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2014 results: terrific bridge to 120th year 
Results from 2014 show what this team can do in 2015

As I write this column, we are 
awaiting the official 2014 
results from our auditors, but I 

can tell you that 2014 was an awesome 
year for the Exchange.

  The initiatives to strengthen the 
financial stability of the Exchange, 
improve service levels for our 
customers and reduce operating 
expenses have really taken hold.

Our sales were $7.3 billion and 
earnings reached a record $373 
million. 

These earnings were $76 million 
higher than planned and $41.8 million 
above 2013. This is a tremendous 
accomplishment in an era of large 
reductions in the active duty Army, 
continued drawdowns in Afghanistan, 
and a competitive retail landscape.

Many successes

We’ve had many successes, which I 
shared with main store managers and 
general managers at April’s MSM/GM 
Conference and the Express team at 
last month’s Express seminar.  

In 2014, the Exchange relaunched 
our online store, shopmyexchange.
com, into a shopping channel that 
rivals competitors. In main stores, we 
opened 295 branded concept shops, 81 
more than planned. The intensification 
of national brands led to $446 million 
in additional sales.  

Banner year for Expresses

Expresses also had a banner year—
they improved their profit margin by 
1.5 percent last year. In 2011-2013, 
they improved the profit margin nearly 
1 percent, whereas the convenience 

store industry average improvement 
was only 0.02 percent.  

Nice job, Express team.
Did you know that Express sales are 

rapidly catching up to main store sales?  
In fact, the Eastern Region’s Express 
sales are larger than main store sales.  

 A word about consolidation

A topic that may have concerned 
you during the past few months is the 
Military Compensation & Retirement 
Modernization Commission’s 14 
recommended changes to military pay 
and benefits, including consolidation 
of the three exchanges and Defense 
Commissary Agency (DeCA).  

The Defense Department 
has reviewed the commission’s 
recommendations. (Exchange officials 
participated in the review.)  

The Exchange-Commissary 
consolidation was one of the 
commission’s recommendations 
that the President did not forward 
to Congress. The President’s letter 
stated that consolidation issues 
were complicated, and the Defense 
Department needed to review further. 

I will keep you 
posted on this 
topic.  

Improving 
customer 
satisfaction

Next month 
will mark the 
Exchange’s  
120th 
anniversary. 

For 12 
decades, 
Exchange 
associates have 
served Soldiers, Airmen and their 
families around the world. 

The results of 2014 are a terrific 
bridge to start our 120th year. The 
Exchange had an outstanding 2014, 
and we are on a similar path for 2015. 
It will take the efforts of all associates 
to continue to improve customer 
satisfaction and control expenses. The 
2014 results show what this team can 
do.

The accomplishments of the 
Exchange team were truly exemplary. 
It is an honor to serve with each of you. 
Well done! 

During the MSM/GM Conference, 
I had the pleasure to announce 
the winners of the Director/CEO 
Award:

• Fort Hood (large store)
• Korean Northern (medium)
• Offutt AFB (small)  

Congratulations to all three 
stores—I am very proud of you! 
See a complete list of MSM/GM 
awardees on Pages 14-15.

❛The Exchange had an outstanding 2014 and  
we are on a similar path for 2015  . . .  The results of 2014 show  

what this team can do.❜

mailto:exchangepost%40aafes.com?subject=
http://shopmyexchange.com
http://shopmyexchange.com
http://bit.ly/15JuneMiitaryCommittee
http://bit.ly/15JuneMiitaryCommittee


I am so proud of how hard store 
managers and associates are 
working to deliver unique shopping 

experiences for our customers.  
One example is solution selling.
Solution selling leads to satisfied 

customers. Satisfied customers lead to 
an improved bottom line.

In addition, during the recent MSM/
GM Virtual Conference, I recognized 
five stores that excelled in direct 
operating results, gross margin 
return on investment, Military Star® 
penetration rate and fiscal-year 
inventory variance. 

I presented my President/COO 
X-Awards to: 

• MacDill AFB, Fla. – Eastern 
Region

• Fort Hood, Texas – Central Region
• Nellis AFB, Nev. – Western Region
• Grafenwoehr, Germany – 

Overseas Region/Europe
• Kadena AB, Japan – Overseas 

Region/Pacific
Congratulations to all the winners. 

Kadena won for a second year in a row!  
Congratulations to Team Kadena. Well 
done!

Call out the savings

In my presentation at last month’s 

EXCHANGE NEWS | President and Chief Operating Officer Mike Howard
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Mike Howard and Vice President 
of Strategic Operations Marla 
Smith dance over the results from 
recent solution selling of firearms, 
cameras, TVs, jewelry and 
sunglasses. For April, top stores 
have improved solution selling 
results by 2 percent, or $138,000, 
compared to the previous year.  

Express seminar, the examples I gave 
of how to improve sales at our Express 
stores also hold true to all of retail 
operations:

• Just one more: Just one more add-
on sale item can help move the 
needle in your facility to exceed 
operational goals.

• Call out the savings: Tell the 
customer about the savings. Don’t 
let them do the math. Call it out for 
them:  
“If you buy a piece of fruit with 
that coffee, you save up to 99 
cents.”
“Just 30 cents more with that 
small coffee and you can have 
fruit.”
“Add fruit and pay 10 cents less 
with that large coffee.”

Providing complete solutions

On another note, I want to give 
big shout-outs to associates around 
the world who have blown the lid 

off solution selling of cameras and 
accessories, jewelry, firearms, 

sunglasses and Exchange 
Protection Plans. 

These associates 
focused like laser beams 
on providing complete 

solutions to our customers. 
For instance, PowerZone 

associates provided 
memory cards and 
carrying cases to 
shoppers buying 
cameras. They 
ensured their 
customers 
protected their 
purchases with 
our EPPs. Jewelry 
associates did 
the same with 
their customers.

Marla Smith, 
vice president of strategic operations, 
and I asked associates to take picture 
or make videos of them dancing to 
“We are the Champions” by Queen and 
“Happy” by Pharrell Williams. 

Boy, did we get some pictures and 
videos! Lots of happy feet!

Flip to Pages 21-25 and see the 
pictures of the “solution selling 
winners.”  

See the videos submitted from:
• Ellsworth AFB, S.D.
• Fort Bragg, N.C., South Post
• Mountain Home AFB, Idaho
Now those are excited associates! 
Let’s all get as excited as our folks 

at Ellsworth, Fort Bragg and Mountain 
Home and make 2015 the best year 
ever. 

Let’s blow the lid off the numbers 
and customer service!

Delivering unique shopping experiences
There are plenty of shout-outs to go around!

Just one more: Just one more add-on 
sale item can help move the needle 
in your facility to exceed operational 
goals.

 I want to give big shout-outs 
to associates around the world 

who have blown the lid off 
solution selling of cameras 

and all the accessories, 
jewelry, firearms, sunglasses 

and Exchange Protection 
Plans. 

http://bit.ly/1B7oMi4
http://bit.ly/15JuneFORTBRAGGvideo
http://bit.ly/15JuneMOUNTAINHOMEvideo


and food area are 
attended. Monalisa: 
OMG, where do I begin? 
Great personality, great 

humor. Heather: an awesome boss. 
Aleena: hard worker, has young troops 
filling up her line. I visit this facility 
daily.

Sandra Evans
HQ/Exchange Credit Program Call Center

An Army specialist bragged on 
the service he received from Sandra, 
who walked him through registering 
for my MyECP.com. He said he really 
appreciated her time, professionalism, 
kindness, knowledge and patience. 

A colonel stated Ms. Sandra 
explained his account to him in a 
professional manner, without sounding 
condescending, and explained our 
payment hold time. 

(Editor’s Note: Sandra’s picture was not 
available.) 

Bill Fagan
Eastern Region/
Fort Belvoir, Va.

I received superb 
service when I visited 
the Military Clothing 
store with an urgent 

mission: pull together a service-dress 
uniform for my father-in-law, whose 
funeral was in less than a week. I 
wanted his service properly displayed 
because he was a veteran of three wars. 
Manager Bill Fagan gave his personal 
attention to acquire all uniform pieces 
and guide me through identifying all 
appropriate medals. Although the store 
was busy, he kept an even keel, going 
so far as mounting five rows of ribbons 
properly. Now that was above and 
beyond the call of duty! Thank you for 
having such great personnel who go the 
extra mile to attend to our needs. Bill 
would be my nominee for manager of 
the year.

Estella Arroyo-Iipha, Tiffany Boden, 
Leah Church, Aleena Dattner, 
Heather Evans, Keiko Miller  
and Monalisa Nena
Central Region/Fort Hood, Texas

Please notify these associates of 
their superb jobs! Tiffany: always 
greeting everyone as they enter! 

Keiko: ensuring there is always 
coffee and attending to customers. 
Leah: nice and great personality. 
Estella: always ensuring the sandwich 

Olaya Cuellar
Western Region/
Fort Bliss, Texas

At the Logan Heights 
Express, I witnessed 
Olaya Cuellar doing 
a fantastic job at 

customer service. I want to let you 
know what an outstanding person you 
have working for you! My husband 
and I saw Olaya come out of the 
building smiling and helping an older, 
handicapped man at the gas pumps. 
She was so kind, cheerful and helpful 
to this person that we couldn’t help but 
notice. She definitely stood out in her 
cheerful attitude and desire to help, 
It was a pleasure to see such a terrific 
example of customer service. She is a 
true gem of an employee.

Mutsuko Aoki 
Overseas/Camp 
Foster, Japan

I bought tires from 
the Camp Foster 
Express and service 
station, and received 

exceptional customer service. Ms. Aoki 
took time from her busy duties on the 
Express floor to ensure my service was 
correct. 

The Express/service station has 
great customer service and is a 
professional team that works very hard 
to make everyone’s shopping and car 
care a good experience. 

EXTRAORDINARY CUSTOMER EXPERIENCES | Family Serving Family

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

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

Eastern Region
Khallia Flowers, JB 
Andrews main store
Kirby Cryoskie, Eglin 
AFB Subway
Margie Daniels, Robins/
Moody AFB Services

Central Region
Jordan Harper, Little Rock 
AFB main store
Wendy Skapik, Wright-
Patterson AFB Einstein 
Bros. Bagels
Maria Stith, Fort Sill 
Services

Western Region
Paul Agustin, Fort Lewis 
main store
Ritamarie Montes, Luke 
AFB Popeyes
Karen Golloher, Davis-
Monthan AFB Services

Overseas/Pacific
Eiryo Tanaka, Camp 
Zama main store
Kiyoshi Wada, Camp 
Zama Popeyes
Hyon-chol Choe, 
Camp Humphreys 
Services

Overseas/Europe
Marisa Maron, 
Vicenza main store
Andre Yarbrough, 
Hohenfels Burger King
Gabor Balkyni, 
Grafenwoehr Aachen 
Gabor Coffee

The Fort Hood Express 
crew, with Aleena at left

http://bit.ly/15JuneCreditProgramWebsite
http://bit.ly/MikeHowardOPERATIONCALLOUT


Offutt AFB, Neb. — PowerZone associate Alex Scott and the search for a simple lock made 
quite an impression on Tech Sgt. Jeremiah Lybolt. During the installation newcomer’s first visit 

to Offutt’s main store, Scott, right, and his co-workers were busy with an arduous store reset, but that 
didn’t stop him from carrying out an Exchange core value—Family Serving Family.

Lybolt wanted a simple $5.99 lock. Although five locks were already displayed on the shelves, Alex 
dropped everything he was doing with the reset and went to the stockroom to look through carts filled 
with merchandise to find the perfect lock for Lybolt. 

“Alex . . . made my picky demand come to fruition,” Lybolt wrote, in a letter to managers. “I was 
shown that Alex could care less about the inconvenience or excuses. Seems as if some people work 
on countless reasons why they can’t help, but some people like Alex show there’s no reason 
not to try. I just wanted to thank him for making a new member to the base feel good about 
shopping AAFES.”

This kind of customer service is a big reason Offutt AFB won the Director/CEO 
Award for excellence. See Pages 14-15.

EXCHANGE NEWS | Family Serving Family

Betsy Gracia and Nancy Hall
Overseas/Vicenza, Italy

I wanted to let you all know about 
two exceptional workers: Mrs. 

Betsy and Mrs. Nancy, who were 
working at the movie theater April 11. 

They really proved to me that 
“customer service” wasn’t dead and 
restored my faith in humans as a 
whole. My son’s 11th birthday party 
was set for that day, and we had 
invited his entire fourth-grade class. 
We had cake, cupcakes, and a little 
table decorated for presents. We were 
ready for a movie theater party filled 
with fourth-graders. 

However, due to spring break and 
fourth-graders being fourth-graders, 
nobody showed up. 

My son and I were devastated. 

❛They really proved to me that 
customer service wasn’t dead and 

restored my faith in  
humans as a whole.❜

–A mother and  
Exchange customer

‘Glowing examples of our core values’

Theater associates turn a boy’s birthday party 
from disappointment into one to remember

The courage to use  
good judgment

“I cannot express how proud I am of 
Betsy and Nancy. You can sell stuff 
and feel good, but when you impact 
a person’s life, you can’t put a price 
on that. They didn’t ask permission. 
They just did what they knew was 
the right thing to do.”

–Mike Howard,  
president/chief operating officer

❑

“This is one of the BEST stories 
of Family Serving Family I have 
seen! To see how Betsy and Nancy 
turned this young man’s birthday 
party from a failure into a day to 
remember is absolutely amazing. 
It makes me feel honored to have 
associates like this on the team! 
They are a glowing example of our 
core values.”

–Jason Rosenberg, vice president, 
OCONUS Region—Europe &  

Southwest Asia

Betsy and Nancy went into action: 
they let him make a BIG bag of popcorn 
out of the small bags and allowed him 
to choose a movie of his liking. 

During our viewing of the movie, 
unknown to my husband or me, Betsy 
and Nancy got our son a birthday card 
and gift card, so that when the movie 
was over and he went to open his 
presents, he had more than just one on 
his table. 

They certainly didn’t have to do that, 
but they did—and helped turn what 
could have been a terrible day into a 
happier one. 

They showed kindness to my child, 
and that means the world to me. These 
two exceptional associates should be 
congratulated and rewarded for going 
way above and beyond and for their 
kindness to a sad 11-year-old on his 
birthday party day.

Making a new customer feel good about shopping the Exchange
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http://bit.ly/15JuneAlexletter


Wiesbaden Exchange opens
Wiesbaden, Germany — As the new 
Wiesbaden Exchange prepares to open, 
associates gather for managers to 
recognize their efforts setting up the 
highly anticipated store. 

Left, associate Alice 
Blase checks out 
customers during the 
grand opening of the 
143,000-square-foot 
center April 17. The 
complex is almost 
twice the size of the 

store it replaced in Hainerberg. 
By Dan Barriga; Jacob Corbin, USAG-Wiesbaden’s 
Herald Union 

EXCHANGE NEWS | News from the directorates
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Washing and waxing, making chips 
and dents disappear, tinting 

windows, and other vehicle services 
brought in $242 million in sales and 
more than $14 million in earnings last 
year to the Exchange.

It’s a pretty big and profitable 
business, and all our customers have 
cars, trucks and vans—some more than 
one. So why should they go outside the 
gate to care for their rides?

Store associates, remind your 
customers who need fast auto work 
that they can find a complete range of 
services at the Exchange. Check what 
providers are on your installation so 
you can make customers aware of them.
Exchange’s own center

Did you know that the Exchange’s 
portfolio of businesses include direct- 
and concession-operated car care 
centers? For example, the Exchange’s 
direct-operated car care centers offer 
the same automotive services as the 
name-brand counterparts. Some are 
attached to Expresses with gas pumps 
to better serve customers.

Concessionaires include:

The mid-1940s station 
at Fort Lewis, Wash. 
At right, a gas-station 
associate in his 1960s 
uniform for the European 
Exchange System. 

Check out how our 
service stations have 
changed since the Model 
T years.

From the Services, Food & Fuel Directorate

Car care centers make big dent 
in Exchange sales, earnings

An associate at the Firestone at Shaw 
AFB, S.C.

FunFact: Exchange 
car care centers 
through the years

• Firestone, complete auto repair 
and inspections in 53 locations, 
featuring certified mechanics.

• Safelite and Belron Corp. for glass 
repair and headlight restoration 
and replacement. Safelite serves 
CONUS locations and is looking to 
expand. Safelite’s parent company, 
Belron, wants to open stores in 
Europe.  

• L and J Windshield Repair, Smart 
Ride (formerly Chipio), Chip 
Smith and Carly Ray Industries 
for windshields and other services. 

• Pacific Audio and Tinting for 
audio systems and window tinting. 

• Sierra Vista Glass for window 
tinting, car wash and windshield.

•  X-dent Services for hail repair, 
door dings and creases, windshield 
replacement, and help with auto 
insurance claims.

• AMW International for waterless 
washing and waxing products, 
detail kits, headlight restoration, 
windshield repair and replacement, 
and wiper blades.  

• Car washes on many installations. 

http://bit.ly/15JuneHistoricGasStations


EXCHANGE NEWS | News from the directorates
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How well do you know the installations we support? 
This month, get to know the mission, unique customers at Fort Leavenworth, Kan., and Dover AFB, Del.

EXCHANGE NEWS | About Our Customers

Fort Leavenworth, “Oldest post west of D.C.”
Named in honor of Col. Henry Leavenworth, Soldier during the War of 1812 and early military expeditions against the Plains Indians.  

To serve the Soldiers and military families, we have one main Exchange, one Express and 11 restaurants. 
We have 142 associates; 42 percent are spouses or other family members. 

Since 1882, Fort Leavenworth has 
been home to the Army's Command 
and General Staff College, a graduate 
school for U.S. military officers. All 
modern-day five-star generals have 
passed through the college. President 
Eisenhower graduated first in his 1926 
class of 245 officers.

The U.S. Disciplinary Barracks is the 
Department of Defense’s only maximum 
security correctional facility and is 
staffed by the 15th Military Police 
Brigade. It is the oldest federal prison 
in continuous operation. The facility 
holds 440 inmates, including five on 
death row. 

The Leavenworth National Cemetery 
was established by President Lincoln in 
1862. George Custer's brother is buried 
here. He, too, died at the Battle of Little 
Bighorn.

To serve the Airmen and military families, we have one main Exchange, two Expresses and three restaurants.  
We have 59 associates; 61 percent are spouses or other family members. 

Dover AFB, “Deliver Excellence”
Dover AFB welcomes home America’s greatest heroes with one of the most somber military missions.   

Dover AFB is home to the military’s 
only CONUS port mortuary. The 
center is used for processing military 
personnel killed in both war and 
peacetime.

Dover AFB was used to identify remains 
of civilians in 1978’s Jonestown mass 
murder/suicide; and crews of the 
exploded Challenger and Columbia space 
shuttles.

Dover AFB is one of two bases to operate 
the massive C-5 Galaxy. (Travis AFB, 
Calif., is the other.) The C-5’s cargo hold 
is a foot longer than the entire Wright 
Brothers’ plane at Kitty Hawk.

Check out the Fort Leavenworth 
Exchange from the early 1950s!

http://bit.ly/15JuneOfficersSchoolatLeavenworth
http://bit.ly/15JuneOfficersSchoolatLeavenworth
http://bit.ly/15JuneDisciplinaryBarracks
http://bit.ly/1PxmdMN
http://bit.ly/1PxmdMN
http://bit.ly/15JuneLeavenworthNationalCemetery
http://bit.ly/15JuneLittleBighorn
http://bit.ly/15JuneLittleBighorn
http://bit.ly/15JuneDoverAFB
http://bit.ly/15JuneC-5GalaxyYOUTUBEvideo
http://bit.ly/15JuneLeavenworth1950sshot
http://bit.ly/15JuneLeavenworth1950sshot


With 2015 being the “Year of the 
Customer,” understanding how 

shopmyexchange.com works will help 
associates serve shoppers, particularly 
if items are not available in the stores. 

In March, associates were offered 
discounts on shopmyexchange.com to 
become acquainted with the site. 

Afterward, they were asked 
to complete a survey about their 
experience. Nearly 600 provided 
feedback. 

Associates suggested ways to 
improve the online experience,  
such as:

• Remove items no longer in stock
• Provide more complete product 

specifications
• Include several pictures of items 

at multiple angles
• Correct the problem of the system 

inserting incorrect ZIP codes and 
then rejecting orders 

They noted that some of the best 
improvements included:

• Easier searching and navigating
• Cleaner, fresher look
• Saving of Military Star® numbers 

so customers don’t need to enter 
them each time

• More name-brand products
• Emails stating shipment dates

Associates also learned that:

• Customers can go directly 
to items by entering catalog 
numbers from flyers.

• Shoppers get free shipping with 
Military Star® payments and on 
orders $49 or more.

• Items can be shipped to stores for 
pickup.                                                                                                                                        

EXCHANGE NEWS | News You Can Use

Why do we do so many surveys? Survey shows 
your views about 
Exchange websiteAs associates, we’re not strangers 

to surveys. We receive 10 or more 
requests a year asking us what we 
think.

Surveys help managers assess 
and improve the organization’s 
performance, identify barriers to 
success, and maintain communication. 

Surveys that keep you and our 
customers engaged include:

Customer satisfaction surveys

The annual Customer Satisfaction 
Index tells managers and associates 
how well we’re serving shoppers and 
provides results on areas that need 
improvement.

In addition, associates get chances 
to test our products and services 
and identify issues for customers. As 
one recent survey respondent put it, 
“Associates are customers, too.” 

Associates recently gave feedback 

about their Exchange online shopping 
experiences. (See survey results at 
right.)

Associate satisfaction surveys

Surveys, such as the annual 
Associate Satisfaction Index (ASI), tell 
us how well we are performing as an 
employer in supervision, leadership, 
benefits, diversity and more. 

The corporate communications 
survey annually monitors the 
effectiveness of communication 
channels. It helps us reach the goal of 
delivering timely, relevant information 
to every associate.

“Pulse” surveys 

With one question, pulse surveys 
allow for instant feedback. The most 
recent one asked, “What is your 
favorite customer service technique?” 
See responses in July’s Exchange Post.

FunFact: A future star buys a guitar at the Exchange

While serving in the Air Force in Germany during the 
early 1950s, a poor, unknown Airman named Johnny Cash 
bought his first guitar for $5 at Landsberg AB’s BX. He 
then formed his first band, the Landsberg Barbarians, 
wrote the song, ‘Folsom Prison Blues’—and the rest is 
history.

 
Tell us how you’re connected! 

Click here to give your answers.
Find out here April’s Pulse Survey on your favorite restaurants.

June’s Pulse Survey
of Exchange associates are connected to the military 
as a spouse, family member, veteran or active duty 
Soldier or Airman.

38%
❑  Spouse
❑  Family member (son or  
    daughter)
❑  Currently serving,     
     including the National  
    Guard and Reserves
❑  Veteran

❑  Other family member  
    (parent, sibling, aunt,  
     uncle, etc.)
❑  Just proud to serve   
    Soldiers and Airmen
❑  Other

EXCHANGE NEWS | News You Can Use
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http://www.shopmyexchange.com
http://bit.ly/15JunePULSEsurvey
http://bit.ly/15JuneAprilPulseSurvey


What used to be known as “Nelly’s Barn,” a bawdy 
house near Yakima, Wash., was turned into a PX 

in the early 1940s for troops converging on the new 
Yakima Anti-Aircraft Artillery Range. Nelly and her 
“voluptuaries,” as one Exchange associate wrote in a 
1952 memo, left before the troops and PX got there.

In the early 1970s, a small PX, left, top, served troops 
training at the Yakima Firing Center. Today, the Yakima 
Training Center supports all military units, local and 
federal law enforcement organizations, and allied 
forces from Canada and Japan. 

The JB Lewis-McChord Exchange operates the 
Yakima store, left, a remodeled version of 1970s facility. 
Last year’s sales were $1.4 million.

EXCHANGE NEWS | News You Can Use

FunFact: This Exchange building was once a 
. . well . . .Ummm . . .  oh, read and find out!

At 94, grandmother 
still serving troops
By Julie Mitchell

JB Lewis-McChord, 
Wash. — At 94, Julia 

Santiago says a big part 
of her youthful spirit 
is her part-time job 
at the Exchange, her 
employer for the past 
44 years.  

Today, she works at 
the Exchange’s Subway 
in the Madigan Army 
Medical Center. 

“I don’t plan to slow 
down. I’m very satisfied,” said Santiago, 
adding that she also has no plans to 
retire.

Party captured on Facebook

On May 4, her birthday, Santiago’s 
co-workers and customers feted her 
with cards, gifts and cake in the food 
court—all a surprise. 

The Puerto Rico native moved to 
New York after 
World War 
II to work at 
manufacturing 
aerial bombing 
targets. She 
later moved to 
Washington 
State with 
her Soldier/
husband.
‘Everyone 
knows Julia’

When she was 50 and her children 
were grown, she landed a job at the 
Exchange, and the rest is history.

“Everyone knows Julia,” said Paul 
Claxton, the Exchange’s restaurant 
business manager. “One Soldier told 
me he first met Julia when he was 
stationed here 20 years ago. Now, 20 
years later, Julia is still here and he still 
makes it part of his day to always stop 
by and say hello to her.”

General 
Manager Pat 
McGhee gives 
Julia Santiago 
a smooch. 

Subway Manager 
Shelyna Mitchell 
helps Santiago get 
the first slice of 
birthday cake.

50 years of Family Serving Family
March ARB, Calif. — Maria Beightol, 
center, celebrates her 50th anniversary 
with the Exchange by joining managers 
Amanda Hartfield, left, and Melanie White 
at a party held in her honor.

Beightol displays the coins she received 
from President and Chief Operating Officer 
Mike Howard to honor her service.

In 1965, she joined the Exchange as a 
deli sales clerk in Guam, then moved with 

her family to March ARB in the late 1960s when the installation was an Air Force 
base. She worked as a sales associate and then supervisor in the Exchange’s Four 
Seasons main store and later transferred to the Class Six store. She retired in 
January 1996, but returned that March to the Class Six store, where she remains.

“When I asked Mary why she chose to stay with the Exchange, she said, ‘It’s a 
great place to work,” White said. “‘I am happy doing what I do, because if you are 
not happy doing your job, you will be miserable.’”
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Exchange among tops at 
hiring vets, survey shows

The Exchange is one of the best 
employers of veterans in the 

country, according to a recent survey 
by Military Times.

The Exchange ranks 
28th on the Best 
for Vets list. About 
10 percent of 
the Exchange’s 
35,500 associates 
are veterans. 
More than 1,200 
vets were hired 
by the Exchange 
last year.

Topping 
the list were 
communications company Verizon, 
insurance provider USAA and defense 
contractor Lockheed Martin.

“Companies across all industries 
have realized how vets can boost 
bottom lines—and they’re fighting 
to bring (veterans) onboard,” the 
newspaper reported. 

Nearly all companies reported 
having a current service member or 
veteran among top leaders. At the 
Exchange, Director/CEO Tom Shull, 
Deputy Director Mike Immler and 
Director of Staff Thomas Ockenfels 
are veterans. The Exchange’s senior 
enlisted advisor, Sean Applegate, is a 
chief master sergeant.

Veterans comprise many other 
management and non-management 
positions at the Exchange.

Roger Neumann is 
one many veterans 

working at the 
Exchange. He is 

vice president of 
contingency plans. 

QuoteUnquote
❛Be nice. Be nice to customers. Be nice to managers. Just be nice.❜ 

–Julia Santiago, 94, food-service worker, Subway,  
JB Lewis-McChord, Wash. See Page 9.

Exchange Core Value: 
Respect Everyone

Flag Day is 
June 14
Join our customers June 
14 to salute the flag for all 
that it means to America.

Indeed, our flag has 
quite a history!

Happy 240th birthday, Soldiers!
Our Soldiers this month will celebrate the 

U.S. Army’s 240th birthday. Let’s join 
them by wishing Soldiers a happy birthday 
when we see them in our stores.

As the largest and senior branch of the U.S. 
military, the modern Army has its roots in the 
Continental Army, which was formed on June 
14, 1775, for the Revolutionary War before 
the U.S. was even a country. After the war, the 
Congress of the Confederation created the 
United States Army on June, 3 1784, to replace 

the disbanded Continental Army. Today’s Army considers 
itself descended from the Continental Army, and dates 
its institutional inception from the origin of that armed 
force.

Read more about the U.S. Army’s history and Robert 
Wright’s “The Contintental Army.”

FunFact: PX 
characters 
through  
the years

The ‘oldest paperboy around’ 
Throughout the Exchange’s nearly 120 
years, a colorful cast of characters has 
hung around the PXs and BXs.

But Huckleberry Charlie was one of a 
kind. Pictured at left, the “oldest paperboy 
around” delivers his daily diet of the news 
to Soldiers at Pine Camp, N.Y.

Trivia: What is the present-day name 
for Pine Camp? Turn to Page 16 to  
find out!

http://www.militarytimes.com/story/veterans/best-for-vets/2015/04/13/best-for-vets-employers-2015-new-rankings-are-out/25704103/
http://www.militarytimes.com/story/veterans/best-for-vets/2015/04/13/best-for-vets-employers-2015-new-rankings-are-out/25704103/
http://bit.ly/15JuneFlagHistory
http://www.army.mil/
http://1.usa.gov/1J5tSlF
http://bit.ly/15JuneArmyHistory
http://bit.ly/15JuneArmyHistory


Fort Huachuca, Ariz. — LP Manager 
Morry Baier presents the “Shoplifting 
is Stealing” video to installation Girl 
Scouts. In the LP office, the Scouts were 
awed by the electronic surveillance 
system that keeps watch for potential 
thieves.

LOSS PREVENTION & SAFETY | Protecting Earnings and Life
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Because Exchange associates put 
safety first, fewer of them were 

injured on the job in 2014 than during 
the previous year.

The injury frequency rate in 2014 
dropped 8 percent to 3.5, compared 
to 3.8 for the previous year. That puts 
the Exchange 28 percent below the 
industry average of 4.9.

The 3.5 IFR means that for every 
200,000 hours worked, the Exchange 
experienced 3.5 recordable accidents.

In 2015, the expected injury 
frequency rate is 3.9, with 3.6 being 
exceptional. 

“Working together as a team, we 
can continue to provide a safe and 
healthy environment for all of our 
associates and customers,” said George 
Shaffer, the Exchange’s health & safety 
manager.

All work injuries and illnesses are to 
be reported in the Accident Reporting 

System under “Quick Links” on the 
Exchange portal. Only cases that result 
in medical treatment that involve loss 
of consciousness, restriction of work, 
lost workdays or transfer to another 
job are used in figuring the IFR. Minor 
cases requiring only first-aid treatment 
aren’t recorded in the system.

The IFR measures safety 
performance in the workplace. 

An organization must compare its 
accident experience with that of similar 
organizations or its own previous 
years’ experience to evaluate its safety 
accomplishments and performance. 

In 2015, the expected 
injury frequency 

rate is 3.9; 3.6 is the 
exceptional.

QuoteUnquote

❛Reducing accidents helps lead to a safer environment for our customers 
and associates. It also leads to higher productivity and earnings by  

reducing potential losses from injury claims.❜
–Tom Shull, director/CEO,  

in a special message to associates

FunFact: Days lost to injuries

4,299
Total work 
days lost to 

recordable accidents in 2014, a 19 
percent reduction from 2013.

Putting safety first brought big results in 2014

Presidio of Monterey, Calif. —
Associate Teresa Ortiz uses a step 
ladder to boost her balance and 
reduce fatigue.  

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

Beale AFB, Calif. — LP’s Careena 
Ridener and Enrique Yu, Master Sgt. 
Jodi Brown from the 9th Security 
Forces, and GM Assistant Amanda 
Fullmer give two thumbs up for their 
Distracted Driving Awareness Month 
event for 150 customers. 

Fort Wainwright, Alaska — LP’s 
Jon Bogachoff greets a young customer 
at the distracted driving table set up in 
the shopping mall.

Check out LP’s “9 actions that distract 
you from safe driving.”

http://h2.aafes.com/sites/11/SCC/StratCom/ExPost/2015/06-June/IFR.pdf
http://bit.ly/15JuneDistractedDriving
http://bit.ly/15JuneDistractedDriving


If you are enrolled in the Aetna 
Passive PPO Dental Plan, you have 

access to up to $2,500 in dental 
benefits each year and free preventive 
care.

More than 90 percent of illnesses 
are detectable in the mouth. 
Periodontal (gum) disease increases 
risks of pre-term, low-birth weight 
babies, strokes and diabetes. Gum 
disease affects 75 percent of people 
over 35. Also, gum disease and other 
dental conditions take another 
unhealthy bite: 20 million lost work 
days annually.

How the plan works

Your Exchange dental plan can help 
you stay healthy. The Aetna Passive 
PPO Dental Plan gives you the freedom 
to use any licensed dentist, but saves 
you money on dental services, such 

as fillings or crowns, if you choose a 
dentist in Aetna’s network. 

Non-network dentists don’t have 
rate agreements with Aetna and may 
charge more than network dentists. 

Whenever you can, plan ahead and 
choose a network dentist for lower out-
of-pocket costs.

Slate of services

Some of the free preventive care 
services that the Exchange dental plan 
offers:

• Routine oral exams and cleanings; 
two free per calendar year. 

• A third cleaning is covered 
for those who qualify due to 
pregnancy, diabetes, heart disease 
or other medical problems. For 
details, contact Aetna Member 
Services, (800) 367-6276, CONUS; 
(888) 506-2278, overseas; or (813) 
775-0189, overseas collect.

• Problem-focused exams; two per 
calendar year.

• X-rays, with frequency limits; 
fluoride, with no age limit; and 
sealants, up to age 18.

Traveling overseas? Before you take 
off, ask your doctor what vaccines 

you need and when to get them. 
Learn more about common 

vaccines. Don’t leave home without 
your health insurance card in your 
wallet or purse.

On your way

Here’s advice for healthier flights:
• Choose a daytime flight to help 

stymie jet lag.
• Have airsick remedies. 
• Drink water to stay hydrated.
• Avoid alcohol, caffeine and heavy 

food.

After you arrive

Don’t fall victim to a conundrum for 
world travelers—diarrhea—by:

• Drinking only bottled water or 
soft drinks without ice.

• Avoiding undercooked meat or 
fish.

• Boiling water for at least three 
minutes before drinking.

• Skipping food from street carts.

YOU AND YOUR BENEFITS | Keeping Healthy & Happy
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Take advantage of your dental coverage
Using your dental benefits not only helps your teeth 
and gums, it can help your overall health. For more 
information, go here. 

Is it time to give your 
401(k) a raise?

Now may 
be a good 

time to give 
your savings a 
boost.  

For 2015, 
you can 
contribute up 
to $18,000. 
If you are 

50 or older, you can contribute an 
additional $6,000.

Have any extra money that is 
coming your way this year? Put it into 
your 401(k).

Contact Fidelity, the Exchange’s 
401(k) provider, at (800) 835-5095 
about your 401(k). 

Go here to increase your 
contributions and learn more  about 
your plan.   

If you do become sick, locate nearby 
urgent care or emergency facilities 

by downloading the Aetna app  
or by going here. 

Tips for staying healthy  
while traveling overseas

Read about the Exchange’s dental clinics. 

http://bit.ly/15JuneCOMMONVACCINES
http://bit.ly/15JuneCOMMONVACCINES
http://bit.ly/15JuneAETNAnavigator
http://bit.ly/15JuneFidelity
http://www.aetna.com
http://bit.ly/15JuneDENTALCLINICS
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s Intensify National Brands

Find these and other great 
Foster Grant products at 

your Exchange and online at 
shopmyexchange.com.



Medium Store Winner: Korea Northern 
After her store won the 2014 Director/CEO Cup, General Manager 

Gloria Cho vowed her team would win the award again in 2015—and 
she was correct. 

The team had a five-point increase in its “Problem Resolution” score 
for the Customer Service Index, with an overall score of 78. Korea 
Northern empowers associates to “do the right thing” with a focus on 
training in Exchange policies and procedures. Store managers are on 
the floor daily engaging customers and associates.

Recognized the most improved 
region for reduced injury frequency 
rate, lost and restricted work days, 
medical treatment cases, and customer 
accidents:

Loss Prevention  
Safety Award:

Western Region

EXCHANGE NEWS | Family Serving Family
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Top stores honored at first-ever virtual MSM/GM Conference
By Lisa Moak

Dallas — Exceptional stores 
were rewarded recently with 
the Exchange’s top prize for 

their hard work and service to those 
who serve. 

At April’s first-ever MSM/GM 
Virtual Conference, the Director/CEO 
Awards went to three Exchanges for 
their achievements in expert customer 
service, leadership, business results 
and community support:

• Fort Hood, Texas—Central Region

• Korea Northern—Pacific Region

• Offutt  AFB, Neb.—Central 
Region

In this “Year of the Customer,” these 
stores and associates lead the example 
of delivering extraordinary service.

Exchange Director/CEO Tom Shull, 
President and Chief Operating Officer 
Mike Howard and Deputy Director and 
Chief Strategy Officer Mike Immler 
reviewed and scored the nominations 
based on required criteria.

Director/CEO Award

Large Store Winner: Fort Hood 
Fort Hood Commander Lt. Gen. Sean MacFarland recommended 

the team for its “resilience” and serving the post through unfortunate 
tragedies in the recent years. The team has epitomized the saying, “Family 
Serving Family.”

 During the post lockdown in April 2014 after the mass shooting of 
Soldiers, “the Exchange team went above and beyond the call of duty while 
serving Soldiers and their families. The Exchange team is indispensable in 
building a community of excellence,” the commander said.

President and COO X-Award
President and Chief Operating Officer Mike Howard recognized achievements in 
each region based on earnings, Military Star® penetration, gross margin return 
on investment, inventory variance and other operational achievements. These 
Exchanges won X-Awards:

MacDill AFB, Fla.—Eastern Region
Fort Hood, Texas—Central Region
Nellis AFB, Nev.—Western Region
Grafenwoehr, Germany—Overseas Region/Europe
Kadena AB, Japan—Overseas Region/Pacific
 
See Mike Howard’s column on Page 3 about these exemplary Exchanges.

Exchanges recognized for achievements in earnings, safety, diversity and sustainability



EXCHANGE NEWS | Family Serving Family
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Medium Store Winner: Korea Northern 
After her store won the 2014 Director/CEO Cup, General Manager 

Gloria Cho vowed her team would win the award again in 2015—and 
she was correct. 

The team had a five-point increase in its “Problem Resolution” score 
for the Customer Service Index, with an overall score of 78. Korea 
Northern empowers associates to “do the right thing” with a focus on 
training in Exchange policies and procedures. Store managers are on 
the floor daily engaging customers and associates.

Small Store Winner: Offutt AFB 
The Offutt AFB Exchange’s managers and associates supported the 

community by attending command meetings, quarterly and annual Airman 
awards ceremonies and chaplain outreaches. 

They also hosted the first retiree appreciation day in 30 years.
These busy associates hosted truckload sales in Nebraska, Iowa and 

South Dakota, while attending recruit briefings at National Guard locations 
and supporting military spouse and dependent events throughout the year. 

Recognized for achievements in sustainability, utility 
management and other energy conservation measures.

Real Estate:  
Sustainability Award

Fort Gordon, Ga.

Recognized the most improved 
region for reduced injury frequency 
rate, lost and restricted work days, 
medical treatment cases, and customer 
accidents:

Loss Prevention  
Safety Award:

Western Region

Recognized for achievements in supporting 
inclusive environments and serving our 
diverse customers:

EEODI—Global Diversity:

Fort Campbell, Ky.

Top stores honored at first-ever virtual MSM/GM Conference

Exchanges recognized for achievements in earnings, safety, diversity and sustainability



Store associates:  
get ready, get set  
for Father’s Day!

Tell all your customers about the 
Father’s Day book, 64 pages of all 
kinds of gifts for dear ol’ dad.

Brand-name colognes, grills, running shoes, 
gadgets, clothes, shoes, jewelry, and much more. The book is live June 
5-21. Father’s Day is June 21.

Get acquainted with what products are offered in the book so you 
can show your customers and solution sell so they go home with all 
the accessories. 

Don’t forget that the book also includes online deals at 
shopmyexchange.com. If customers can’t find items they want in 
your store, direct them to our website. Better still, use an iPad to log 
onto the site right in your store and make the online sales!

The dear ol’ dads will love you!

country. Meanwhile, keep the following 
in mind:

• Comply with required policies and 
procedures.

• Use Exchange assets only for their 
intended business purpose.

• Provide proper oversight for your 
areas of responsibility.

• Stay focused on the mission to 
serve our customers.

• Let your manager know if things 
are not being done correctly or 
if there is a better way of doing 
them.

Hans Beauvais is vice 
president of the Exchange’s 
Audit Division. This is the 
first in a series about the 
division’s role in helping the 
Exchange run efficiently.

explaining their job functions and 
processes, and candidly answering all 
questions. 

The information is used to draw 
conclusions on what is—and what’s 
not—working and recommend 
changes.

If you wonder why auditors need 
the information they are requesting, 
please ask; we’re happy to share our 
objectives and results.

5 things to remember, even if the 
auditors aren’t coming

You don’t have to wait for an audit 
announcement letter to start thinking 
about how well your operations are 
running. After all, everyone must 
help the Exchange achieve its goals 
and maximize earnings to support 
the military members who serve our 

What is the modern-day name for 
the early-1900 military installation, 
Pine Camp?

Answer: Fort Drum, N.Y. 
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FunFact: Pine Camp today

By Hans Beauvais

Let’s say you’ve just received a letter 
saying that the Exchange auditors 

are headed your way, and you’re 
wondering what happens next. 

First, understand who Exchange 
auditors are: 30 highly trained 
associates who provide managers with 
independent and objective evaluations 
on operations and support activities.

Internal audits identify risks 
that could keep the Exchange from 
achieving its goals, ensuring leaders 
know these risks, and recommend 
ways to reduce the risks and improve 
efficiency and effectiveness.  

Associates at all levels can help

Internal audits are authorized by 
the Exchange board of directors and 
grant full and unrestricted access to 
all personnel, records, properties and 
other required information.

Associates at all levels can help 
by providing requested documents, 

The Exchange auditors are coming! Now what?
Exchange auditors are 30 highly trained associates who provide 

managers with independent and objective evaluations  
on operations and support activities.

EXCHANGE NEWS | News You Can Use

http://bit.ly/15JuneDadbook
http://bit.ly/15JuneAuditportal
http://bit.ly/1HcNN2C
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Find these and other Gerber 
products at your Exchange and 
online at shopmyexchange.com

ALWAYS IN THE MOMENT
INTRODUCING THE MOMENT CLEANING KIT

s Intensify National Brands

EXCHANGE NEWS | News You Can Use



See more associate awards around the world! Simply click here.

114 years of service!
Grafenwoehr, Germany —
President and Chief Operating 
Officer Mike Howard presents 
coins and letters of appreciation to 
barbers Erich Goetz, left, and Peter 
Thometzki for their combined 114 
years of service to the troops.

Thometzki started his career in 1956 
and was working here when Elvis 
Presley was doing Army training at 
Grafenwoehr in 1958. Goetz started 
in 1960. 

They were part of Howard’s 
“Customer Call Out” last month. Read 
about this dynamic duo who puts the 
“service” in customer service, one 
military trim at a time.

Find out who else in Germany 
received coins from Howard.
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AWARD WINNERS | Exemplary associates from around the world

FunFacts: 2015, the Year of the Customer

Associates around the world received coins for their exemplary 
customer service, increasing sales and providing solutions. 

Read about them and their deeds!

Rose Barracks, Germany —
President and Chief Operating Officer 
Mike Howard, left, presents his coin 
to the PowerZone’s Dujon Moss, who 
customers call the “camera guru.”

His managers say he is willing to do 
whatever it takes to provide great 
customer service and has many 
return customers who recommend 
him to others wishing to buy cameras.
By Chris Litch

Tinker AFB, Okla. — Chief 
Master Sgt. Sean Applegate, left, the 
Exchange’s senior enlisted advisor, 
presents his coin to Stockroom 
Manager Thomas Ray. 

Ray received the coin to recognize his 
work at keeping an orderly stockroom 
and getting products to the shelves for 
customers quickly and efficiently.
By Rosalina Johnson

Dallas HQ — Director/CEO Tom Shull presents coins to HR’s Talent Management 
and Development members Rhonda Moncrief, left, Maria Smith and Doug Brodess 
for spearheading the LEADER’s Project Kick-Off Week. About 110 associates from 
throughout the world came to HQ in March to work with senior leaders on real-
world projects. The experiences provided opportunities to put skills into practice 
through work on current strategic needs. 
By Sgt. 1st Class Aaron Eastman

Strategic Priority: Develop Future Leaders

Dallas HQ — Jim Mace, vice 
president controller of the Finance 
and Accounting Directorate, welcomes 
call-center associates with ice cream 
and sprinkles. The associates recently 
moved from the Stoneridge building. 
By La Toya Harris

http://bit.ly/15JuneAssociateAwards
http://bit.ly/15Maypg6CallOuts
http://bit.ly/15JuneExemplaryAssociates
http://bit.ly/15JuneExemplaryAssociates
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Sembach, Germany — Sgt. Maj. 
Keith Craig, Exchange senior enlisted 
advisor in Europe, presents his coin to 
Express cashier Medina Gregory for 
more than doubling her Military Star® 
penetration rate and increasing add-on 
sales. By Master Sgt. Luis Pacheco

Fort Buchanan, Puerto Rico — 
Eastern Region Senior Vice President 
Bob White presents cashier Ana Rivera 
with a Thanks award for placing 
third in the region for Military Star® 

penetration sales. Her total swipes were 
481 in February alone.  

Kleber Kaserne, Germany —
President and Chief Operating Officer 
Mike Howard, right, presents his 
coin to Military Clothing Associate 
Robert Young for his Military Star® 
penetration rate—38 percent—the 
highest in the world.

See more associate awards around the world! Simply click here.

AWARD WINNERS | Exemplary associates from around the world

U.S. Military Academy, N.Y. — With Store Manager Urvi Acharya, center, associates Adrian Delarosa, Stephanie Murphy, 
Elizabeth Moore, Maria Constancia Anderson and Lorena Eisenhauer show their Thanks awards for surpassing the Eastern 
Region and the store’s goals for RPOS capture rate. By Lot Wehmeyer                                                                                                   

Spangdahlem AB, Germany — 
Associate Dagmar Fluegel shows the 
gift card she received in Europe’s 
recent Military Star® swipe contest.

Camp As Sayliyah, Qatar — Manager John Burk presents coins and awards 
to associates Phelmah Pelipog, left, and Mark Yabut, right, for their exemplary 
performances looking after deployed Soldiers and Airmen. By Racquel Ranes

AWARD WINNERS | Exemplary associates from around the world

http://bit.ly/15JuneAssociateAwards
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CUSTOMER SERVICE | Creating unique shopping experiences

Exchanges celebrate Easter with customers

Ellsworth AFB, S.D. — Manager 
and bunny Pasqual Davis poses with a 
valued family. Children got more than 
1,500 eggs, and sales rose 49 percent 
over the previous year. By Diana Krieger

RAF Lakenheath, U.K. — Express 
Manager Russ Lamberson presents 
awards to egg-static winners of a 
coloring contest. 
By Russ Lamberson

Fort Buchanan, P.R. — Associate and 
bunny Yvonne Martinez and Archie the 
Clown, a local resident, entertain two 
sisters. 
By Dominique Williams

See more great Easter shots from around the world! Simply click here.

CENTRAL REGION | From the field

Fort Leonard Wood, Mo. — HR’s 
Maria Maras, left, meets “Dancing With 
the Stars” contestant Noah Galloway, 
the double amputee Iraq veteran, and 
girlfriend Jamie Boyd. By Sue Marble

Fort Knox, Ky. — Manager Christina 
Rivera gets a Derby bourbon bottle 
signed by Master Distiller Chris Morris. 
He signed 137 bottles in two hours. The 
post is only 45 miles from Churchill 
Downs in Louisville. By Kathy Allard

Scott AFB, Ill. — Express/Class Six 
Associate Orlando Oliver, back, right, 
and a Budweiser vendor present a tech 
sergeant with a basketball goal he won 
in a recent contest. By Cengiz Ozturk

Fort Leavenworth, Kan. — Manager 
Rolando Lodge presents a Charbroil 
grill to a valued retiree and his wife, 
who won a recent drawing. 
By Monica Curtis

Offutt AFB, Neb. — Obviously excited PowerZone associates dance with the 
drivers of the USO truck to the main store. Customers enjoyed TVs, free snacks 
and USO gear. By Matthew Peterson

http://bit.ly/15JuneEasterPIX


Tinker AFB, Okla. — Christopher 
Garza, Katrina Hodges, Jeffrey Hill, 
Tiara Jayne, Jonathan Cody and 
Felicia Butler. By Rosalina Johnson

Check out more solution-selling 
winners in the other regions in 
this issue of the Exchange Post!

Fort Leavenworth, Kan. — Reset 
merchandisers Eda Wurden, left, 
Lynda Branning and Alex Wilkins 
stand in the new BE FIT section. The 
BE FIT athletic products were placed 
predominantly in the store to catch 
shoppers’ eyes and boost sales. 
By Monica Curtis

FunFact: Getting in shape  
with Be Fit products

Lots going on with BE FIT products 
and programs. 
Read all about 
how associates 
are supporting 

mission-ready troops with ‘better-
for-you’ options.
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CENTRAL REGION | From the field

Offutt AFB, Neb. — Hardlines 
Manager Kris Cabacub, right, presents 
the championship belt to the winner of 
the Super Smash Brothers tournament.
By Matthew Peterson

Randolph AFB, Texas — Express 
Associate Daniel Owens presents 
customer Cruz Lopez with passes to a 
golf tournament during an Exchange/
vendor drawing. By Penny Guzman

Fort Hood, Texas — Exchange 
Manager Robin Brown, right, poses 
with Elaine Lowry Brye, who appeared 
at the Clear Creek store to promote 
and sign her new book, “Be Safe, Love 
Mom.” By Robin Brown

Fort Leonard Wood, Mo. — 
Blimpie’s George Perry, Mary Rodts, 
Audrey Thomas, Jessica Shepard and 
Mary Smith celebrate the chain’s 51st 
anniversary. They hoped to break 
$3,000 in sales that day. By Lisa Yoder

❛It will take the whole Exchange team united in our passion for the customer to improve the Exchange experience 
we offer our military customers.❜ – Director/CEO Tom Shull, at April’s MSM/GM Conference, about 2015 being the ‘Year of the Customer’

Solution Selling Winners!

Strategic Priority: 
Reposition the Main Store

CUSTOMER SERVICE | Creating unique shopping experiences

CENTRAL REGION | From the field

http://bit.ly/15Junepg22BeFitwebsite
http://bit.ly/15JuneBeFitCenterSpread


Fort Drum, N.Y. — Laci Rambo, Samantha Johnson, Cassie Morgan, Bob Carl, 
Breyona McFadden, Mille Vernal, Devon Paroz, Paili Bloom, Liz Newton and 
Tonia Procope (partially hidden).  
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EASTERN REGION | From the field

Celebrating a unique birthday
Fort Gordon, Ga. — Associates 
Briana White, Wally Phinizy, Heike 
Smith and Juana Paulino celebrate 
the 20th anniversary of Starbuck’s 
Frappuccino blended beverages. 
By Christine Karimkhani

FunFact: That’s a load of Joe

1.7 million 
The number of 
Frappuccinos served 
in Exchange Starbucks’ 
restaurants in 2014. 

The first Exchange 
Starbucks opened on Sept. 5, 1997, at 
Elgin AFB, Fla. Today, 71 Exchange 
Starbucks pulled in $46 million in 
sales last year.

MacDill AFB, Fla. — Jesus Martinez, James Clark, Robert Jordan, Carmen 
Rivera, Enith Landquist, Kirkland Crocker, Ligaya Herd, Florinda Burger, 
Willie Clark, Shuntel Evans, Ida Perez, Seunath Ganpat, Giovannie Vega 
Torres, Veronica Mueller, Lorenzo Blackmon, Alexandra Renton, Michael 
Hannon, Tiffany Thomas, Jennifer Malcom, Jazme Brown, Sharon Sellers, 
Anthony White and Tammy Hairston.

Hanscom AFB, Mass. — June 
Knochel, Marty Hawkins, Phylis 
Hubert, Jesse Reyes, Lisa Roy, Eric 
Kachelmyer and Debbie Timothy. 

Solution Selling Winners!

Fort Bragg, N.C. — Dale Killip, 
Sharon Porter,  Vincent James, 
Thelma Burt and Mitzi Quinones.

Dover AFB, Del. — Nancy May, Lisa 
Cain and Michiko Jefferson.

Solution-selling merchandise: Exchange Protection Plans, cameras,  
jewelry, firearms, sunglasses and all the accessories. Viva la add-ons!
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West Coast DC — Exchange truckers 
hear from California Highway Patrol 
Officer Victor Abel about regulation 
changes and other matters. 
By Deborah Horton

Hickam AFB, Hawaii — Manager Pini 
Duverney presents an appreciation 
award to food-truck owner Jorge Leon
for providing good eats to troops. 
By Susan Canuela

March ARB, Calif. — Visual 
Merchandiser Ron Wicker, left, and 
Associate Christine Hernandez present 
a tent to the winner of a Hershey 
contest. By Melanie White

JB Elmendorf, Alaska — The PowerZone’s Renee Andrews, Jeremy Howard 
and Allen Felix. At right, Maribel Buraga, Charles Morgan and Liza Wilson.

Cannon AFB, N.M. — Eva Wiltshire,
Kristie Menzies and Gloria Barros.

Ellsworth AFB, S.D. — Eight-week 
champs Chris Woods, Michael Haynes, 
Diana Krieger, Pasqual Davis and 
Aurea Hall. U.S. Air Force Academy, Colo. — Kimberly Lopez, Aiga Tuimaseve, Jessica 

O’Quinn, Robbin Williams, Rexford Louth, George Adkins and Phillip Selk.

ASSOCIATES IN ACTION | Award Winners WESTERN REGION | From the field

Solution Selling Winners!



Camp Darby, Italy — Tony Podhora 
and Donna Grossi of the Livorno 
Retail Store join community members 
to honor World War II Medal of Honor 
recipient Pvt. Masato Nakae. 
By Tony Podhora 
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OVERSEAS REGION | Europe

Solution Selling Winners!

Aviano AB, Italy  — Margie Reynolds
Anissa San Miguel, Laura Vazzoler 
and Elsa Diaz.

Grafenwoehr, Germany — Ed Hicks, 
Angela Kraus, Debby Varnado, Carola 
Millington, Wioletta Walewska and 
Hellen Lewis.

Incirlik AB, Turkey — Dilek 
Lunkaya, Tayfun Onduc, Georg Main 
and Kenneth Chorpenning.

RAF Lakenheath, U.K. — Sharonda Flowers, Talmadge Johnson, Clare 
Barton, Isabel Brock and Suzanne Carter.

Vicenza, Italy — Cristina Grana, Maria Salvestrin, Cristina Pengo, Katie 
Hamilton, Melina Millan, Jessica Stone, Silvana Sbabo, Cindy Zimmers,        
Paola Caregnato, Cindy Brown, John Beamish, Nadine Close, Rosella Valente, 
Erica McGarry, Silvia Molinari, Milena Pasquale, Jessica Mata and Brook 
Ramirez.

Vilseck, Germany — Kathrin 
Stopfer and Mike Irizarry.

http://bit.ly/15JuneMedalOfHonorwinner


Misawa AB, Japan — General 
Manager Daniel Enderle cuts the cake 
commemorating the 26th anniversary 
of the Misawa Exchange Mall. 
By Satsuki Iwasawa

FunFact: The Exchange 
footprint on  
mainland Japan

Oct. 24, 1945
The date the first PX 
opened on mainland 
Japan, in enlisted 
billets in Tokyo. 
Within weeks, PXs 
opened throughout 
Tokyo, including 
the famous one, 

pictured, in the city’s major 
shopping district. You’d never guess 
what the Tokyo PX building is now.

JB Elmendorf, Alaska —  
@ExchangeAssoc The force 
is strong during store manager 
Joe Fischer’s going away party. 
#JMMElmendorf   By Kaiserin1 

Tinker AFB, Okla. — 
@ExchangeAssoc Sarah 
improved customer 
satisfaction, Military Star® 
and sales!  @ExchangePAO @

ExchangeAssoc  By CMSgt Applegate

HQ Dallas — @ExchangeAssoc
Frank & the team shoot a trailer 
for “POS!” Coming to an Exchange 
near you! By Lisa Comstock

Fort McCoy, Wisc. —  
@ExchangeAssoc Staff Sgt. 
Roloson giving the team a tour of 
FOB Freedom. @ExchangeAssoc 
#FamilyServingFamily
By Gregory Templeton

Schofield Barracks, Hawaii 
— @ExchangeAssoc The 
Schofield Team hangs out with 
Justin Havlik from Duke’s as he 
meets greets customers. 
By Robert Rice

Schofield Barracks, Hawaii 
—  @ExchangeAssoc Charley’s 
receives the “Millionaire Club” 
plaque. Congrats, Daisy & team 
#Sales. By Aldeen Williams
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Email or tweet pictures to the Exchange Post, exchangepost@aafes.com  
or @ExchangeAssoc

Tweets from  
around the worldSolution Selling Winners!

Camp Walker, Korea — Kuk-pae 
Pak, Chu-un Yi, Ho-yon Yi and Su-yong 
Yi.

OVERSEAS REGION | Pacific

http://bit.ly/15JuneToykoPX


TRANSITIONS | Transfers, Obituaries, Retirements
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s Intensify National Brands

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

Durable. Powerful.
Guaranteed Tough.
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Transfers

InMemory

TRANSITIONS | Transfers, Obituaries, Retirements

Retirements

Madeline Blanks – restaurant manager, JB 
Langley–Eustis, to food court manager, JB 
Andrews
Annalisa Bonato – store manager (MS), Fort 
Polk, to region retail program specialist, HQ
Philip Camacho – restaurant manager, Fort 
Carson, to food court manager, Eielson AFB
Keola Chan – sales & merchandise manager, 
Puerto Rico, to store manager (MS), Robins AFB
Anne Chester – restaurant business manager III, 
Hawaii, to food court manager, Fort Meade
Bettina Ciciriello-Frederick – operations 
manager, Fort Carson, to store manager (MS), 
Fort Irwin
Ricky Finley – sales & merchandise manager, 
Wiesbaden, to store manager (BR), Grafenwoehr
Joseph Fischer – store manager (MS), JB 
Elmendorf, to general manager, Denver
Timothy Hall – store manager (MS), Eglin AFB, 
to sales & merchandise manager, Puerto Rico
Dawn Hendrix – HR manager III, HQ, to HR 
manager III, Maxwell AFB
Sonya Holland – sales area manager, Fort Bragg, 
to store manager (BR), NAS Fort Worth JRB
Rachel Longoria – sales & merchandise manager, 
Ramstein AB, to sales & merchandise manager, 
Fort Belvoir
Marjorie Martinez – methods procedures 
analyst, HQ, to business analyst I, HQ
John McGhee – store manager (MS), Okinawa, to 
region retail program specialist, HQ
Terry McKeny – services business manager, Fort 
Bliss, to business program specialist, HQ
Kimberly Neiss – sales & merchandise manager, 
Fort Belvoir, to store manager (MS), Eglin AFB
Megan Rall – store manager (MCS), Kirtland 
AFB, to store manager (MCS), Travis AFB
Sandra Reed – store manager (MS), Fort 
Campbell, to store manager (MS), Fort Hood
Garry Renteria – IT installation &  maintenance 
manager, HQ, to IT field support manager, Pacific
Natalie Rowland – senior global sourcing 
manager, HQ, to division merchandise manager, 
Pacific
Sam Shinault – sales & merchandise manager, 
Fort Benning, to store manager (MS), EUCOM
David Swenson – store manager (MS), Fort Hood, 
to general manager, Fort Leonard Wood
Regina Woodruff – store manager (MS), EUCOM, 
to store manager (MS), Fort Campbell

Margaret Alban, 92, died March 27 in Tucson, 
Ariz. The Arizona Area associate retired in 1978.
Sharon Allen, 61, died March 29, in Dallas, 
Texas. The HQ operations scheduler/coordinator 
associate retired in 2003.
Helen Ament, 92, died Feb. 24 in Big Spring, 
Texas. The HQ contingency specialist program 
associate retired in 1977.

Gilda Ashley, 61, died March 9 in Sumter, S.C. The 
Shaw AFB operations supervisor retired in 1994.
Zadie Billnitzer, 95, died March 20 in Universal 
City, Texas. The HQ advertising branch associate 
retired in 1973.
Verlinda Cadiz, 57, died March 18 in Eagle River, 
Alaska. The JB Elmendorf accounting technician 
retired in 2011.
Nora Chase, 75, died April 18 in Valparaiso, Fla. 
The Eglin AFB accounting assistant retired in 
2003.
Joseph Coggan, 87, died Feb. 20 in Fort Worth, 
Texas. The HQ associate retired in 1990.
Connie Collier, 48, died April 12 in Surprise, 
Ariz. She was a shift supervisor at Luke AFB.
Gloria Cowman, 80, died Feb. 26 in Indianapolis, 
Ind. The Fort Benjamin Harrison operations clerk 
supervisor retired in 1989.
Mary Crudup, 91, died March 9 in Fort Worth, 
Texas. The Fort Sill cashier-checker supervisor 
retired in 1988.
Angela Davis, 66, died Feb. 27 in Aberdeen, Md. 
The Aberdeen Proving Ground supervisory store 
associate retired in 2003.
Parker Davis, 53, died April 8 in Kaaawa, Hawaii. 
He was a custodial worker at Hickam AFB.
Dorothy Evans, 93, died March 19 in Waurika, 
Okla. The Fort Sill associate retired in 1973.
P. Faircloth, 94, died Feb. 28 in Valdosta, Ga. The 
Robins-Moody AFB operations clerk retired in 
1982.
Dorothy Foster, 89, died Feb. 19 in Pickens, S.C. 
The Fort Sam Houston lead customer services 
representative retired in 1992.
Charles Gayle, 85, died March 5 in Hampton, Va. 
The HQ warehouse worker retired in 1987.
Corene Haile, 85, died March 21 in Columbia, S.C. 
The Fort Jackson sales associate retired in 1992.
Sheldon Haleck, 38, died March 16 in Kapolei, 
Hawaii. He was a safety and security associate 
with the Hawaii Area Exchange.
Drulta Hollie, 60, died March 15 in Austell, Ga. 
The Tinker AFB shift manager retired in 2008.
Roland Jackson, 65, died March 5 in Waco, Texas. 
The Waco DC materials handler retired in 2014.
George Jenkins, 80, died Feb. 24 in Dayton, Ohio. 
The Dayton warehouse worker retired in 1987.
Mildred Jerves, 91, died April 18 in Honolulu, 
Hawaii. The Schofield Barracks  food service 
worker retired in 1987.
Betty Jones, 80, died March 6 in Prattville, Ala. 
The Maxwell AFB associate retired in 2003.
Teddy Kelly, 68, died March 20 in El Paso, Texas. 
The Fort Bliss food-court manager retired in 
2005.
Noel Kilburn, 90, died March 31 in Fairfield, 
Calif. The Oakland DC warehouse foreman retired 
in 1991.
Frank Kubiak, 83, died April 10 in Alta Vista, 
Kan. The Fort Riley mobile sales associate retired 
in 1993.
Robert Kuhn, 55, died March 16 in Tacoma, 
Wash. The JB Lewis-McChord restaurant manager 
retired in 2012.

Clara Luby, 100, died March 19 in Silver Springs, 
Md. The JB Andrews associate retired in 1977.
Milton Mesaku, 66, died Jan. 9 in Mililani, 
Hawaii. The HQ restaurant manager retired in 
2014.
George Miller, 77, died March 10 in DeSoto, 
Texas. The HQ merchandise manager retired in 
1993.
Floyd Prince, 86, died March 7 in Fayetteville, 
N.C. The Piedmont Area carpenter retired in 
1988.
Charlie Pugh, 85, died March 5 in Riverdale, Ga. 
The HQ associate retired in 1984.
Eddie Radford, 84, died March 30 in Warner 
Robbins, Ga. The Robins AFB automotive worker 
retired in 1986.
Lillian Rico, 76, died March 20 in Texarkana, Ark. 
The Fort Stewart Military Clothing store manager 
retired in 2004.
J.F. Rothermich, 97, died March 6 in Buchanan, 
Ga. The Fort Hood associate retired in 1977.
Julieta Saladin, 56, died April 1 in Alamogordo, 
N.M. She was a senior sales associate at Holloman 
AFB.
Dorothy Scanlan, 49, died April 8 in 
Indianapolis, Ind. She was an inventory control 
associate at Fort Knox.
Clarence Seaman, 65, died April 1 in England. 
He was a warehouse foreman for the UK 
Consolidated Exchange.
Sarah Simmons, 79, died March 6 in Hampton, 
Va. The JB Langley-Eustis cook retired in 1992.
Dolores Soucie, 84, died March 22 in Colleyville, 
Texas. The HQ administrative assistant retired 
in 1993.
Ruben Valdez, 75, died March 21 in Kempner, 
Texas. The Central Texas Area business manager 
retired in 1990.
Andrew Vereen, 60, died March 24 in Watauga, 
Texas. The NAS Fort Worth JRB store manager 
retired in 2014.
Herbert Voll, 91, died Feb. 27 in Dallas, Texas. 
The HQ associate retired in 1989.
Gladys Wallace, 68, died March 15 in San 
Antonio, Texas. The Fort Sam Houston food-
service foreman retired in 2003.
Helen Wallace, 78, died March 19 in Schertz, 
Texas. The Randolph AFB customer services 
representative retired in 1996.
Margaret Yoshikado, 92, died March 20 in 
Wahiawa, Hawaii. The Schofield Barracks 
associate retired in 1992.

Clara Bryan, Fort Belvoir, 19 years
Willie Cuffie, Dan Daniel DC, 10 years
Shirley Hunt, Fort Hood, 17 years
Sue Lipp, Fort Belvoir, 26 years
Gus Rocero, Fort Carson, 9 years



Red–letter  
June Dates in 

Exchange history
June 30, 1775 
— The American 
Articles of 
War began 
regulating 

“sutlers,” merchants who wandered 
from military camp to camp selling 
merchandise to Soldiers.

June 26, 1917 
— American 
forces land 
in France for 
World War I, but 

the fledgling exchange system was 
incapable of serving them.. Instead, 
civilian welfare agencies, such as the 
Red Cross, took on the job.

June 26, 1947 — The European 
Exchange System was established. 

June 25, 1948 —  Above, the European 
Exchange System begins serving 
Soldiers in the Berlin Airlift.

June 27, 1950 — The Japan Central 
Exchange begins supplying PX items 
to U.S. forces in the Korean War.  

June 24, 1988 — The Dan Daniel 
Distribution Center opens in Virginia, 
AAFES’ first modern, technology-
driven warehouse.

June 14, 2012 —Tom 
Shull becomes director/
chief executive officer, the 
first civilian in Exchange 
history to serve as most-
senior manager. 

By Steve Smith 
Corporate Communication Editor/Historian

On Nov. 15, 1971, Army and Air 
Force leaders ended decades 
of wrangling and studies by 

agreeing to bring management of 
all PXs under the Army & Air Force 
Exchange Service.

Since the 1895 founding of the 
exchange system, thousands of PXs 
and—later BXs—were each controlled 
by installation commanders. The Army 

The 1970s: worldwide control 
comes to AAFES . . . finally

See more red–letter June dates  
and historical pictures!

This is part of a monthly series celebrating  
the Exchange’s 120th anniversary in July. 

Exchange Service managed its own 
PXs and offered technical assistance 
and merchandise to far-flung overseas, 
independent exchanges.

The talk of centralization dated back 
to post-World War II, but pleas from 
proponents fell on deaf ears. 

The military resale landscape 
changed on Jan. 27, 1972, when AAFES, 
the European, Pacific and Alaskan 
exchange systems merged, and 
creating the Exchange we know today.

Curious about Exchange history? Contact Steve Smith, smithstev@aafes.com.

How did we get to today’s Exchange?
From 1895 until World War II, exchanges weren’t neatly tucked under one 
organization. In fact, they all operated independently under supervision of post 
commanders. After the war, mergers occurred, but not total central control. Does 
the phrase “herding cats” ring a bell?

Army Exchange Service (AES)  
1941-1948

Army & Air Force Exchange Service (AAFES), 1948-today

European Exchange System, 
1943-1972

Air Forces Europe 
Exchange (AFEX),  

1951-1964

Kagnew Station 
Exchange, Ethiopia, 

1942-1967

United Kingdom 
Exchange System 

 1948-1953

Wheelus AB 
Exchange, Libya, 

1945-1953

Dhahran Airfield 
Exchange,  

Saudi Arabia
1946-1957

Greece Exchange 
1948-1958

Turkey Exchange 
1949-1956

Pacific Exchange System, 
1964-1972

Ryukyus Central 
Exchange,  
1945-1964

Okinawa & other islands

Philippines Central 
Exchange,  
1945-1964

Hawaiian Exchange,  
1941-1964

Far East Exchange 
Service, 1944-1964

Andersen AFB 
Exchange, Guam, 

1944-1964

China, Taiwan, Eniwetok 
Atoll, Korea, elsewhere 

Alaskan Exchange 
System, 1941-1972

Air Transport Command 
Exchange, 1941-1972

Iceland, Newfoundland, 
Bermuda

Joint Brazil-U.S. Military 
Commission, 1949-1971 

Rio de Janeiro

Other independent systems

Canadian Central 
Exchange,  
1958-1963

Antilles Exchange,  
1941-1971 

Caribbean Sea islands

Caribbean 
Exchange, Panama, 

1942-1971

Independent systems Independent systems

❛Because efficient operation of exchanges is such an important factor in 
building (troop) morale, the organizing and operating of exchanges require 
the management of a central organization . . . ❜

–committee of five prominent retail executives, 1941

mailto:smithstev%40aafes.com?subject=Exchange%20Historian/Corporate%20Communications%20Editor
http://bit.ly/15JuneExchange1880history
http://bit.ly/15JuneREDLETTERDATES
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