’ of  team

 Her managers call Barson a “huge 
part” of the Taco Bell team, who 
always comes to work with a positive 
and driving attitude. She needs little 
direction to her routines, such as 
stocking the front counter and helping 
customers.

“As a cashier, she does an 
outstanding job providing total 
customer satisfaction,” her managers 
wrote, in an essay for the awards 

program. “When she 
smiles, others smile 
back.”

Wants customers to 
‘feel at home’

Barson said she looks for any 
possible way to serve customers, even 
suggesting additional items to round 
out their meals.

“I want my guests to feel at home 
whenever they visit,” she said. “Since I 
started working for the Exchange, I set 
little goals for myself every day. I may 
say to myself, ‘I’m going to be the very 
best employee today’ or ‘I’ll ask, ‘Would 
you like to pay with your Military 
Star® card and save 10 percent?’”

What may seem like a simple act, 
like tying shoes, represents what 
Barson calls one of her life’s many 
victories, such as when she carried the 
Olympic torch through Ogden, Utah, 
during the 2002 Olympics. 

In other words, nothing stops 
Barson, whose twin sister, Ashley, also 
works in the Hill food court.

Later this year, she will represent 
the Exchange at the Annual 
Department of Defense Forum on 
Disabilities in Washington, D.C.

Regional winners

Top regional associates with 
disabilities also were recognized for 
job performances.

“We are proud of all winners and 
their outstanding contributions to the 
Exchange team,” said President and 
Chief Operating Officer Mike Howard. 
“We congratulate them for achieving 
this honor as they serve our customers 
with distinction every day.” 

Top regional associates are:
• Altony Boykins, laborer, Maxwell 

AFB Express, Central Region
•  John “JP” Felipe, warehouse 

worker/receiver, Andersen AFB, 
Guam, OCONUS

• Mimi John, HR technician, HQ 
• Jerome Knight, laborer, JB Langley-

Eustis, Eastern Region
• Lisa Smith, materials handler, Dan 

Daniel DC, Logistics Directorate

In the Exchange Post’s digital version, 
click on their names to see their pictures 
and read essays from their managers.

❛When she 
smiles, others 
smile back.❜

Patricia Barson has always described herself as a “fighter.”

By Steve Smith

http://bit.ly/15Aug_SadSackcartoon
http://bit.ly/15Aug_TopAssociateWithADisability
http://bit.ly/15Aug_CentralRegionDisabledAssociate
http://bit.ly/15Aug_OCONUSdisabledAssociateNEW
http://bit.ly/15Aug_HQdisabledassociate
http://bit.ly/15Aug_JeromeKnightDisabledAssociate
http://bit.ly/15Aug_LisaSmithDisabledAssociate


Monica Owens
Eastern Region/
Fort Bragg, N.C. 
Monica provided 
simply outstanding 
customer service 
in resolving an 
issue when I placed 
an order through 

Military Clothing. She not only resolved 
my issue, but went out of her way to 
update me several times about my 
order. It was very important to know 
when I was receiving my order because 
I needed the uniform for a funeral I 
would be attending. 

Monica made the difference for me. 
She went beyond exceptional service 
that turned my problem into a situation 
in which I remain truly impressed. 

Zack Phelps
Overseas Region/
Panzer Barracks, 
Germany              
During lunchtime, 
Zack was the only 
associate present 
who had the ability 
to process fuel card 

issues. The line was out the door and 
customers were tired, but Zack ran 
between registers, processing all 
requests with speed, professionalism 
and unbelievable friendliness. He did a 
great job!

See Thanks awards here!

EXTRAORDINARY CUSTOMER EXPERIENCES | Family Serving Family

Associates deliver extraordinary customer service
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Recognizing the front lines: Calling out the top associates
These exemplary associates served customers, increased sales, boosted average tickets or served as leaders to others. 

They will receive special coins from President and Chief Operating Officer Mike Howard. Read about them here.

Eastern Region
Billie Black, Fort Bragg 
South Post Main Store
Asmaa Burris, Fort 
Bragg Mini-Mall Wing 
Zone
Anne McCollum, Fort 
Belvoir Services

Central Region
Jennifer Jaula, Sheppard 
AFB main store 
Mariah Lawson, Maxwell 
AFB Popeyes 
Veronica Stanton, Columbus 
AFB/Redstone Arsenal 
Services

Western Region
Timothy Toler, Dyess 
AFB main store
Tyler Crossen, Hill AFB 
Popeyes
Danny Lawson, Beale 
AFB Services

Overseas/Pacific
Chong-ae Yang,  
Camp Hovey PX
Chung-Yun Son, 
Yongsan food court

Tetsuko Battle, 
Misawa AB Services

Left to right, Hardlines Manager Andrew Defelice, warehouse associate Kyle Millard 
and Outdoor Living Associate Cesar Delgadillo

Andrew Defelice, Cesar Delgadillo and Kyle Millard
Western Region/Luke AFB, Ariz.
My wife and I purchased a seven-piece patio set and a fire pit. The customer service we 
received from Cesar in the gardening center, Kyle in the warehouse and Andrew, the 
store manager, was outstanding. We really appreciate their time and care they gave in 
ensuring that we were satisfied. It’s hard to find good customer service these days, so 
their friendly, cheerful and helpful attitude was like a breath of fresh air. Thank you 
very much for employing such wonderful people! 

❛ It’s hard to find good customer service these days, so their friendly, 
cheerful and helpful attitude was like a breath of fresh air.❜

Eric Funkhouser and Jamel Halloway
Central Region/Redstone Arsenal, Ala.
These guys continue to impress with unmatched 
service and customer relations unrivaled by any 
other automotive-service facility. I had upgraded 
wheels and tires installed on my SUV at Firestone. 
These outstanding gentlemen completed the entire 
install while I waited and the turn-around time was 
quite minimal. The vehicle drives and performs 
comparably to when I drove it off the dealer’s lot in 
’04! These guys will continue to keep me out of the 
dealership facility for obvious reasons!

Jamel Halloway, left,  
and Eric Funkhouser

Overseas/Europe
Pankaj Singh, Qatar/
UAE main store
Krishna Panthi, Qatar 
Exchange theater
Serenity Bristol, Erin 
Robichaud, Kayla 
Vernon, Grafenwoehr 
Services

http://bit.ly/15Aug_ThanksAwards
http://h2.aafes.com/sites/11/SCC/StratCom/ExPost/2015/08_August/Operation%20CallOuts.pdf
http://bit.ly/MikeHowardOPERATIONCALLOUT
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120th Anniversary FunFact

The Exchange flag debuts
In late 1969, a special flag, designed and made for the Army & Air Force Exchange 
Service, was presented to AAFES Chief Brig. Gen. George McCord, right, by Board 
Chairman Lt. Gen. Frank Sackton. The flag was trimmed in gold and made with white 
satin.

Akira Miyagi
Overseas Region/
Kadena AB, Japan
I purchased a solar 
powered  watch 
from the jewelry 
department, but 
needed links 
removed so it would 

fit. I was provided with an address 
and paperwork for reimbursement for 
the cost of having the links removed. 
The sales clerk in jewelry examined 
my documents and told me that I had 
exceeded the 30-day limit for having 
the links removed. How frustrating! 
However,  she brought over the jewelry 
supervisor. He very kindly approved 
my refund. Wow! What service, 
compassion and understanding. 

It made my day after a series of 
frustrating experiences prior to 
going to the Exchange. I don’t hesitate 
to acknowledge when service is 
outstanding. Kudos to Akira!

Susan Johnson
HQ/Exchange Credit 
Program Call Center
A valued military 
retiree called to say 
that the customer 
service he received 
from Susan was above 
and beyond what he 

expected. He thanked Susan for her 
patience, knowledge and being the 
epitome of excellent customer service. 

Felicia Tubbs, left, and Silvia Sasan 
hold their letters from Director/CEO 
Tom Shull. Managers Matthew Jones, 
left, and Roberto Montalvo join them.

exchange core value:
Family Serving Family

❛This year is the Year of 
the Customer. Your hard 

work, flexibility, and 
great customer service 

have gotten us off to  
a great start.❜

–Tom Shull, director/CEO

Associates exemplify 
essence of Year of  
the Customer 

Redstone Arsenal, Ala. —
Associates Felicia Tubbs and 

Silvia Sasan created such a lasting 
impression upon the retired infantry 
captain that he penned a letter to 
Exchange Director/CEO Tom Shull 
about how they performed their jobs to 
perfection.

In turn, Shull wrote to Tubbs and 
Sasan, calling them excellent examples 
of the Redstone team 
“helping to enhance the 
lives of our Soldiers, 
retirees and their 
families.”

“Superior customer 
service is one of our 
organization’s highest 
priorities, and you have 
made us proud!” Shull 
wrote. 

‘A smile for everybody’

In his letter to Shull, retired Capt. 
Lynn Warren of Hazel Green, Ala., 
praised Tubbs, a custodial worker, 
for keeping the hallways and parking 
lot clean as a whistle, while having a 
“smile for everybody she meets.”

‘I know she listens’

As for Sasan, office assistant 
to General Manager 
Roberto Montalvo, Capt. 
Warren praised her hard 
work.

“Her greatest assets 
are her friendliness, her 
smile and her knowledge 
of procedures,” Capt. 
Warren wrote. “I see her 
helping customers and 
checking the store. I see 

her up front around the registers. I 
know she listens to both customers and 
employees.”

The captain wrote to Shull that 
Tubbs and Sasan “perform their jobs 
to perfection . . . thus reflecting great 
credit upon themselves, the Redstone 
Exchange, and the Army and Air Force 
Exchange Service.”

http://bit.ly/15Aug_RedstoneLetter
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EXCHANGE NEWS | About Our Customers

General Counsel

rules of the  
office ‘kitty’      

 By Karen Seale

We have received several emails 
from Exchange associates 

wanting to know if it’s ok to collect 
money from co-workers for an office 

fund or “kitty,” as they are 
sometimes called.  

Collecting money 
for the office fund 

is permitted with the following 
stipulations:

• Giving is voluntary and 
anonymous—nobody is 
“required” to give anything. An 
easy way to do this is to attach 
a list of all associates’ names to 
an envelope or folder and pass it 
around.  Associates can check off 
that they have seen the folder and 
no one knows who put in money or 
how much. Someone going around 
asking for money or someone 
collecting where other associates 
have to go to them and hand them 
the money is inappropriate.  

• The money can be used to buy 
cards or flowers for associates 
and immediate family members 
for customary and appropriate 
situations, such as deaths, funerals 
and hospitalizations. Funds also 
can be used for an associate’s 
birthday, such as cake, plates, 
napkins, utensils, etc.  

• Funds should be secured in a 
locked cabinet, desk or safe in the 
office.  

• An accounting of funds should 
be maintained by the person 
collecting the money and made 
available to any associate upon 
request.  

Questions about this or other ethics 
issues? Send an email to ethics@aafes.com.

4
By Rhonda Real

Do you wonder how some stores 
can merchandise their clothing 

departments so flawlessly? Wonder no 
more. 

Softlines’ set sell planner makes it 
easy. 

The planner guides store associates 
with product placement and floor 
merchandising based on current 
business trends and strategies. 

The benefits of using the planner 
are:

• Increased customer satisfaction 
through enhanced shopping 
experiences

• Optimized selling space
• Increased inventory turns
• Reduced markdowns 
All of this leads to increased profit 

margins and happier customers.
Six planners a year

First offered in 
the fall of 2012, six 
set sell planners 
are released each 
year: January, 
March, May, July, 
September and 
November. A 
Merchandising 
Directorate 
message alerts 
when stores’ planners are ready. Each 
message includes a floor plan, set sell 
planner and pictures. You can choose 
from Men’s, Ladies, Children’s, Jewelry 
or Footwear categories. 

Provides flexibility, details

The planner provides flexibility and 
allows changes for trend updates as 
vendors enter or leave the market. It 
also gives details on how to set your 
floor, whether XSmall, Small, Medium 
or Large store size. The planner 

also gives greater detail on product 
placement, merchandising, seasonal 
guidance, and product identification 
by group, promotions and price 
points. Pictures assist with product 
identification and proper display 

techniques. 
Attend a virtual 
session

If you still have 
questions, contacts are 
provided to assist with 
executing the planner. 

Live Apparel 
Merchandising 2015 
strategy virtual 
sessions in September 

and October will feature 
divisional merchandise managers and 
vice president discussing the planners 
and answering questions.

 The dates, which are subject to 
change, are Sept. 8 and 29 and Oct. 20. If 
you can’t attend live sessions, find their 
recordings on the MD Softlines portal. 

A message from the Learning 
Exchange will be sent out with 
information on how to sign up in LEX. 

David Yi, senior program policy 
manager, contributed to this article.

Softlines’ set sell planner:  
making your job easier

An example of a picture and wording 
from a set sell planner that shows 
associates the proper way to set up a 
display. 

Following your Softlines 
set sell guidelines ensures 

that your department is ready 
for the season and takes the 

guesswork out of setting it up. 
You now have more time to 

focus on what matters most— 
the customers.

mailto:ethics%40aafes.com?subject=Ethics%20or%20Fund%20Raising%20Question
http://bit.ly/15Aug_SetSellPlanners
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How well do you know the installations we support? 
This month, get to know the mission, unique customers at Fort Huachuca, Ariz., and Tinker AFB, Okla.

Fort Huachuca, “Home of the U.S. Intelligence Center of Excellence”
Founded to counter the Chiricahua Apache threat, Fort Huachuca sits at the base of the Huachuca Mountains and provided 
Soldiers with sheltering hills and a perennial stream.

To serve Soldiers and military families at Fort Huachuca, we have one main Exchange, three Expresses and 
10 restaurants—with 181 associates, 36 percent of whom are military spouses, other family members and 
veterans. 

Tinker AFB, “Home of the Oklahoma City Air Logistics Complex”
Named in honor of Maj. Gen. Clarence L. Tinker, the first Native American major general and the first general killed in World War II.

Gen. Nelson Miles used Fort Huachuca 
as his headquarters against Geronimo 
in 1886. After Geronimo's surrender, 
the Apache threat was extinguished, 
but the Army continued to operate 
Fort Huachuca because of its strategic 
border position.

In 1913, the fort became the base 
for the “Buffalo Soldiers,” the 10th 
Cavalry Regiment composed of African 
Americans.

The ’50s-’60s marked a new era of 
electronic warfare. Fort Huachuca 
opened the Army's Electronic Proving 
Ground, Security Agency Test and 
Evaluation Center, Combat Surveillance 
and Target Acquisition Training 
Command, and Electronic Warfare 
School.

The Oklahoma City Air Logistics 
Complex performs programmed depot 
maintenance on the C/KC-135, B-1B, 
B-52 and E-3 aircraft and many jet 
engines. The complex is one of the Air 
Force Materiel Command’s largest units. 

The E-3 Sentry, commonly known as 
AWACS, is an early-warning and control 
aircraft that provides all-weather 
surveillance, command, control and 
communications. The Air Force has 31 
E-3s in active service. Twenty-seven are 
stationed at Tinker AFB.

The Navy's Strategic Communications 
Wing One operates the E-6 Mercury, 
which enables the President of the 
United States to contact submarines, 
bombers and missile silos if the “go” 
code is needed.

To serve Airmen and military families at Tinker AFB, we have one main Exchange, three Expresses and six 
restaurants—with 232 associates, 25 percent of whom are military spouses, other family members and 
veterans. 

http://huachuca-www.army.mil/
http://www.tinker.af.mil/
http://www.epg.army.mil/
http://www.epg.army.mil/
http://bit.ly/15Aug_OklahomaComplex
http://bit.ly/15Aug_OklahomaComplex
http://bit.ly/15Aug_AirForceMaterielCommand
http://bit.ly/15Aug_AirForceMaterielCommand
http://bit.ly/15Aug_AWACS
http://bit.ly/15Aug_WingOne
http://bit.ly/15Aug_WingOne


Reinventing the Customer 
Experience was the theme of 

the first virtual seminar for services 
business managers (SBMs) and techs. 

The Services, Food 
& Fuel Directorate’s 
live event May 26-28 
helped emphasize 
two of the Exchange’s 
strategic priorities—
Grow Concessions 
and Intensify 
National Brands.

Increasing earnings, concessions

The seminar focused on seven key 
points:

• Increasing short-term concession 
earnings monthly by 1 percent 
compared to last year.

• Optimizing the mall with Military 
Star® promotions in food and 
services concessions.

• Growing the business month-to-
month by identifying anomalies 
and challenges for SBMs.

• Adding more local and regional 
food and service businesses to 
malls.

• Expanding point-of-sale 
technology to all short- and long-
term concessions by 2016.

• Expanding fast-casual and 
sandwich concepts.

• Growing vending programs.

Build cutomer relationships

The seminar featured presentations 
from Services and Food leaders, SBMs, 
speakers from HQ directorates, among 
others. They challenged SBMs to 
create innovative ways to increase foot 
traffic at malls and build relationships 
with customers to determine the 
right mix of commodities and service 
concessions.  

EXCHANGE NEWS | News from the Directorates
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By Patricia Hawkins

Managers and associates may 
wonder what Exchange internal 

auditors look for when visiting a 
facility. Generally, they ensure internal 
controls have been implemented and 
are working.  

Auditors ask, “Are additional controls 
needed, any unnecessary controls, and 
are the controls cost-effective?” Simply 
put, internal controls are 

good business 
practices that 
safeguard assets, 

ensure compliance 
with policies and 

procedures, and instill 
confidence that financial results 

are accurate. 
Every Exchange associate has a role 

with internal controls. Understand 
your role in the process, which works 
only with:

• Competent associates
•  Well-documented, easy-

to-understand policies and 
procedures

• Proper separation of duties 
to ensure a person does not 
authorize, process and record the 
same transaction

• Assets protected by physical and 
virtual access controls

• Documents and records retained 
to ensure authorized and 
accuratelly recorded transactions

• Effective management oversight 
that monitors controls to ensure 
they are working properly

Internal controls keep the Exchange 
on course to meet goals and strategic 
priorities by minimizing surprises 
along the way. 

Patricia Hawkins is a group manager in 
the Exchange’s Audit Division.

Help auditors keep 
Exchange on the 
right track

Services, Food & Fuel Directorate

Services business managers  
‘reinvent’ customer experiences

strategic  
priorities:
Grow  
Concessions

Intensify  
National 
Brands

Services leaders at the virtual seminar.

Top services business managers

President and Chief Operating 
Officer Mike Howard also announced 
winners of the Services Business 
Managers Challenge: 

• Sandra Long and Alison 
Christin—NAS Fort Worth JRB, 
Texas; Central Region

• Hannah Kaetterhenry—Al Udeid 
AB, Qatar; contingency

• Veronica Reese—Fort Belvoir, Va.; 
Eastern Region

• Grace Tunon—Grafenwoehr, 
Germany; Europe

• Kwe-hwan Pak—Camp 
Humphreys, Korea; Pacific

• Dawn Bennett—Fort Irwin, Calif.; 
Western Region.

They met challenges to increase 
sales and earnings in 2014. Services 
business managers are participating in 
the 2015 challenge. 

In the 1950s, 
families at Fort 
Hood, Texas, and 
Fort Huachuca, 
Ariz., found the 
beauty of the Old 
West with unique 

Exchange concessionaires— horse-
riding academies. Pictured is the 
manager of Fort Hood’s academy.

120th Anniversary 
Concession FunFact         

http://h2.aafes.com/sites/14/sdvc/2015%20Virtual%20SBM%20Seminar/Forms/AllItems.aspx


At the Exchange last year, 75 
associates suffered heat illnesses 

at work; 27 needed medical treatment 
or lost work days. This year through 
early June, heat illnesses have struck 
12 associates.

 Know the symptoms of heat 
exhaustion:

• Headaches
• Dizziness
• Lightheadedness or fainting
• Weakness and moist skin
• Irritability or confusion 
Symptoms of heat stroke include:
• Dry, hot skin with no sweating
• Mental confusion or losing 

consciousness
• Seizures or convulsions 
Any heat exhaustion and stroke 

requires immediate medical attention.
While waiting for medical help, move 
the person to a cool or shaded area; 
loosen or remove heavy clothing; and 
provide cool drinking water. Never 
give water to an unconscious person.

Mist with water or fan the 
person. Don’t use ice water, which may 
cause a shock reaction. 

Blame heat stress on high 
temperature and humidity; direct sun 
or heat; limited air movement; and 
physical exertion. Battle the heat by 
using cooling fans or air conditioning; 
resting regularly; drinking plenty of 
fluids; and avoiding alcohol, caffeine 
and heavy meals.
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Don’t let Heat 
get you down

Caught . . . doing the right thing!
Core Value: The courage to use good judgment

Kadena AB, Japan — Before 
she retired recently after 16 
years at the Exchange, Cashier 
Yoko Moromizato used her LP 
training to unearth a $15 piece 
of clothing hidden in a suitcase 
that a customer wanted to buy. 
Moromizato remembered BOB 
and LISA—Bottom of the Basket 
and Look Inside Always. When 
asked, the customer said she 
didn’t want to purchase the 
additional merchandise.

Schofield Barracks, Hawaii — 
The Hawaii loss prevention team is 
recognized with awards for working 93 
fraud cases involving $111,000 during the 
first quarter of this year.

Redstone Arsenal, Ala.— Burger 
King’s Rita King, left, and Terri Clay 
called 911 and cared for a customer 
having a diabetic attack at the drive-
through window. 

Camp Zama, Japan — Exchange security 
expert Fred Crowther, left, local police 
and camp safety office hold a motorcycle 
safety demonstration outside the store. 

LOSS PREVENTION & SAFETY | Protecting Earnings and Life

Not so 
FunFact

75
The number 
of Exchange 
associates 
who suffered a heat illness last year 
on the job.

Dan Daniel DC, Va. — Associate 
Reba Jones properly dons a safety 
harness before operating her turret 
lift.



Did you get a raise this year? If so, 
now’s a great time to increase your 

401(k) contributions by a percent or 
more. 

You’ll still see an increase in your 
take-home pay and are now saving 
much more toward your retirement.

In fact, you will be saving more and 
you likely won’t even notice it because 
your salary increased and the 
401(k) contributions are deducted 
from your salary before taxes are 
computed.

Two types of contributions

The limits are $18,000 
annually for regular 
contributions and $6,000 for 
“catch-up” contributions.

As the name implies, “catch-up” 
contributions are ideal for people who 
have not put as much money as possible 
into their 401(k) plans through the 

years. So as they got older, they wanted 
to “catch up.”

Anyone 50 or older in 2015 may 
elect to do “catch-up” contributions. 

First, you decide a regular 
contribution percentage, then 
make a separate election for 

the catch-up percentage.
When you reach the IRS 

maximum pre-tax contribution limit of 
$18,000 for 2015, then your catch-up 
contributions up to $6,000 will begin. 

To increase your contributions or to 
set up a 401(k), go to www.401k.com. 

YOU AND YOUR BENEFITS | Keeping Healthy & Happy
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Thinking of remodeling your house?  
5 big answers to nail down before starting

Choosing the right contractor is the single most important 
decision that homeowners make on a remodeling project.

From the AAFES Federal Credit Union, take a peek at the 
five big questions you should be asking to nail down the 

details before you lift the hammer.

Now’s the time to boost 
your 401(k) contribution 

 Reminder:    
        Payroll deduction for  

catch-up contributions will not 
begin until the IRS maximum 

pre-tax limit is met  
for the year.

Need disability 
income protection? 
Probably so!

Disability insurance is often 
overlooked, particularly by young 

people, although it’s an essential way 
for people to protect themselves from 
unexpected illness, accidents or other 
problems that prevent them from 
working. 

Your single greatest asset is your 
ability to earn an income. Although you 
may have enough money in the bank 
to meet short-term needs, what would 
happen if you couldn’t work for months 
or even years? 

AAFES Disability Program

For many families, the prospect of 
losing just a few months’ income or 
living on half a paycheck just isn’t an 
option. 

If this sounds 
like you, consider 
enrolling 
anytime in the 
AAFES Disability 
Program for 
regular full-time 
associates until 
they get back on 
their feet. 

What does the program pay?

Disability income pays two-thirds of 
your basic salary. Short-term disability 
is paid weekly for the first 26 weeks of 
a certified period of disability. Long-
term disability, which begins when 
short-term disability ends, is paid 
monthly. You pay only half the cost 
because the Exchange pays the rest.

Log onto eBenefits to enroll in 
disability insurance. If it has been more 
than 31 days since you’ve been eligible 
to enroll, you will be required to show 
proof of good health on a form that 
Aetna will send you.

For more information, call the HR 
Support Center, (800) 508-8466.

Not So FunFact

 About 1 in 4 
 20 -year-olds 

will become  
disabled before 

reaching 67.

Aetna Contacts
DoD NAF Health Benefits Program — www.nafhealthplans.com. Details 
about the DoD NAF medical and dental plan benefits.

Aetna Navigator, secure member website — Register and log in at  
www.aetna.com. Health and benefits information, self-service tools, cost 
estimates and more.

Aetna Member Services — (800-367-6276). Information about benefits and 
network providers, help with claims, ID cards and eligibility questions.

Informed Health® Line — (800) 556-1555. Talk 24/7 to a registered nurse 
about health questions and concerns.

http://bit.ly/15Aug_401kwebsite
http://bit.ly/15Aug_CreditUnion
http://bit.ly/15Aug_CreditUnion
http://www.nafhealthplans.com
http://www.aetna.com
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s Intensify National Brands

Find these and other great 
Foster Grant products at 

your Exchange and online at 
shopmyexchange.com.



EXCHANGE NEWS | Family Serving Family
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August’s Pulse Survey!

or their favorite energy drink. Tornados, 
hot dogs and Monster energy drinks are 
included in the Exchange top 10 selling 
items after fuel. 

By Lisa Moak

You’ve heard the old adage, 
“location, location, location!” 

For Exchange customers, the new 
adage is, “convenience, convenience, 
convenience!” 

The Exchange has made “Growing  
the Express” a strategic priority, along 
with providing “convenience” for 
customers. 

Military service members spend 40 
to 60 hours a week on an installation. 
During that time, they often fuel up and 
grab a snack as they come to work and 
leave to go home. 

Did you know that fuel sales 
alone represent 23 percent of total 
Exchange sales? Customers driving to 
an installation need a place to gas up. 
While filling up, they often grab a snack 

At the Exchange, Convenience is Tops!

Express FunFact

Just 14 percent of the U.S. 
population eats three square meals 
a day. 

Many people eat five to six small 
meals a day and don’t eat traditional 
meals. Twenty-two percent 
are eating trail mix as a meal 
replacement. 

In addition:

• Snack sales are up 5 percent 
• Pretzels up 6.7 percent
• Chocolate-covered salted 

snacks up 20 percent

Click here to respond.

Read July’s Pulse Survey results here.

When you look at the 
top-selling items worldwide, 
you can see how important 

Expresses are to the business 
of the Exchange. 

According to Program Manager 
Jennifer Jordan, “We are focused on 
how can we provide the best quality 
convenience items at competitive prices.” 

The snack category has seen the 
largest growth in sales above candy 
and carbonated beverages, beer and 
wine. BeFit products offer “better-for-
you” options for people who want to eat 

healthier.
“At the Express, we’re always looking 

at areas to expand and areas that 
may need to be reduced,” Jordan said. 
“Our buyers review industry trends 
and forecasts to adjust merchandise 
selection providing similar items 
customers find outside the gate.”

Plans to Grow the Express and boost 
foot traffic include: 

• Wacky Wednesday—one-day deals 
offered only on Facebook 

• Increase use of vendor-sponsored 
instantly redeemable coupons

• More island coolers 
• More Hunt Brothers pizza stations 

Do you eat Tornados?

❑  Yes

❑  No

http://bit.ly/15Aug_AugustPulseSurvey
http://bit.ly/15Aug_JulyPulseResults


EXCHANGE NEWS | Family Serving Family
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#7 Premium Java 
Coffee 20 oz.
277,596 cups

           (Gallons)
#1- Unleaded Fuel 25,924,113
#2- Premium     4,793,518
#3- Midgrade     3,886,403
#4- Diesel         563,353

#5 Tornados
559,767 units

#6 Heating oil
353,921 gallons

#8 Jumbo hot dogs
223,026 hot dogs

#9 Newport cigarettes
218,498 packs

#10 Monster energy 
drinks
200,601 cans

16. Premium Java 16 oz.

17. Red Bull 8.4 oz.

18. Red Bull 12 oz. 

19. Monster Zero Ultra

20. Grizzly Wintergreen, can

21. Red Bull 16 oz. Single

22. Marlboro 20s

23. Assorted Roller Bites

24. Fountain Drink 32 oz.

25. Coca Cola 20 oz.

11. Glacier Smart Water

12. Gasoline, Europe Super Unleaded

13. Mountain Dew 20 oz.

14. Bananas

15. Marlboro Gold King

Next 15 top selling items: 

Exchange Top 10 Selling Items   (One-month snapshot - Feb. 2015)



By Julie Mitchell

The Exchange is known for serving 
troops worldwide. This spring, 

Hal Ergin, an associate at Offutt AFB, 
Neb., served a co-worker after a life-
threatening scare. 

While at her cubicle, Office Assistant 
Linda McQueen suffered a blood clot 

in her sinuses, then a 
seizure. She fell face-first 
and landed under her 
desk, her head covered 
by a box. She began 
to shake. She couldn’t 
respond, but heared 
commotion around her.

“I wasn’t sure what 
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Samantha 
Moon
$5,000  

Marilyn Iverson 
Memorial Award

Kelsey  
Rogers

$5,000

Erin Egan 
$3,000

Christopher 
Lei 

$3,000

Samuel Ney
$3,000

Victoria 
Vandervort 

$3,000

Kendall  
Martinson 

$3,000

Naomi  
Headrick 

$3,000

Christopher  
Rogers

$3,000

Chanelle 
Powell 

$3,000  

Joseph  
Puryear

$3,000

Cayley 
Cantwell 

$3,000

Samuel 
Moore

$1,500

Michelle 
Roberts

$1,500

Selena 
Moore 

$1,500

Cassidy 
Brown 

$1,500

Lisa Parks 
$1,500

Amanda 
Lilly 
$1,500

18 aspiring college students win AREA scholarships
Eighteen sons and daughters of 

Exchange associates have received 
$49,000 in college scholarships 
from the AAFES Retiree Employee 
Association.

The students come from Florida, 
Georgia, Italy, Japan, South Carolina, 
Tennessee, Texas and Virginia.  

This year, AREA’s scholarship 
program attracted 45 applications, 

the second highest since it began in 
1985, said program director Thomas 
Gallagher.

To review the program 
requirements for 2016, click here. 

exchange core value:
Courage to Use Good Judgment

Linda 
McQueen

Quick-thinking 
associate saves 
co-worker’s life

Hal Ergin receives a coin from 
Exchange Senior Enlisted Advisor 
Chief Master Sgt. Sean Applegate. 

my body was doing,” she said. “I heard 
a huge bang—it was like a bomb. 
Apparently, that was me.”

Swift action

From his nearby desk, Ergin, the HR 
learning manager, heard associates 
screaming for help and sprang into 
action. As another associate dialed 
911, Ergin swiftly pulled McQueen 
from under her desk. He turned her 

face forward to aid her breathing and 
cradled her head in his lap, offering 
words of comfort.

“I was shocked, but instinct kicked 
in,” Ergin said. “I held her hand until 
she responded. It was just a few 
minutes, but it felt like a year.”

‘Second chance’

Emergency medical technicians took 
McQueen to an Omaha hospital, where 
doctors told her she was lucky that 
Ergin helped so quickly—McQueen’s 
rare condition typically causes fatal 
strokes. 

“I got a second chance,” McQueen 
said. “God was looking out for me that 
day, and so was Hal. He was my angel.”

Although she is still recovering, 
McQueen returned to the Exchange to 
work full time. 

“I believe anyone in my shoes would 
have done the same thing,” Ergin said. 
“The important thing is that Linda is 
still with us and she’s ok.”

http://bit.ly/15Aug_AREAwebsite
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s Intensify National Brands

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

Share your 
adventures.
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AWARD WINNERS | Exemplary Associates from Around the World

Check out these associate awards!

Fort Belvoir Va. — During a recent trip to the nation’s capital to meet with 
government leaders, Deputy Director Mike Immler stops off at Fort Belvoir in 
Washington, D.C., to present coins to children’s softlines associate Arcily Porte, 
left, and senior office clerk Mun Showers. He also presented coins to associates 
Bobbette King and Rose Balas. By Deborah Hobby

Davis-Monthan AFB, Ariz. —
Antonio Lopez-Santiago, left, receives 
awards from GM Robin Chetri for 
deploying a year to Kuwait. 
By Kyoto Martin

Camp Casey, Korea — General Manager Gloria Cho, center, and garrison leaders 
celebrate the Korea Northern Exchange winning the Director/CEO award for 
operational excellence for medium-size stores. To celebrate, associates and 
customers enjoyed a barbecue and lunch party. By Sul-ki Yi 

Fort Campbell, Ky. — Services’ Terri 
Hill, Courtney McDonald-Gillespie, 
Ivy Garcia-Romero and Justin Jackson 
rejoice after winning a Military Star® 
display contest. By Cecilia Luna

Celebrations!
Director/CEO Awards

Offutt AFB, Neb. — Associates celebrate by saying they’re no. 1 as they gather 
with Exchange executives to celebrate the Exchange winning the Director/CEO 
Award for excellence for small stores. Director/CEO Tom Shull and President and 
Chief Operating Officer Mike Howard presented the award to General Manager 
Daniel Wise. By Stephen Estell and Matthew Peterson

Shaw AFB, S.C. — Eastern Region 
SVP Bob White presents COO coins 
for solution-selling skills to Justin 
Richardson, left, Carly Carver and 
Rebecca Thomason. By Debra Warner

http://bit.ly/1Jg3T7v
http://bit.ly/1Jg3T7v
http://h2.aafes.com/sites/11/SCC/StratCom/ExPost/2015/08_August/Director_CEOWINNERS.pdf


AWARD WINNERS | Exemplary Associates from Around the World
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Camp Zama, Japan — Pacific 
Commander Col. Kristin McCoy coins 
the PowerZone’s Emiko Kayaba for 
her three-peat win in solution-selling 
contests. By Myra Dizon

Kadena AB, Japan — Exchange Senior 
Enlisted Advisors Chief Master Sgt. Sean 
Applegate and Sgt. Maj. James Pigford 
present coins to Minako Itosu and 
Ayano Gima. By Staff Sgt. Robert DeDeaux

Camp Kinser, Japan — Okinawa 
DC Manager Richard Kawamura 
receives a coin from Exchange Senior 
Enlisted Advisor Chief Master Sgt. Sean 
Applegate. By Staff Sgt. Robert DeDeaux

Grafenwoehr, Germany — Managers and associates pose for a group shot after being awarded President and Chief 
Operating Officer Mike Howard’s Exchange 2015 X Award for Operational Excellence. General Manager Carl Carpenter read 
a letter from Howard, who congratulated the team on a stellar performance of boosting sales and earnings, reducing costs, 
increasing Military Star® penetration rates, among other financial goals. By Chris Litch

Check out these associate awards!

Celebration!
COO X Award

Kleber Kaserne, Germany — The 21st Theater Sustainment Command’s Sgt. 
Maj. Rodney Rhoades presents coins to associates of the Exchange’s Wounded 
Heroes Service Center for how they care for troops. Left to right, associates are 
Mensah Kouassi, Jennifer Rennwald, Robert Young, Manager Deniz Barcala, 
Francisco Lerma and Darla MacEachern. By Sgt. 1st Class Aaron Eastman

U.S. Military Academy, N.Y. —
Area Manager Rebecca Santee presents 
Thanks Award to associates Mary 
Speranza, left, and Pinky Depuy for  
job performances. By Lot Wehmeyer

http://bit.ly/15Aug_OperationXawards
http://bit.ly/1Jg3T7v
http://bit.ly/15Aug_SustainmentCommand
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CENTRAL REGION | From the Field

Redstone Arsenal, Ala. — Express 
associate Queen Qahhaarq checks out 
a customer at the Spring into Savings 
tent sale, which yielded $152,000 in 
sales, minus gas. By Antoinette Stover

Minot AFB, N.D. — Managers Lisa 
Anderson, left, and Chelsey Hernandez 
pose with Miss North Dakota Jacky 
Arness during her visit with troops and 
families. By Lisa Anderson

Fort Leavenworth, Kan. — Outdoor 
Living’s Sieglinde Morris stands ready 
to answer customer questions as  
CharBroil rep Peggy Bayless shows 
how to grill burgers. By Monica Curtis

Fort Campbell, Ky. — Associates 
dress in tie-dyed T-shirts to show 
support for Pride Month, which 
recognizes lesbian, gay, bisexual and 
transgender people. By Cecilia Luna

Fort Riley, Kan. — Express associate 
Sionette Peters, right, receives an 
award from a product rep for selling 
the most Snickers—1,759—during a 
contest. By Robin Ayling

Redstone Arsenal, Ala. — GM 
Roberto Montalvo, second from right, 
presents a $1.9 million dividend check 
to installation and MWR leaders during 
Military Spouse Day. By Antoinette Stover

120th Anniversary FunFact

Phone-a-pizza
In what may be an Exchange first, 
the PX Pizza Concession at Fort 
Campbell, Ky., baked pizzas right in 
the VW van en route to a customer. 
Equipped with ovens, five mobile 
vans served about 400 “piping hot, 
freshly baked pizzas” a month.

The Exchange’s first name-brand 
pizza restaurant, Pizza Inn, opened 

at Fort Carson, Colo., in 1986, followed by the first Domino’s Pizza home 
delivery and take-out service at Fort Bliss, Texas, in 1990.

Randolph AFB, Texas — Manager 
Roland Guerra presents valued 
customer David Hanaway with a signed 
Brantley Gilbert guitar he won in a 
recent contest. By Brenda Frego

#ExchangeHistory



EASTERN REGION | From the Field
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CENTRAL REGION | From the Field

120th Anniversary FunFact
Only 64¢

The amount the Exchange cafeteria 
at Robins AFB, Ga., was charging 
for a turkey dinner with all the 
trimmings. The occasion? The Army 
& Air Force Exchange Service’s 64th 
anniversary in 1959. Head Counter 
Attendant Elizabeth Hall prepares to 
take a tray of food to a customer.

Nearly a quarter-century would 
pass before the Exchange entered 

into the name-brand restaurants, which replaced the cafeterias. In 1987, for 
instance, the first Exchange Popeyes opened at Fort Stewart, Ga. 

Robins AFB, Ga. — GM Stephanie 
Wilson, left, presents a gift card to 
the Chocolate Fest winner, who then 
indulged in sinfully delicious chocolate 
shopping. By Keola Chan

Fort Belvoir, Va. — Associates Angie 
Williams and John Gafford, center, 
and associate family member Katyana 
Shoffner help children enjoy a Star 
Wars Jedi event. By Deborah Hobby

Fort Bragg, N.C. — Managers Dale 
Killip and Tracy Luna playfully engage 
in a light-saber battle while promoting 
the Star Wars Jedi event. 
By Alex Dewberry

Fort Gordon, Ga. — Managers Mary 
Scott and Bryon Johnson present a 
valued retiree with a $500 gift card 
he won in an Exchange Mobile Center 
Sweepstakes. By Christine Karimkhani

Fort Lee, Va. —Manager Shawann 
Williams presents Christina Suarez and 
her pooches a kit of pet gifts for her 
photo entry into a recent contest. 
By Christine Healy

Fort Bragg, N.C. — Taco Bell’s 
Cassandra Macklin, center, holds up 
a “Taco Terminator” T-shirt for the 
winner of an eating contest for the 
82nd Airborne. By Alex Dewberry

Fort Belvoir, Va. — Kansas City 
Chiefs’ cheerleaders create smiles for 
a little boy during a meet-and-greet 
before they visited wounded warriors 
at a hospital. By Deborah Hobby

#ExchangeHistory

http://bit.ly/15Aug_82ndAirborne
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WESTERN REGION | From the Field

Fort Bliss, Texas — During a recent 
pet show, associate Jackie Nicolosi, 
center, helps a Border Patrol officer 
show customers his dog Stanley’s 
prowess. By Terri Cerda

Mountain Home AFB, Idaho —
Manager Keith Gorsuch presents a 
$500 gift card to valued customer 
Katrina Carr after she won a recent 
Patriot Family contest. By Bonnie Lindahl 

Davis-Monthan AFB, Ariz. —
Associate Mercedita Hood, left, 
presents a valued military retiree and 
his wife with a Char-Broil grill he won 
in a giveaway. By Kyoto Martin 

Peterson AFB, Colo. — Managers 
Tonita Bechert and Cindy Cantu present 
a gift card to a loyal customer in a 
Unilever sweepstakes, one of several 
worldwide winners. By Tonita Bechert

Fort Shafter, Hawaii — Express, 
Subway and Services associates 
provide water during the U.S. Army 
Corps of Engineers health and safety 
run. By Aja Brown

Eielson AFB, Alaska — Associates 
Emily Padgett and Hollee Tennies 
present a valued family with a gift card 
they won in a Unilever contest.
By Emily Padgett

JB Lewis-McChord, Wash. — 
Supervisor Elizabeth Heinlein welcomes 
wrestler Shawn Michaels, center, and 
his publisher to promote his book. 
By Elizabeth Heinlein

Presidio of Monterey, Calif. —
The Exchange’s Don Brown, William 
Ripley and Maria Hernandez help at the 
Defense Language Institute’s day for 
kids. By Wynne Dauernheim

JB Lewis-McChord, Wash. — 
Associates Molly Best, left, and Elizabeth 
Bering open the mobile Subway to serve 
customers at the installation’s Special 
Olympics. By Paul Claxton

http://bit.ly/15Aug_DefenseLanguageInstitute
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WESTERN REGION | From the Field

Fort Bliss, Texas — Western Region 
Vice President Shelly Armstrong, 
kneeling, presents a Customer Award to 
Pacific Audio & Tinting for service to the 
troops since 2009. By Rochele Jordan

strategic priority:
Grow Concessions

120th Anniversary FunFact

The elusive  
‘D.B. Cooper’

On March 22, 1972, Western Region associates 
from the Northwest Area Exchange at 
Vancouver Barracks operated a mobile unit for 
200 Fort Lewis Soldiers and 400 National Guard 
members searching for “D.B. Cooper,” who 
highjacked a Boeing 727 jet between Portland, 
Ore., and Seattle. He extorted a $200,000 
ransom (or $1.2 million in today’s dollars) and 
parachuted out of the plane near Vancouver, 

Wash. He—and most of the money—were never  found. The media gave the 
mysterious robber the name “D.B. Cooper.” 

Holloman AFB, N.M. — Customers 
look over the goods at a motorcycle 
show sponsored by the Exchange. Four 
community members won prizes for 
the best rides. By Joanne Alhambra

Davis-Monthan AFB, Ariz. —
Associate Marvin Wright, left, learns 
from a Budweiser rep about all the 
ingredients that go into making beer at 
Bud’s mobile display. By Kyoko Martin

Peterson AFB, Colo. — Associates 
welcome celebrity TV host Carla Hall 
from ABC’s “The Chew” for a book 
signing. Total sales for that day rose by 
24 percent. By Tonita Bechert

Travis AFB, Calif. — Exchange Driver of the Year Tim Stewart, center, and his 
family join General Manager Morris Howard at a car show and community event. 
Food court sales rose 17 percent and main store sales 22 percent on this day 
compared to the same day last year. Sales for short-term vendors rose 23 percent. 
By Irene Urata

QuoteUnquote
❛The Driver of the Year is a great 
asset who bridges the connection 

with our business partners, 
families and community. 

Customers are already asking  
for his return.❜

–Morris Howard, general manager, 
Travis AFB, Calif.

FunFact: A good day for EPP

43
The number of Exchange Protection 
Plans associates sold during the 
Travis AFB community event.

#ExchangeHistory
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OVERSEAS REGION | Europe & Pacific

Tower Barracks, Germany — 
During a community event, Exchange 
managers meet with military spouses 
who run home businesses. 
By Chris Litch

Aviano AB, Italy — In honor of LGBT 
Pride Month, 31st Mission Support 
Group Deputy Director Mechille Braden 
joins Manager LaToya Harris to cut the 
kick-off cake. By LaToya Harris

Grafenwoehr, Germany — Express Associate Adam Renner hands a box of 
Hunt Brothers wings hot off the grill to a customer. Opened since June 4, Hunt 
Brothers Pizza has been a huge success at the Express, with daily sales averaging 
$1,500. The Exchange operates 13 Hunt Brothers pizza locations around the 
world, which have brought in $1 million sales through June. By Chris Litch

strategic priority
Grow the Express

Kaiserslautern, Germany — Victoria 
Contawe, Noelle Hinojos, Claudia 
Tanny and Sabrina Nowinsky enjoy the 
renovated Subway at Landstuhl Regional 
Medical Center. By Susie Goodwin

Grafenwoehr, Germany — Caffe 
Milo’s Gabor Balkanyi, a concessionaire, 
is recognized by managers for his 
service to troops and families. 
By Chris Litch

Osan AB, Korea — Troops help 
a valued Exchange retiree cut the 
cake to celebrate the Army’s 240th 
anniversary in ceremonies involving 20 
organizations. By Candace Ford

Misawa AB, Japan — “Pepper,” a 
robot from Exchange concessionaire 
SoftBank technology store, entertains 
a child as “his” manager, Masako 
Fukuoka, watches. By Satsuki Iwasawa

Camp As Sayliyah, Qatar — Base 
Commander William Wozniak presents 
a certificate of appreciation to the 
Exchange for contributing to the 
success of his troops. By Raquel Ranes

http://bit.ly/15Aug_MissionSupportGroup
http://bit.ly/15Aug_MissionSupportGroup
http://bit.ly/15Aug_Landstuhl
http://bit.ly/15Aug_Landstuhl
http://h2.aafes.com/sites/11/SCC/StratCom/R/Readers/2015/06%2520June/ArmyBirthday240.pdf
http://h2.aafes.com/sites/11/SCC/StratCom/R/Readers/2015/06%2520June/ArmyBirthday240.pdf


Washington, D.C. — @
ExchangeAssoc Meeting 
with ERAC at NGAUS HQ in DC 
to advance issues concerning 
AAFES. Great support. 
By Mike Immler @ExchangeDDawg

KADENA AB, Japan  —   
@ExchangeAssoc Aside 
from serving the world’s best 
customers, I love rewarding my 
incredible team! #kadena  
By Jessica Provan @JessProvan

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

Tweets from  
around the world
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OVERSEAS REGION | Pacific

Fort Riley, Kan. —  
@ExchangeAssoc Katy was 
awarded a COO coin from the GM 
Robin Ayling for solution selling! 
By Sheena Flournoy @SheenaFlo  

Camp Casey, Korea — 
@ExchangeAssoc Pak O Yong & 
Yi Pyong Chae at Express coin’d 
for excellent customer service.
BY CMSgt Applegate @ExchangeChief

Fort Sill, Okla. —  
@ExchangeAsso Daryl being 
recognized by manager Curtis 
for going the extra mile for a 
customer. By Sandra Williams

Fort Campbell, Ky. — @
ExchangeAssoc  STAR WAR’s 
Jedi training. @ivy_wgr 

Misawa AB, Japan — Hardlines 
Manager Takanori Hosogoe shows 
SodaStream to an enthralled gathering, 
who enjoy sparking water with a fizz. 
By Satsuki Iwasawa

Camp Zama, Japan — Associates 
and a product vendor train on selling 
Exchange Protection Plans by letting 
customers know all the benefits of 
protecting their purchases. By Myra Dizon

Kunsan AB, Korea — The “Aaaaaahs” 
have it. Exchange and installation 
leaders officially open a new massage 
therapy concession to bestow peaceful 
serenity on customers. By Kyehwan Pak 

strategic 
priority:
Grow  
Concessions

http://bit.ly/15Aug_ERAC
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s Intensify National Brands

IT’S TIME TO BE EXCEPTIONAL

Find this and other Casio 
watches at your Exchange and 

online at shopmyexchange.com
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Transfers

InMemory
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Ollie Anthony – area LP manager II, Travis AFB, 
to area LP manager III, Fort Bliss
Kevin Beason – chief, supply chain operations, 
HQ, to DC manager I, Germersheim
Alyce Campbell – sales & merchandise manager, 
Hickam AFB, to store manager (BR), Fort Irwin
Elizabeth Cane – HR manager II, HQ, to HR 
manager III, Fort Irwin
Patricia Collier – DC LP manager II, West Coast 
DC, to area LP manager III, HQ
Laura Duffley – help desk support IV, HQ, to call 
center system analyst, HQ
Wayne Hansen – general manager, JB Langley–
Eustis, to general manager, Fort Benning
Marcus Hernandez – LP manager II, March ARB, 
to LP manager III, Fort Knox
Andrew Horne – warehouse foreman, U.S. 
Military Academy, to shift manager, Thule AB
Mary Kruskamp – assistant store manager, 
Robins–Moody AFB, to store manager (MS), 
Dover AFB
Nicholas Nguyen – store manager (MS), Fort 
Benning, to general manager, Puerto Rico
Antonio Porter – general manager, Puerto Rico, 
to general manager, JB Langley–Eustis
Karl Shelton – shift manager (retail), Thule AB, 
to store manager (BR/Gas), Yuma Proving Ground
Christopher Showers – store manager (MS), 
Minot AFB, to store manager (MS), Fort Knox
David Smith – sales & merchandise manager, 
Luke AFB, to store manager (MS), Fort Rucker
Paula Smith – store manager (BR), Fort Irwin, to 
store manager (BR), Fort Lee
Gregory Templeton – store manager (BR/Gas), 
Fort McCoy, to store manager, Fort Polk

Yasuko Adams, 82, died June 3 in Highland 
Falls, N.Y. The U.S. Military Academy senior store 
associate retired in 2009.
Esther Allen, 88, died April 9 in Washington, D.C. 
The JB Andrews cook retired in 1983.
Gladys Beall, 89, died May 7 in Conway, Mo. The 
Fort Leonard Wood associate retired in 1978.
Nobeka Broussard, 86, died April 7 in Hayward, 
Calif. The Presidio of San Francisco cashier 
retired in 1992.
Dolores Clark, 81, died June 4 in Valparaiso, Fla. 
The Eglin AFB sevice station manager retired in 
1996.
Robert Clark, 67, died June 1 in Newport News, 
Va. The Dan Daniel DC materials handler retired 
in 2014.
Albert Curran, 65, died May 21 in Easley, S.C. The 
Atlanta DC maintenance worker retired in 2010.
Edith Davenport, 65, died May 12 in Newport 
News, Va. The Dan Daniel DC materials handler 
retired in 2015.
Anthony Delauro, 94, died May 8 in Kailua Kona, 
Hawaii. The Thailand Exchange associate retired 
in 1975.

James Douglas, 70, died Feb. 1 in Great Falls, 
Mont. The Malmstrom AFB end-user computer 
technician retired in 2009.
Helen Douthit, 83, died May 11 in Columbus, Ga. 
The Fort Benning sales associate retired in 1991.
Rosa Easton, 82, died May 15 in Marina, Calif. 
The Presidio of Monterey food activity foreman 
retired in 1994.
Jack Erwin, 87, died April 5 in Eulenbis, Germany. 
The Kaiserlautern-Vogelweh warehouse worker 
retired in 2009.
Juanita Espiritu, 81, died April 24 in Anaheim, 
Calif. The Los Angeles AFB supervisory 
accounting assistant retired in 1996.
Kenneth Forsythe, 77, died May 21 in Waldrof, 
Md. The JB Andrews auto worker retired in 1999.
Francis Gigsby, 97, died June 29 in Boynton 
Beach, Fla. The Randolph AFB associate retired 
in 1974.
Nadine Harrod, 90, died May 29 in San Antonio, 
Texas. The Lackland AFB reorder associate 
retired in 2008.
Hedy Houser, 96, died May 29 in Melbourne, Fla. 
The Patrick AFB associate retired in 1975.
Freddie Howard, 64, died May 28 in Yantis, 
Texas. The HQ supervisor retired in 2003.
Mamie Jackson, 95, died May 18 in Lebanon 
Junction, Ky. The Exchange associate retired in 
1979.
Mary Linton, 74, died May 15 in Columbus, Ga. 
The Fort Benning shift supervisor retired in 1996.
C.A. Lozada, 95, died April 11 in Killeen, Texas. 
The Exchange security guard retired in 1982.
Helen Maier, 94, died May 11 in Vacaville, Calif. 
The Travis AFB personnel assistant retired in 
1983.
Jose Manandic, 84, died May 24 in Mililani, 
Hawaii. The Hickam AFB auto worker retired in 
1992. 
Denis Marrero, 62, died May 29 in Richland, 
Mich. The Fort Hood restaurant manager retired 
in 2012.
Eileen McConnell, 67, died April 30 in Marietta, 
Ga. The Dobbins ARB department manager 
retired in 2004.
Romola Mills, 68, died May 30 in North Fort 
Myers, Fla. The Little Rock AFB office assistant 
retired in 2002.
Zita Molinary, 76, died June 14 in Columbia, S.C. 
The Fort Jackson store assistant retired in 2005.
Joanne Muscarella, 72, died May 31 in Waldrof, 
Md. The Davis-Monthan AFB accounting assistant 
retired in 2002.

Anthony Nelson, 64, died March 31 in Giessen, 
Germany. The Giessen DC motor vehicle operator 
retired in 2002.
Joan Nelson, 85, died May 16 in Niceville, Fla. The 
Eglin AFB sales associate retired in 1995.
Dewey Parker, 77, died June 1 in Ruckersville, Va. 
The HQ supervisory operating accountant retired 
in 1989.
Carina Penalver, 91, died April 11 in Alameda, 
Calif. The Oakland DC warehouse accounting 
technician retired in 1994.
Georgia Pisano, 86, died May 25 in Columbia, 
S.C. The Fort Jackson food service worker retired 
in 1989.
Nina Redding, 85, died May 6 in Lakeland, Fla. 
The Homestead AFB HR manager retired in 1990.
Joseph Rodante, 73, died April 20 in Roseville, 
Calif. The HQ associate retired in 1996.
Peter Santillana, 62, died May 10 in Carrollton, 
Texas. The HQ real estate construction project 
manager retired in 2012.
Ursula Schmalhofer, 95, died May 19 in Virginia 
Beach, Va. The EUCOM associate retired in 1976.
Stanley Shin, 74, died June 2 in Los Alamitos, 
Calif. The Korea Area office administration tech 
supervisor retired in 2011.
Helen Sneed, 70, died May 16 in Sellersburg, Ind. 
The Fort Knox office associate retired in 1992.
Francis Snyder, 99, died May 6 in Citrus Heights, 
Calif. The Exchange associate retired in 1975.
Gloria Trolice, 82, died May 2 in Winter Park, 
Fla. The Exchange traffic management specialist 
retired in 1987.
Jacqueline Wadsworth, 58, died May 31 in 
Midlothian, Texas. The HQ supervisory secretary 
retired in 2013.
Jeannette Wallace, 87, died May 2 in Sunset, 
Texas. The Fort Hood retail manager retired in 
1990.

Mary Gibson, Beale AFB, 25 years
Gerald Hall, Vicenza, 8 years
Jerry Hanson, Overseas/Pacific, 36 years
Cecilia Lively, HQ, 11 years
Brunhilde Lohman, JB Andrews, 16 years
Maria Love, Redstone Arsenal, 6 years
Michelle Nuckles, Eglin AFB, 9 years
Darrick Smeby, HQ, 24 years
Laura Smith, HQ, 6 years
Barbara Vega, Davis-Monthan AFB, 8 years

Retirements

An Exchange Post Milestone
Next Month: read about how retirees remember the Exchange Post in a 
special issue marking the magazine’s 60th anniversary!

❛For the better part of 10 years overseas in Europe, our favorite reading 
materials were Stars and Stripes and the Exchange Post . . . Both were up 
front and personal.❜

–Harry Marshall, Hot Springs Village, Ark. , 1993 retiree



Red–letter  
August Dates in 

Exchange history
Aug. 16, 1898. 
The first 
exchange in the 
Pacific opened 
in a tent city 
garrison at 
Hawaii’s Camp 
McKinley at 

Diamond Head’s base. The facility 
opened about three years after the 
exchange system was formed.

Aug. 12-13, 1961. The European 
Exchange System serves the U.S. 
Berlin garrison and thousands of 
troops responding to the building of 
the Berlin Wall by East Germany.

Aug. 15, 
1968. A new 
shopping 
center opens 
at Germany’s 

Rhein-Main AB, the first one in Europe 
built totally with European Exchange 
System funds.

Aug. 3, 1984. Burger 
King opens its first 
AAFES restaurant at 
Katterbach, Germany.

Aug. 10, 1989. The Waco Distribution 
Center opens in Texas, the second 
modern AAFES warehouse. The first 
one—the Dan Daniel DC—opened in 
June 1988.

Aug. 7, 1990. The largest exchange 
in the Pacific opens at Camp Foster, 
Japan, to serve U.S. Marines.

Aug. 24, 1992. Hurricane Andrew 
chews through Florida, causing $5.3 
million in damage to Homestead 
AFB’s BX. Two days later, associates 
begin supporting storm victims and 
20,000 troops.

See more red-letter dates and 
historical pictures!

This is part of a monthly series celebrating  
the Exchange’s 120th anniversary last month. 
The series will continue throughout the year. 

By Steve Smith 
Corporate Communication Editor/Historian

During World War II, independent 
exchanges served American troops 

in Egypt, Iraq, Iran, Saudi Arabia and 
elsewhere. In 1958, associates staffed 
mobile exchanges in Lebanon during 
civil unrest.

But things were different with 
the Middle East deployment in 1990-
91—Operation Desert Shield and 
Operation Desert Storm. This was 
AAFES’ first excursion into a war zone 
since the organization’s worldwide 
centralization in 1971.

In Saudi Arabia and other countries, 
more than 300 associates operated 17 
major AAFES facilities and hundreds 
of others, serving a 28-nation coalition 
seeking to foil Iraqi dictator Saddam 
Hussein’s invasion of Kuwait.

As Exchanges and distribution 
centers back home began supporting 
the mission, AAFES started virtually 
from scratch by ratcheting up services 
in Saudi Arabia, where only three small 
stores existed with one manager.

By late 1990, AAFES had set 
up stores and its first in-country 

distribution center to handle the influx 
of merchandise.

Among original associates deploying 
to Saudi Arabia were Karen Patrick 
from Grand Forks AFB, N.D., and Rich 
Pickering from Bremerhaven, Germany.  
Today, Karen Patrick is Karen Stack, 
executive vice president and chief 
logistics officer, while Pickering is vice 
president of food & fuel. Many of the 
others in the first deployment wave 
have since retired.

In February 1991, the war ceased. 
Associates began coming home, 
although some AAFES facilities 
remained in Saudi Arabia and Kuwait 
to serve 3,000 remaining troops. In 
that March/April’s Exchange Post, 
Patrick, in “A letter home,” summed up 
her feelings about her deployment.

“The appreciation of the Soldiers 
holds steadfast in my mind as 
something I will always carry with 
me,” Patrick wrote. “The SCUD attacks 
that made war seem so real . . . also are 
memories I will carry home.”

Next: In the 2000s, OEF and OIF join the 
Exchange lexicon of abbreviations.

1990s: The first deployment  
of the worldwide AAFES

http://bit.ly/15JulyREDLETTERdates
mailto:smithstev%40aafes.com?subject=Exchange%20history
http://h2.aafes.com/sites/11/SCC/StratCom/ExPost/2015/08_August/WorldwideConsolidation.pdf
http://h2.aafes.com/sites/11/SCC/StratCom/ExPost/2015/08_August/WorldwideConsolidation.pdf
http://bit.ly/15Aug_KarenPatrickStackLetter
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