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A new MILITARY STAR is (re)born
Improved program designed with military customers in mind

Dallas HQ, Texas — Director/
CEO Tom Shull presents U.S. 
Congressman Joe Barton, R-Texas, 
with an Exchange POG plaque 
for his support of the Exchange’s 
mission to serve Soldiers, Airmen 
and their families. Shull and Barton 
were White House Fellows during 
the Reagan administration. 
Photo by Sgt. 1st Class Aaron Eastman

October is a month of change. The 
color of the leaves begins to turn; 

thoughts turn from the hot days of 
summer to holidays filled with friends, 
family and football.  

For the Exchange, this October is 
different from others: this October 
marks the relaunch of our in-house 
credit card, MILITARY STAR®. 

On Oct 1, the Exchange is 
relaunching the MILITARY STAR card 
with a new look, one that customer 
focus groups told us is important to 
them—a patriotic theme that reflects 
their service to the county. 

To date, the Exchange has mailed 
new cards to 1.7 million customers, and 
stores are displaying the rebranded 
signing.

Launching the loyalty program

 In addition to the new look, the 
relaunch introduces the Exchange’s 
loyalty program, available to all 
cardholders. 

The new MILITARY STAR card will 
be the Exchange’s loyalty card. 

Each time a shopper uses their 
MILITARY STAR cards, they earn 
points. With each 2,000 points 
($1,000 of purchases), the Exchange 
automatically sends the customers 
a $20 rewards card, which they can 

use at Exchange facilities on their 
installations, as well as at Navy, Marine 
and Coast Guard exchanges. 

 Congratulations to Jami Richardson, 
our senior vice president overseeing 
the Exchange Credit Program, and the 
ECP team. Well done!

Includes important features

 While the MILITARY STAR card 
will have a new look and serve as our 
loyalty card, the card will still have 
the features our customers told us are 
important to them, including:

• 10.24 annual interest rate, 
available to all customers

• No annual or over-limit fees
• 5-cents savings at Exchange gas 

pumps and 10 percent off in the 
food courts 

• Lower interest rates and the 
opportunity to suspend payments 
during contingency deployments 

Sales associates, cashiers,  
you have a role, too

For sales associates and cashiers, 
you have an important role to play 
in the success of the Exchange Credit 
Program. When you remind customers 
to use their MILITARY STAR cards, you 
are encouraging them to use their low-
interest cards.  

When they choose to purchase 
with their MILITARY STAR cards, the 
Exchange avoids the merchant fees of 
other credit cards. In 2014, purchases 
with the MILITARY STAR card saved 
the Exchange $20 million.

For Exchange managers, please 
ensure your sales associates and 

cashiers are fully 
conversant about the 
MILITARY STAR card, 
especially the new 
rewards program 
tied to the card.  
Sales associates 
and cashiers are an 
important part of 
the rollout team. 

(To learn more 
about the new 
MILITARY STAR card, see Pages 4-5.)

 October is an exciting month, a 
month of many preparations as the 
fourth quarter is only a month away.  
Soon Exchange facilities and the website 
will be busy with holiday shoppers. 

2015 is the Year of the Customer.  
The new MILITARY STAR is designed 
with the military customer in mind. 

Remember to smile, enjoy the season 
and practice exceptional customer 
service in the weeks ahead to ensure 
that 2015 is truly the year of the 
customer. 

In 2014, purchases with the 
MILITARY STAR card saved  

the Exchange $20 million  
in bank fees.

For Exchange managers, please 
ensure your sales associates and 

cashiers are fully conversant about 
the MILITARY STAR card, especially 

the new rewards program tied to the 
card.  Sales associates and cashiers 

are an important part  
of the rollout team. 

http://bit.ly/15Oct_WhiteHouseFellows
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What keeps customers coming back?
Answer: Memorable shopping experiences, extraordinary service

Randolph AFB, Texas — Matt Solis,  
PowerZone senior store associate, 
holds the coin and Thanks award 
from President and Chief Operating 
Officer Mike Howard for selling six 
Exchange Protection Plans in one 
transaction. Store Manager Christine 
Harlan holds Howard’s letter to Matt.

A recent article in the Harvard 
Business Review says that 

improving customer loyalty by 5 
percent can increase earnings by 25 
percent. 

What builds loyalty are 
memorable shopping experiences and 
extraordinary customer service that 
engages and delights.

The holidays present the perfect 
opportunity to use great customer 
service to create advocates for the 
Exchange throughout the rest of the 
year.

A true customer commitment

As we enter the fourth quarter, 
keep in mind this is also the Year of the 
Customer. We’ve committed to take 
care of our customers as valued family 
members—the kind you really like to 
welcome home during the holidays. 
Embrace our core value “Family 
Serving Family.”

Of course, serving customers during 
the holiday rush takes more than just a 
friendly greeting. We must offer them 
what they want and at prices they 
expect.

When customers purchase 
merchandise, particularly electronics, 
provide them the “full package,” 
including all the accessories that go 
with the merchandise they’re buying.

 They will remember you as their 
helpful personal shopper, which will 
build trust for the Exchange and make 
you their go-to resource. 

Give that sense of security

If they’re purchasing qualifying 
gifts, ensure they understand the 
sense of security that comes with our 
Exchange Protection Plan. Be like 
PowerZone Senior Store Associate 
Matt Solis at Randolph AFB, Texas, 
who recently sold six EPPs in one 
transaction. 

Six! The total sale was nearly 
$6,500. 

How did he pull this off? Matt says 
he explained to the customer all the 
advantages, especially the peace of 
mind of having EPP coverage, and 
showed him examples. The customer 
then bought three Sony TVs with 
sound bars, wall mounts, three Blu-
ray DVD players and all the necessary 
accessories!

Way to go, Matt! 
Just as critical as the “full package” 

and Exchange Protection Plans is the 
omni-channel shopping experience. 
The holidays will bring customers who 
are among the most technically sound 
of any generation. They regularly look 
beyond the brick-and-mortar stores for 
good deals. 

If customers can’t find what they 

The upcoming holiday shopping 
season is the perfect opportunity 

to use great customer service  
to create advocates for  

the Exchange throughout  
the rest of the year.

want in your store, send them 
to shopmyexchange.
com, where they’ll find 
the largest selection of 
national brands in all 
sizes and colors, thanks 
to our eCommerce 
team’s incredible 
work. 

Help them shop 
online

If you have a 
tablet, log onto 
the website with 
customers to find the right products 
and close the sales in your store. If not, 
help customers fill their online baskets 
so they can access them at home. 

This year, customers can seamlessly 
go between the electronic tabloid, 
online store and Exchange EXTRA app 
on their smartphones. eCommerce will 
launch a new Holiday Entertaining 
book that will feature more online-only 
decor and food. 

My excitement is growing as the 
holiday shopping season nears. In this 
Year of the Customer, join me in making 
every customer feel welcome! After all, 
we are family serving family.

mailto:exchangepost%40aafes.com?subject=
http://www.shopmyexchange.com
http://www.shopmyexchange.com
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This month, you’ll see big changes 
to the MILITARY STAR® card. A 

new logo, card design and rewards 
program are all part of the Exchange 
Credit Program’s effort to provide 
an improved benefit for military 
customers.

“We are thrilled to offer a personal 
dividend to our 
existing and 
future military 
service members, 
their families and 
retirees,” said Jami 
Richardson, senior 
vice president of 
the Exchange Credit 
Program. “This is 

a change we’ve been working on for a 
long time.” 

Universal sign of freedom, liberty

The changes start with a new 
card design with security updates. 
Customers started receiving the new 
cards in September. The card features 
the Statue of Liberty, a universal sign of 
American freedom. 

Military members’ cards feature 
their branch seals, which, with the new 
logo, create an image of a medal. 

The card also includes a new three-
digit security code on the back for 
online shopping. 

How the rewards program works

Just as exciting is the beginning of 
the MILITARY STAR Rewards Program, 
the Exchange’s first internally operated 
loyalty program.

 All MILITARY STAR customers will 
earn two points for every dollar they 
spend at the Exchanges, Expresses, 
service facilities and shopmyexchange.
com. Each customer will automatically 
receive a $20 MILITARY STAR Rewards 

Exchange Credit Program launches rebranded card
New customer loyalty 
program also debuts

card after accumulating 2,000 points.
The previous MILITARY STAR 

Rewards program with Chase was 
limited to customers with qualifying 
credit scores. 

 

“We want all customers to be rewarded 
for shopping with us,” Richardson said. 
“That, combined with our low interest 
rate, regardless of their credit scores, 
makes for one of the industry’s best 
credit programs.”

Big benefits

In addition to rewards, MILITARY 
STAR customers will enjoy exclusive 
discount days and special coupons; 
5-cents savings at Exchange fuel 

locations; 10 percent savings at food 
courts; free standard shipping at 
shopmyexchange.com; no annual, late 
or over-limit fees.

Associates benefit, too

Associates also can earn rewards 
points by using their MILITARY STAR 
cards.

Associates who don’t have cards can 
apply here. 

To learn how the MILITARY STAR 
card and rewards program work, 
store managers and associates are 
encouraged to train through the LEX 
course, 323F Exchange Credit Program: 
MILITARY STAR. 

A ‘new era’

The Exchange Credit Program 
also operates MILITARY STAR for the 
Navy, Marine Corps and Coast Guard 
exchanges. The loyalty program applies 
to purchases at those locations.

Customers received information 
about the program’s changes in their 
monthly statements. 

A significant portion of earnings 
from MILITARY STAR purchases goes 
back to quality-of-life programs for the 
troops. Focus group participants highly 
ranked this benefit for importance, 
Richardson noted.

“We want our associates and 
customers to be as excited about this 
opportunity as we are,” Richardson 
said. “This is a new era for MILITARY 
STAR.” 

Jami 
Richardson

Did you KnOW?

More than half of the 
Exchange’s total earnings come 
from the Exchange Credit Program.

With $2.8 billion receivables  and 
2.1 million accounts, the Exchange 
Credit Program has contributed 
$691 million to MWR programs 
during the past 10 years.

❛We want our associates and 
customers to be as excited about 

this opportunity as we are. This is 
a new era for MILITARY STAR.❜

–Jami Richardson,  
senior vice president,  

Exchange Credit Program

Wondering what to tell your customers 
about the changes? Here are your answers.

http://bit.ly/15JuneCreditProgramWebsite
http://bit.ly/15Oct_MilitaryStarFAQs
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FunFacts

SLOGAN

This is the MILITARY STAR slogan, or 
“tagline,” our overarching positioning 
message to customers.

By Lisa Moak

In this Year of the Customer, a unique 
group of associates is on the front 

line 24/7 ensuring the Exchange 
provides exceptional customer service. 

Just like store associates, 166 
associates of Dallas HQ’s Customer 
Contact Center have the important jobs 
of satisfying customer needs. They are 
sometimes the only contacts valued 
customers, especially online shoppers, 
have with the Exchange. 

The center handles calls about 
the MILITARY STAR® card, ESSO fuel 

program, TOPS Collections, returned 
checks  and e-commerce. 

“The majority of agents are trained 
to handle any type of call,” said 
Business Systems Specialist Michelle 
Ingram. “This speaks volumes for the 
associates who work in the center.” 

As of Sept. 9, they had fielded more 
than 4.1 million calls since the first of 
the year.

The center moved from its 
Stoneridge location to the HQ in March. 
Anticipating a busy fourth quarter, 
managers are hiring more agents. 

Thanking the front lines
Oct. 5-9 is National Customer Service Week

The Exchange Customer Contact Center by the numbers:

Average #  
of calls

Exchange Credit 
Program

E-commerce Total

Per day       4,500    1,500    6,000
Black Friday      8,800     7,100   15,900
Cyber Monday      7,100     6,700   13,800
Monthly (normal) 138,000    47,200 185,200
December (holiday) 180,000 104,600 284,600

2008 – The Exchange and Chase 
offer the MILITARY STAR Rewards 
MasterCard® for credit for on- and off-
installation purchases.

2000 – AAFES’ Deferred Payment Plan 
becomes the All Services MILITARY 
STAR® card.

1992 – DPP goes worldwide.
1979 – DPP is approved by Congress for 
overseas troops.

Dallas HQ — Pameler Austin talks to a customer in the Exchange call 
center, now located at HQ since its move earlier this year from a separate 
location a few miles away. Managers were hiring additional customer 
service agents for the Exchange Credit Program and e-commerce call center 
for the upcoming holiday shopping season. Photo by Lisa Moak



Brittany Gunn and Annie Patterson 
Eastern Region/Fort Bragg, N.C.

A sergeant major called to praise 
Annie and Brittany for gathering 
uniforms and accessories to prepare 
him for an academy. They stayed 
in touch to coordinate and ensure 
everything was ready when he arrived 
at the store. He only had to make one 
trip from his Virginia house. Annie 
pulled and held three uniforms, 
three pairs of boots, all the rank and 
accessories, even coordinating  with 
alterations to sew when he arrived. 

 Annie got sick and went home on 
the day he was supposed to arrive, 
but left the information with Brittany, 
who was waiting on the officer. She 
had him try on everything and took 
the uniforms to alterations herself. 
He returned at 5:30, and she had 
everything ready.

When Annie called him at 3:30 p.m., 
he couldn’t stop talking about the 
fantastic job they did for him.

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! 

Eastern Region
Karen Gardner, 
JB Langley-Eustis 
Military Clothing
Jimmy Nieves, Fort 
Buchanan Popeyes
Barbie Rodrigo, Fort 
Belvoir/JB Myer Services

Central Region
Bonita Jewett, Selfridge 
ANGB Military Clothing 

Angela Hufford, Fort Hood 
Clear Creek Charley’s 

Angela Broyard, Fort Polk 
Services

Western Region
Jennifer Santos, 
McClellan main store

Sonia Rutter, Goodfellow 
AFB Popeyes
Robert Schuck, Kirtland 
AFB Services

Overseas/Pacific
Vicky Acosta, 
Andersen AFB main 
store
Hyone-uk Pak, 
Yongsan Town House FC
Chin-man Chong, 
Korea Southern 
Exchange

Overseas/Europe
Joselyn Werner, RAF 
Lakenheath Express

Dijana Lundy, Vilseck 
Charley’s

Pia Farber, roving 
concessionaire, 
Grafenwoehr, Germany

Kyle Thompson
Central Region/
Offutt AFB, Neb.

In your PowerZone, 
my wife and I had the 
pleasure of working 
with Kyle, whose 

customer service skills, helpfulness and 
product knowledge were exceptional.

 We wanted a backpack with space 
for a laptop, files and camera. We found 
one that had camera compartments, 
but it wasn’t big enough. When my wife 
found one she liked, Kyle asked about 
our camera and suggested a smaller 
camera bag that would fit better in the 
backpack than our existing bag while 
offering good protection. Result: a new 
sale that wouldn’t have been made if 
Kyle had not been thinking about best 
meeting our needs.

 Kyle also exhibited solid knowledge 
about tablets, offering pertinent 
performance information on those 
items relative to others in stock. The 
prices for the better performing items 
were more than we wanted to pay, so 
Kyle, knowing his inventory, found 
a Sony tablet that had been dropped 
from Sony’s lineup. He made sure we 
knew about the Exchange’s price-
matching and discount if we used our 
MILITARY STAR® card.

 You can’t teach caring about your 
customer – that comes from within a 
person, but it makes all the difference. 
Kyle shows it!

Susan Punault
Western Region/
Fairchild AFB, Wash.

My father spent 
most of his military 
career at Fairchild 
AFB. My father’s 

recent passing was devastating. We 
wanted him buried in his uniform, but 
I couldn’t find a suitable uniform in 
Lawrenceville, Ga., where I live. I called 
Fairchild AFB and talked to Susan 
Punault. Words will never express my 
gratitude for Susan’s kindness. She 
ensured that all his accommodations 
were stitched properly to his jacket, 
and everything was delivered to the 
funeral home the next day. For this, 
I will be forever grateful. We should 
all be so blessed to cross paths with a 
person like Susan when we are down 
and just need a kind person.

La’Keshia Anderson
HQ/Exchange Credit 
Program Call Center

A customer called 
her a “sweetheart” for 
assisting him when he 
didn’t put in the correct 

shipping address. A couple, who hadn’t 
used their MILITARY STAR® card in 
a long time, said La’Keshia was very 
helpful and had a great attitude. They 
would like to compliment the entire 
call center on its customer service, 
which they said has improved from a 
year ago.

http://bit.ly/15Oct_CustomerShoutouts


Eddie Kane
Overseas Region/
KMCC, Germany

When I bought a 
Harley-Davidson bike, 
Eddie Kane was the 
best sales person I have 

ever spoken to. He answered all my 
questions and never pressured me. He 
worked with me for almost a month 
before I actually bought a bike, and not 
once did he get frustrated. If it were 
not for him I wouldn’t have bought one.

Eddie still answers my questions,  
and I join him for rides throughout 
Europe. Eddie is definitely an asset to 
this Harley-Davidson store. He actually 
owns a Harley, so he knows what he’s 
talking about. I will always recommend 
him to everyone. 

Leonor Lynn Gonzalez  
Overseas Region/
Camp Casey, Korea

Lynn in the 
PowerZone was very 
patient with me. She 
actually contacted me 

when the product arrived. Lynn also 
realized that the wrong product was 
shipped and recommended another 
because I was in a time crunch. I have 
been in the Exchange a few times after 
and noticed that she is always very 
friendly and helpful. This is the type 
of service Soldiers need, and she is 
exceptional at it. 

EXCHANGE NEWS | Family Serving Family

7EXCHANGE POSTOCTOBER 2015 |

Usk, Wash. — Fort Lewis associates Terri Tracy, left, partially hidden, and Larry 
Ingram serve some of the hundreds of troops and firefighters battling one of 

the raging wildfires in Washington State. 
Stationed eight miles from the blazes in the Coville National Forest, Tracy and 

Ingram worked from 6-9 a.m., seven days a week from Aug. 23 to Sept. 17, providing 
troops from JB Lewis-McChord, Wash., and other firefighters with everything from 
ChapStick and chips to sunscreen and sweets. Commanders at Fairchild AFB, Wash., 
about 50 miles from the fires, requested the food 
truck.

Tracy is shift manager at Fort Lewis’ Liberty 
Express, while Ingram is a Military Clothing senior 

store associate. 
“Like with any contingency 

operation, the customers are so glad to 
see us standing right there with them,” 
said Area Manager Patrick Riordan. 
“There is a great sense of community 
during times like these. Our team is in great spirits and proud to be our 
ambassadors of service.”     

—By Steve Smith

❛Tough duty. As a company 
commander, I deployed my 
troops to fight forest fires 

in the Pike National Forest 
in the late ’70s. Exhausting 

and dangerous.❜
–Tom Shull,  

Exchange director/CEO

Honoring Legacies
Vandenberg AFB, Calif. — The 
Exchange’s Ryan Vogel, Melissa Allen 
and Howard App stand in front of 
the “Local Legacy Wall,” which they 
created to honor community family 
and friends who have served or are  
serving. The uniforms belong to App’s 
grandfather. Customers and associates 
donated pictures of loved ones to 
show that Vandenberg is a unique 
community with a rich history.

By Melissa Allen

Read more about the Vandenberg  
community and history, with historical 
photos!

Patrick 
Riordan

How did an Exchange associate 
exemplify two Exchange Core 
Values at once in saving an infant’s 
life? Read November’s Exchange 
Post to find out!

Quote/Unquote

❛You can’t teach caring about your 
customer—that comes from within  

a person, but it makes  
all the difference.❜

—Exchange customer,  
Offutt AFB, Neb.

Check out this 120th Anniversary Fun Fact about associates responding to emergencies.

http://bit.ly/15Oct_FireMap
http://1.usa.gov/1Jop5Lg
http://bit.ly/15Oct_VandenbergHISTORY
http://bit.ly/15Oct_Disasters


began thinking of a new way to 
communicate important, but also fun,  
information to associates. 

“In the bathroom, we have their 
attention for about a minute,” 
Weaver said. “A few scoffed at the 
idea. I asked the Strategic Corporate 
Communication team not to stall, and 
Sandi Lute and Teresa Moore got the 
program flowing.”

That October, 
the program spread 
to field managers 
to share with their 
associates. 

Creating the 
information readers 
is fun, especially when the StratCom 
team hears about the impact.

“A few months after implementing 
the program, we put up a poster 
celebrating National Talk Like a Pirate 
Day. That day, you could hear some 
associates in the hallway talking like 
a pirate,” Weaver said. “I knew people 

were reading the information readers.”
When Don Walker, region services 

program manager for the Mariana 
Islands and Northwest Asia, read 
the online reader 
about the Exchange 
deep in Colorado’s 
Cheyenne Mountain, 
he was whisked back 
in time to when he 
was a youngster. At 
the time, his father, 
Lt. Col. Donald N. 
Walker Sr., worked in the mountain 
for NORAD, the North American 
Aerospace Defense Command, keeping  
24-hour surveillance on possible Soviet 
bombers.

“It was a tense time in the world 
and my mother (Betty Walker) and 
I did not get to see him very much,” 
Walker said. “When I came to work for 
the Exchange, he told me how the little 
store in the mountain provided some 
normalcy in an insane environment.”

EXCHANGE NEWS | News You Can Use
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EXCHANGE NEWS | About Our Customers

By Steve Smith

What better place to learn about 
the Exchange’s rich 120-year 

history than in the restrooms.
Each week at the Dallas HQ, 

information readers about various 
Exchange topics are placed above the 
urinals and inside bathroom stalls. 
Now that is high visibility. 

But you don’t have to come all the 
way to HQ to see them. The readers are  
also online with:

• Installations we serve 
• Exchange history
• Fun stuff 

The readers enable associates to 
learn about the Exchange’s culture, 
customers and where we’ve served. 
That knowledge is important so that 
the Exchange can continue fulfilling its 
mission well into the future.

The program began in June 2014 
when Andrew Weaver, vice president of 
corporate strategy and communication, 

Sharing Exchange culture one reader at a time

Donald  
Walker Jr.

If you use  
the readers 

in your store, 
contact Mark 

Matthews.

August 26th

is National Toilet
Paper Day

In 2014, the Exchange sold more than 

1.2M packs/$5.7M of toilet paper.

Fun, weird,  
off-the-wall stuff

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

Bet you didn’t know . . . 

We operated a PX  
deep inside a 
mountain 

1961
The U.S. and Canada set up the North American Aerospace Defense Command 
(NORAD) inside Colorado’s Cheyenne Mountain, left, to keep 24-hour surveillance 
on possible Soviet bombers.
 

Cheyenne’s rugged face also shielded 
two AAFES associates who staffed an 
8-by-12 foot Exchange annex under 
15,000 feet of solid granite and behind 
two 20-ton blast doors.  In 1971, Annex 
Manager Gerald Lammert, left, walks 
past a blast wall.

The other associate was a barber, who 
cut 50,000 heads of hair during nearly 
six years in the mountain.

The Exchange annex store closed 
in 2006 as more NORAD operations 

moved to Peterson AFB, Colo., and Vandenberg AFB, Calif. Today, only an 
American Eatery restaurant and vending machines operate deep inside 
Cheyenne.

FUN FACTS: 
•	 In the 1983 Matthew Broderick movie, War Games, Cheyenne Mtn is 

the site of the WOPR or “Joshua,” a NORAD supercomputer designed to 
control all nuclear missiles. 

•	 The Cheyenne Mountain Complex is home to Stargate Command.

In 120 years, we’ve operated stores in odd locations—in a bombed-
out swimming pool; in Casablanca, Iceland and Iran; in tents and 
from the back of pickups . . . but deep inside a mountain?

Exchange history:  
bet you didn’t know 

To serve Sheppard AFB, we have:

RestaurantsTheater

Express StoreMain Exchange
11

81
There are 145 Exchange associates serving Sheppard AFB, 

39 percent of whom are connected to the military. 

The 82d Training Wing produces 
more than 62,000 graduates 
annually.

Courses range from aircraft 
maintenance, aerospace ground 
equipment and avonics to 
civil engineering, nuclear and 
conventional munitions and 
telecommunications.

The 80th Flying Training Wing 
conducts the Euro-NATO Joint Jet 
Pilot Training Program, a one-of-
a-kind program which includes 
13 NATO countries: Belgium, 
Canada, Denmark, Germany, 
Greece, Italy, the Netherlands, 
Norway, Portugal, Spain, Turkey, 
the United Kingdom and the 
United States.

82d Training Wing

80th Flying 
Training Wing

Get to know the mission and unique 
customers at Sheppard AFB
Named in honor of Texas Senator John Morris Sheppard, who helped  
fight for military preparedness before the attack on Pearl Harbor.

“Combat 
Capability
Starts
Here”

Pilot trainees fly the T-6 Texan 
(left) and then the T-38 Talon 
(right) before earning their pilot 
wings.

Who and  
Where we serve

Got ideas for great information readers? Send your ideas for fun things, customers and installations to  
Mark Matthews. Send  your ideas about Exchange history to Steve Smith.

http://bit.ly/15Oct_StrategicCorporateCommunication
http://bit.ly/15Oct_StrategicCorporateCommunication
http://bit.ly/15Oct_CheyenneMountainPX
http://bit.ly/15Aug_Indoorbillboard
http://bit.ly/15Oct_InstallationReaders
http://bit.ly/15July_HistoryReaders
http://bit.ly/15July_ExchangeReaders
mailto:MatthewsMB%40aafes.com?subject=Information%20Readers
mailto:MatthewsMB%40aafes.com?subject=Information%20Readers
http://bit.ly/15July_ExchangeReaders
http://bit.ly/15July_HistoryReaders
http://bit.ly/15Oct_InstallationReaders
mailto:MatthewsMB%40aafes.com?subject=Information%20Readers
mailto:smithstev%40aafes.com?subject=History%20information%20readers
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How well do you know the installations we support? 
Get to know the mission, unique customers at the U.S. Military Academy and the Air Force Academy.
U.S. Military Academy 
The Academy, often referred to as “West Point,” is a four-year coeducational federal service academy in West Point, N.Y.

U.S. Air Force Academy 
The U.S. Air Force Academy is a four-year coeducational federal service academy in Colorado Springs, Colo.

To serve West Point, we have one main Exchange, one Express and four restaurants — with 103 associates, 
15 percent of whom are military spouses or veterans.

West Point is the oldest continuously 
operated Army post in the U.S. To 
enter the academy as a cadet, a person 
must receive a nomination from a 
member of Congress, the president or 
vice president.

During the Revolutionary War, Gen. 
George Washington considered West 
Point to be the most strategic position 
in America. The Continental Army built 
forts and extended a 150-foot iron chain 
across the Hudson River to control river 
traffic.

After four years at the academy, 1,000 
cadets are commissioned as second 
lieutenants. Notable graduates include:

• President Ulysses S. Grant
• President Dwight D. Eisenhower
• Exchange Director/CEO Tom Shull

The newest of five service academies, 
the Air Force Academy was 
established in 1954. The committee 
that selected the Colorado Springs 
site included Charles Lindbergh. The 
academy assesses 1,200 cadets each 
summer. 

The academy has graduated more 
than 46,000 officers. About 45-50 
percent of graduates enter flight 
training after graduation. More than 
20 percent of Air Force officers are 
academy graduates.

Graduates receive bachelor of science 
degrees and are commissioned as 
second lieutenants in the Air Force. 
The Academy has produced:

• 39 astronauts
• 598 general officers
• Five Air Force chiefs of staff
• San Antonio Spurs Coach Gregg 

Popovich

To serve the Air Force Academy, we have one main Exchange, four Express and six restaurants—with 87 
associates, 54 percent of whom are military spouses or veterans.

FunFacts
The Exchange operates the Air Force Cadet Bookstore and provides incoming 
cadets with their items and apparel in the academy’s gym.

http://bit.ly/15Oct_WestPoint
http://bit.ly/15Oct_AirForceAcademy
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120th Anniversary FunFact

1996
The year when the Exchange began 
the Customer Satisfaction Index and 
the Associate Satisfaction Index.

Get ready to let us hear what’s on 
your mind! The new Associate 

Satisfaction Survey is headed your way, 
starting before the holidays and lasting 
for three weeks at all facilities around 
the world.

The confidential survey will 
measure satisfaction, 
engagement and 
understanding 
of Exchange core 
values. It will also ask 
associates to comment 
about obstacles they 
might face in providing 
the best possible 

customer experience, said John 
Donnell, a senior strategic analyst.

Survey results will be available 
through a secure Business Intelligence 
application. This will give managers 
insights into how the Exchange can 
better equip associates with tools and 
knowledge needed to consistently 
perform their jobs at high levels.

“Taking the pulse of both associates 
and customers is important to 
understand what the Exchange is doing 
well and where changes are needed 
to continually improve the customer 
shopping experience,” Donnell said.

Earlier this year, the Exchange 
launched a new Customer Satisfaction 
Index (CSI). In August, Donnell’s team 
had reached 40,000 customers. 

 “We expect to have the same level 
of success with the ASI,” he said.  
Taking CSI and ASI in-house saves the 
Exchange more the $730,000 annually.  

John  
Donnell

ASI is coming,  
your opinions count

Top SBMs: Will one win the big prize?

Chin-man 
Chong  

Korea Southern

Doris Jones 
Kwajalein

Ae-kyong Kim 
Korea Capital

Barbara Sablan 
Guam

Laurent Ellius 
Belgium

Un-Chong Ki 
Northern Korea

These services business 
managers are the 

latest winners in the 
monthly challenge to 
exceed earnings goals. 
Each won a $100 team 
award. 

Eventually, a SBM will 
win the 2015 Exchange 
Services Cup for being 
tops at reinventing the 
customer experience, 
growing concessions 
and increasing creative 
promotions. 

The latest winners 
exceeded their earnings 
goal by $745,000 
compared to last year.

“Disney at the Exchange” store concepts recently 
expanded to include 60 more Exchanges. Creating 
lots more smiles in the aisles!

strategic priority: intensify national brands

western region
buckley afb
cannon afb

davis-monthan afb
edwards afb

fort irwin
hill afb

jb elmendorf
kirtland afb

luke afb
nellis afb

peterson afb

central region
barksdale afb

fort knox
fort leavenworth

fort polk
fort riley

fort rucker
fort sam houston

fort sill

keesler afb
lackland afb

little rock afb
maxwell afb

minot afb
offutt afb
scott afb

sheppard afb
tinker afb

wright-patterson afb

eastern region
eglin afb

fort bragg
fort buchanan

fort drum
fort gordon
fort jackson

fort lee
fort meade

fort stewart
hanscom afb

hurlburt field

jb andrews
jble-eustis

jble-langley
jb mcguire-dix

macdill afb
robins afb

u.s. military academy

overseas region
andersen afb

aviano ab
camp foster
camp zama
hainerberg
misawa ab

osan ab
panzer barracks
raf mildenhall

spangdahlem ab
vicenza

yokota ab
yongsan

How did they do it?

The 60 new “Disney at the 
Exchange” concept shops took 

a coordinated effort between 
merchandising and real-estate teams 
and associates at each store.

To draw shoppers’ eyes 
immediately to the iconic American 
brand, stores were repositioned and 

toy departments were right-sized. 
Permanent endcaps support the most 
current, high-demand products. 
Programs are timed to match 
theatrical releases of Disney movies 
and other Disney events.

Expect the new shops to be very 
busy the holiday shopping season. 
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Caught . . . doing the right thing!
Core Value: The courage to use good judgment

LOSS PREVENTION & SAFETY | Protecting Earnings and Life

Dan Daniel DC, Va. — HR’s Michael Mills 
learns the proper way to perform CPR 
on an infant doll as a local safety expert, 
right, helps. Associate Alesha Harper 
waits her turn.  

JB Langley-Eustis, Va. — Associates 
pose with an award from the Loss 
Prevention Directorate for having one of 
the largest decreases in accidents.

Stavanger, Norway — Jakub Wanczyk, 
left, and Rickey Wells show associates 
the right way to lift heavy boxes to avoid 
serious injuries. Learn these safe-lifting 
tips!

JB Langley-Eustis, Va. — Nenita 
Gabriel received kudos from loss-
prevention experts for using the 
proper step ladder to stock end caps in 
her Fort Eustis store.

Vogelweh, Germany — Burger King’s 
Markus Kreitler, who won a safety 
award, has eyewash solution nearby in 
case of an accidental chemical splash.  

Fire Prevention Week, Oct. 4-10

big safety 
tips for your 
smoke alarms 

With the theme “Hear the beep 
when you sleep,” this year’s 

Fire Prevention Week highlights 
the importance of having working 
smoke alarms in every bedroom. 

Here are the National Fire 
Protection Association’s nine tips:  

❶ Install alarms inside
 and outside all bedroom and
 sleeping areas. 

❷  Install alarms on every level 
of the home, including 
basements. 

❸  Use interconnected smoke 
alarms—when one alarm 
sounds, they all do.

❹  Test alarms at least once 
a month. Missing, 
disconnected or dead 
batteries make alarms fail to 
operate.

❺  Use ionization and
photoelectric alarms. 
Ionization alarms quickly 
warn about flaming 
fires, while photoelectric 
ones quickly warn about 
smoldering blazes.

❻  Mount an alarm on the
 ceiling or high on a wall. 

❼  Keep alarms away from the
 kitchen to reduce false 
alarms. They should be at 
least 10 feet from the stove.

❽  Install alarms with strobe
 lights and bed shakers for
the hearing impaired or deaf.

❾  Replace all smoke alarms 
after 10 years.

9

http://bit.ly/15Oct_LiftingTips
http://bit.ly/15Oct_SmokeAlarmTips
http://bit.ly/15Oct_SmokeAlarmTips
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①  Prioritize. Determine what tasks
 you need to accomplish first.

② Set realistic, flexible goals.
Focus on things you know you 
can accomplish. Learn to expect 
the unexpected so you can better 
handle life’s curve balls.

③ Modify responsibilities. 
Determine what tasks need to be 
done, then distribute tasks fairly. 

④ Be efficient. Work smarter. 
Combine tasks rather than 
squeezing many tasks into the 
least amount of time.

⑤  Think positively. Recognize
 that changes in your routine may 
be difficult at first. Don’t 

From the Employee Assistance Program

great ways to create  
a work-life balance5

blame yourself or others for 
limitations. Solving problems, 
rather than blaming others, 
produces positive change. Most 
importantly, have a sense of 
humor.

Out of balance?  Visit the Magellan 
Health Member Services website.

Talk to a doctor, 
anytime, anywhere

Now, you have 
24/7 access, 

365 days a year to a 
doctor via Teladoc. 

Set up your 
account so you can 

feel better and avoid the hassles of an 
urgent-care center or hospital-waiting 
room.

Teladoc is a convenient and 

affordable option that allows you to 
talk to doctors who can recommend 
treatment and prescribe medication, 
when appropriate, through phone or 
video.

The board-certified, state-licensed 
doctors average 15 years of practice 
experience. With your permission, 
they’ll even talk to your primary-care 
physician.

Please note restrictions in some 
states.

Learn all you need to know about 
the program!

Is a Roth 401(k)  
right for you?

You now have another way at the 
Exchange to build your nest egg: 

the Roth 401(k). But does it make sense 
for you?

As with your traditional, pre-tax 
401(k), you elect how much of your 

salary to 
contribute, up 
to IRS and plan 
limits. 

Unlike the 
traditional 
401(k), the 
Roth 401(k) 
is an after-tax 
contribution, 

but you may withdraw your money tax-
free when you retire.

4 big questions to ask

If you answer “yes” to some or all of 
these questions, a Roth 401(k) might 
be a good option:

• Do you expect to be in a higher tax 
bracket in retirement?

•  Can you afford to maximize your 
contributions now?

• Do you want to leave tax-free 
money to your heirs?

• Do you earn too much to be 
eligible for a Roth IRA?

Contact a tax professional for advice on 
your situation. For more information, 
call Fidelity Investments, (800)  
835-5098. 

You must verify that dependents 
covered under the Exchange’s 

health insurance have Social Security 
numbers on file. 

The Affordable Care Act says most 
people must carry health insurance 
or face a penalty. Ensure that you and 
your dependents get credit for health 
insurance by verifying that they have 
Social Security numbers on file with 

Do your dependents have Social Security numbers on file with us?
the Exchange. Here’s how:

• Log onto Employee Self-Service.
• Click on eBenefits under the 

Family & Benefits section.
• Click on Update My Dependent 

Data, then click “Edit” next to the 
dependent.

• Add the Social Security number 
and click “Save.”

https://www.magellanassist.com/loginemp/default.asp?AccessKey=475E1FCC-9A5A-11D6-A971-00805FBBB4D9
https://www.magellanassist.com/loginemp/default.asp?AccessKey=475E1FCC-9A5A-11D6-A971-00805FBBB4D9
http://bit.ly/1XrhZgx
http://bit.ly/1XrhZgx
http://bit.ly/15Oct_Teladoc
http://bit.ly/15Aug_401kwebsite
http://bit.ly/15Oct_EmployeeSelfService


13EXCHANGE POSTOCTOBER 2015 |

Find this and other great Wiley X 
products at your Exchange and 

online at shopmyexchange.com.

High Velocity 
Protection
for Play

s Intensify National Brands
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Exchange future is bright thanks to LEADERS program

Norissa Stutson presents her part of her team’s social 
media presentation.

Michelle Buck presents her team’s findings about customer 
experiences to the audience. 

By Lisa Moak

Nine teams, made up of a diverse swath of selected 
associates, took the stage this July in front of senior 

managers to flex the new skills they had developed during 
LEADERS training. 

It all started in March 2014, when the 115 participants 
met at the Dallas HQ for the first time to experience activities 
aimed at enhancing their leadership development. Senior 
executives chose the participants from 290 applicants during 
a vetting process that keyed on innovative thinking, superior 
performance, ability to grow and adapt, and personality traits 
that indicate leadership potential.

Once chosen, the 4E-5E associates from the field, HQ 
regions and directorates began an 18-month journey of self-
reflection, learning and growth. The teams, created based on 

a mix of pay grades and abilities, were each given an executive 
vice president or senior vice president as a “stakeholder” to 
guide them. 

To build skills for current and future challenges, they 
participated in real business situations, receiving project 
themes to research for solutions. 

The project themes included:
• The Customer Experience
• Social Media—The Virtual Community
• Driving Execution in the Stores

2015 is the “Year of the Customer.” In 2016, the 
Exchange will concentrate on providing associates 

with the support they need to serve customers. 

strategic priority
Develop and Inspire Future Leaders

❛I see the program only getting better, as each leader 
participant brings something different, new and 
exciting to the table.❜

–Samantha Davis, store manager, Yongsan, Korea 

❛The assessments allowed me to look at my skill sets and 
see what I needed to work on to be better at managing my 
job and managing and developing my associates.❜

–Paula Bradford, store manager, Travis AFB, Calif.
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Exchange future is bright thanks to LEADERS program

Director/CEO Tom Shull addresses program participants. 
 Photos by Lisa Neidinger

Senior leaders ask questions and give feedback after 
presentations. 

Think. Change. Lead.

• Differentiating Performance and Aligning Recognition
They began researching and developing ideas together, 

although they worked in different jobs, states and even 
countries. Their experiences culminated July 23 when they 
presented their solutions and ideas to senior leaders. 

In fact, some projects are being explored for possible 
implementation because the teams came up with new 
solutions for ongoing issues. 

LEADERS differs from previous training programs 
by including a “self-reflection” phase to pinpoint needs; 
individual development plans; and classroom, virtual and  
on-demand courses.

LEADERS fulfills the Exchange strategic priority to develop 
and inspire future leaders who are passionate about serving 
Soldiers and Airmen. Managers said building leadership 

capability can increase productivity, decrease turnover and 
improve employee engagement and morale. 

A new phase of LEADERS will be begin soon.  
“LEADERS was an opportunity to focus on multiple 

dimensions of leadership, from one’s own style of leadership 
and how to improve to networking with other leaders and 
building relationships with people who see the Exchange 
differently than you,” said Todd Anderson, a Merchandising 
Directorate planning, allocation and replenishment manager.

“This ultimately benefits not only the participants, but also 
associates with whom we interact.”

 ❛Our customers put their lives on the line every day 
for us. What are you prepared to do? Deeds, not words!❜

–Tom Shull, director/CEO

❛LEADERS has been an incredible learning opportunity 
for me. The team dynamics have been remarkable, and 
it has allowed me to become more comfortable in the 
networking circles.❜

–Phonda Bishop, region retail program specialist,  
HQ Pacific Region

❛The group projects were tremendous learning 
opportunities because they gave me the chance to work 
on initiatives outside of my directorate that will impact 
the whole organization now and into the future.❜

–Cedric Brown, HR generalist, HQ
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EXCHANGE NEWS | News from the Directorates

Tyndall AFB, Fla. — General Manager 
Phillip Capshaw presents customer 
Kathy Geller with a GoPro camera for 
her entry in the Exchange’s recent 
“Vietnam Faces to Remember” photo 
contest.

Her photo showed her late 
husband, Tom, holding 
their 14-month-old son. 
The decorated Air Force 

captain was stationed at Vietnam’s 
Cam Rahn Bay in 1968-69 and flew 125 
successful combat missions. In 1976, 

he perished in a midair 
accident in Korea.

Read about the other 
winners and see their 
photos.

FunFact from Contingency

$1.5 million
The money 
saved in 
contingency 
locations in 
2015 after 
local and 

third-country nationals replaced 
U.S. managers who redeployed 
back home. An Exchange center 
trains nationals how to become 
managers at contingency locations, 
such as Kuwait’s Camp Buehring. 

Sales at Camp Buehring surpassed 
$1.5 million with only one U.S. 
manager, Andrew Escamilla, 
above, and his staff of nationals.

Dallas HQ, Texas — Sergeant Major 
of the Army Daniel Dailey presents 
his coin to Angela Comstock for 
her three years at Afghanistan’s 
Kandahar AB. Comstock served as 
information technology supervisor 
for all Exchange contingency 
facilities, traveling to seven countries 
in Southwest Asia and the Middle 
East.

She now works with field support for HQ’s IT Directorate. A new member of 
the Exchange board of directors, Sgt. Maj. Dailey was in Dallas for his first 
board meeting. Photo by Matt Nachtrieb

Baghdad, Iraq — Contingency Area 
Manager John Burk, right, leads U.S. 
Ambassador Stuart Jones on a tour 
of the new Exchange in the Baghdad 
Embassy Compound. The store serves 
Department of State employees, 
deployed troops and Marine embassy 
guards. Kuwait/Iraq General Manager 
Nancy Copada, shown walking with 

Burk and Jones, led the charge to get the facility open and running.

The Exchange also opened stores recently at the Baghdad Diplomatic Support 
Center, Camp Erbil and Forward Operating Base Union III. 

In 2012, the Exchange closed its traditional retail facilities in Iraq as troops 
redeployed home. With increased Department of Defense presence in Iraq, unit-
run facilities are being converted to AAFES operations.  

Exchange Post contingency update

Earnings up by 10 percent, Shull tells board

Director/CEO Tom Shull, front row, 
second from left, and the Exchange’s 
Board of Directors at their meeting in 
September. Photo by Matt Nachtrieb

Earnings for the first half of this 
year are up by 10 percent, although 

troop reductions in Europe and 
Afghanistan kept sales flat, Director/
CEO Tom Shull told the Exchange Board 
of Directors.  

Because associates are taking 
cutting costs to heart, Selling, General 
and Administrative (SG&A) expenses 
are 4 percent lower than plan, Shull 
said at the board’s September meeting 
at Dallas HQ.

Shull also told the board about 
the relaunch of the MILITARY STAR® 
card. (See Shull’s column, Page 2, and 
articles, Pages 4-5.) 

The board also approved 
contributing more funds to keep the 
Exchange retirement fund healthy and 
“honor our commitment to associates 
who dedicate their professional lives 
serving those who serve,” Shull said.

Board members also welcomed a 
new member, Sergeant Major of the 
Army Daniel Dailey.

http://bit.ly/15Oct_CamRanhBayExchange
http://bit.ly/15Oct_VietnamPhotoWinners
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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

See who won coins from Exchange Senior Enlisted Advisor Chief Master Sgt. Sean Applegate at Colorado’s Fort Carson, Peterson AFB and the U.S. Air Force Academy!

Kadena AB, Japan — Jewelry’s 
Akane Toguchi, Akiko Kuda and 
Kiwa Teruya, flanked by manager Ken 
Randle, show COO coins they received 
for solution selling. By Jessica Provan

Vandenberg AFB, Calif. — Associates show coins from President and Chief 
Operating Officer Mike Howard, third from right, for expert solution selling. Left 
to right are Maribel Ceja, Jamrie Belton, Lynn Mongelli, Mia Heggie, Wendy 
Puchli, and managers Christine Stallwood and Arturo Garcia. On Page 3, read 
how important solution selling becomes in the fourth quarter. By Arturo Garcia

Solution selling experts

Sheppard AFB, Texas — The shades make them look cool, but the softlines 
team is cool for an even bigger reason. As of Aug. 14, the team ranked tops in 
the Central Region for 32 straight weeks in sales of Exchange Protection Plans 
for sunglasses. They are, left to right, Ernest Dill, Wilda Chamberlain, Delena 
Smith, Jennifer Jaula, Brian Loeffler and Sandra Roberts. By Karen Lopez

Sheppard AFB, Texas — Softlines 
Supervisor Jennifer Jaula receives an 
award from General Manager Michael 
Brennan for her solution-selling skills. 
By Karen Lopez

Fort Bliss, Texas — Services Business Manager Rochele Jordan, front, presents 
Thanks awards to the visual merchandising team. Members include, left to right, 
Lorena Kenny, Angelina Rodriguez, Michael Gil, Manager Melissa Martinez 
and Victor Smith. They produce projects in a short time for Services, especially 
for more than 70 vendors, Jordan said. By Vanessa Mike

Fort Carson, Colo. — Associate 
Michael Sanchez, center, is awarded 
by managers Reyes Flores and Patricia 
Austin for his work on a special project. 
By Reyes Flores

http://bit.ly/15Oct_ChiefApplegateCOINWINNERS
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Moody AFB, Ga. — Manager Marne Gulde, left, accepts an award from a 
representative of a Purple Heart chapter for her store going to extra lengths to 
serve chapter members. Services Assistant Christina Colter, right, received the 
Hometown Hero Award for her continuous support to veterans and their families. 
By Marne Gulde

NAS Fort Worth JRB, Texas —
Services Manager Sandra Long receives 
an award from GM Chris Haefner after 
her concessions topped earnings plan by 
$61,000. By Charlie Piskorowski 

U.S. Military Academy, N.Y. — Managers and associates gather for a photo 
at an awards ceremony in which they were recognized for exemplary work. On 
behalf of her co-workers, associate Maria Depuy also received a certificate of 
appreciation from Commandant Lt. Col. John Cross for how the Exchange cared for 
West Point’s cadets. By Lot Wehmeyer 

See who won coins from Exchange Senior Enlisted Advisor Chief Master Sgt. Sean Applegate at Colorado’s Fort Carson, Peterson AFB and the U.S. Air Force Academy!

Grafenwoehr, Germany — The 
cleaners/alterations team Kayla 
Vernon, Serenity Bristol and Erin 
Robichaud show COO coins for expert 
customer service. By Chris Litch

Fort Knox, Ky. — Jerry Mills, foreman 
of the Exchange Name-Tape Plant, 
receives his 40-year anniversary award 
from managers Diane Egan and Rick 
Fair. By Diane Egan

KMCC, Germany — During a video 
teleconference with senior managers 
in Dallas, HR Assistant Antje Zirkel is 
recognized for 50 years of service with 
the Exchange. By Jadi Rendulic

Major Milestones

Kleber Kaserne, Germany — Brig. 
Gen. Van Coots presents coins to Deniz 
Barcala, manager of the Exchange’s 
Wounded Heroes Service Center, and 
her staff. By Sgt. 1st Class Aaron Eastman

http://bit.ly/15Oct_ChiefApplegateCOINWINNERS
http://bit.ly/15Oct_NameTagPlant
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FAMILY SERVING FAMILY | Creating Great Customer Experiences

NAS Fort Worth JRB, Texas — Managers Claudia Acuna, left, and Rene Garrett 
present two gift cards to their winners of the Unilever sweepstakes. 

Fort Lee, Va. — The Exchange’s Shawann Williams, left, Rita Inchaurregui-
Powell, Vanessa Rowland and Kirill Blajievski present valued military spouse 
Emily Smith, center, with a gift card in the recent Unilever Salute to Clean 
sweepstakes. She was one of 30 Exchange customers throughout the world who 
won the cards. By Christine Healy

JB Langley-Eustis, Va. — Managers 
Antonio Porter, left, and Tammy Toney, 
right, present a Unilever gift card to 
one of three families who won at their 
store. By Christine Healy

Salute to Clean Sweepstakes

Grafenwoehr, Germany — A staff 
sergeant receives his Unilever gift card 
from General Manager Carl Carpenter 
in a separate Unilever sweepstakes. 
By Crystal Chatterton

FunFact

30
The number of 
Unilever gift cards 
won by Exchange 
customers in the 

recent Salute to Clean sweepstakes.

Sweepstakes build customer loyalty 
and create exciting shopping 
destinations, especially for winners.  
They also help drive customers to 
shopmyexchange.com, where they 
can sign up for contests.

Another FunFact: $10 million
Sales of Unilever products at Exchange 
stores through August. The top 5 selling 
Unilever products are:

❶ Dove White Bar, 2-pack, 8-ounce

❷  Degree Invisible Solid 
Antiperspirant Sport 

❸  Dove Go Fresh Cool Mist Body 
Wash

❹  Dove Men’s Extra Fresh Body Wash

❺  Degree Body Responsive Invisible
 Extreme deodorant

In 2014, Exchange customers 
around the world bought more 
than $18 million worth of 
Unilever products.

https://www.shopmyexchange.com/sweepstakes
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FAMILY SERVING FAMILY | Creating Great Customer Experiences

Hunter AAF, Ga.  — Now this is Family helping Family! Main Store Associate 
Jamie Kennedy, right, takes orders while Burger King’s Thyatria Greene hustles 
to prepare Whoppers and fries. When BK recently was short on staff, main store 
associates jumped in to help during the lunchtime rush. Associates often help out 
at other facilities when needed. By Stacy Brown

Fort Belvoir, Va. — Country-music 
singer Adley Stump poses with 
Exchange associates before performing 
a concert and signing autographs. 
By Deborah Hobby

Fort Belvoir, Va. — GM William 
Shoffner presents valued customer 
Susan Davis with a gift card she won in 
a recent scavenger hunt sweepstakes. 
By Deborah Hobby

Eglin AFB, Fla. — Associates Elise 
Ready and Rose Fairchild deliver school 
supplies from a food-court drive to 
an employee of the base elementary 
school. By Sandy Burden

Fort Buchanan, P.R. — Associates 
Yvonne Martinez, Fiola Del Valle and 
Dominique Williams help customers 
celebrate the Exchange’s 120th 
anniversary. By Dominique Williams

Fort Bragg, N.C.  — North Post 
Associate Valerie Bright presents a gift 
card to the lucky winner of the M&M 
Road Trip Sweepstakes. 
By Alex Dewberry

Fort Bragg, N.C. — Post Chaplain 
Capt. Luke Heibel poses with a valued 
military spouse, who received an 
Exchange gift card at a couple’s retreat. 
By Alex Dewberry

Core Value
Family Serving Family

U.S. Military Academy, N.Y. —
Manager John Jennings, left, presents 
a gift card to valued customer Robert 
Seenes in a recent PODS sweepstakes. 
By Lot Wehmeyer
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Fort Campbell, Ky. — At an Express 
seminar, managers Dottie Black, Daniel 
Critchlow, Judy Froeba and Christina 
Flaherty take a break for fun.
By Nicole McMahon

Selfridge ANGB, Mich. — Associates 
Adrian Canchola, left, and James Logan 
use big hats and smiles to promote 
shopmyexchange.com and MILITARY 
STAR® card. By Natascha Rieper

Keesler AFB, Miss. — Manager David 
Webb presents a book bag stuffed with 
school supplies to lucky mom Jackie 
Carlisle, who won a recent drawing.  
By Vera King

CENTRAL REGION | From the Field

Little Rock AFB, Ark. — Manager 
Merce Marulli, left, rear, herds young 
models toward the stage for a back-
to-school fashion show featuring the 
latest brand names. By Michelle Pointer

WESTERN REGION | From the Field

Fort Leonard Wood, Mo. — Express 
Manager Lisa Norwood helps a product 
rep, left, present a Hero 4 GoPro camera 
to a sweepstakes winner.
By Bettina Klein-Spotts

BBQ comes to FLW
Fort Leonard Wood, Mo. — Dickey’s Barbecue Pit’s Sasha Jones, Larissa 
O’Donnell and Gypsy Burke wait on one of the many customers during the 
restaurant’s recent three-day grand opening.
The location is the Dallas-based company’s first on an Army or Air Force 
installation.
“The Exchange is pleased to provide our customers with a new name-brand 
dining option,” said General Manager David Swenson. “Offering a variety of 
choices is important, and restaurants such as Dickey’s ensure the community’s 
needs are met.” 
Dickey’s joins Manchu Wok, Anthony’s Pizza, Robin Hood, Charley’s and Auntie 
Anne’s in the food court. The restaurant is known for Texas-style, slow-smoked 
barbecue and home-style sides. The grand opening is the latest by the Exchange 

touting national-brand introductions at Army posts and Air Force bases around the world. 
By Bettina Klein-Spotts and Julie Mitchell

strategic priority
Intensify national Brands

Columbus AFB, Miss. — Taco Bell’s 
Tracy Blair receives a COO coin from 
GM Roberto Montalvo for exemplary 
customer service. See more coin 
winners, Page 18. By Roberto Montalvo

http://www.shopmyexchange.com
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CENTRAL REGION | From the Field

Schofield Barracks, Hawaii —
Exchange managers hold a job fair 
to encourage military spouses and 
dependents to submit applications.
By Pini Duverney 

WESTERN REGION | From the Field

Davis-Monthan AFB, Ariz. — Manager 
Sonya Hollman, left, presents a lucky 
customer and his wife with a guitar he 
won in a Pabst sweepstakes.
By Kyoto Martin

Luke AFB, Ariz. — Associates Edel 
Halanes and Olivia Corpuz pose with 
youngsters in the latest back-to-school 
clothes for a fashion show loaded with 
national brands. By Nerissa Skol

Fort Carson, Colo. — Exchange 
Senior Enlisted Advisor Chief Master 
Sgt. Sean Applegate, right, talks with 
managers Ron Corona and Tammy 
Emmons at the Express. By Reyes Flores

Schofield Barracks, Hawaii —
Manager Cathy Ely enjoys sumo-
wrestling with a teenager during an 
end-of-summer bash at the youth 
center. By James Thornton 

Luke AFB, Ariz. — Manager Marc 
Pierrelouis, left, presents the winning 
gift card to a valued customer in a 
scavenger hunt sweepstakes. 
By Nerissa Skol

Schofield Barracks, Hawaii — 
Associates Esmie Vertido, left, Mitchell 
Osurman, Kalei San Nicolas and Orlando 
Lauricio engage in a saber fight during a 
Star Wars promo. By Cathy Ely

Luke AFB, Ariz. — Valued retiree 
Lloyd Dotson is Hawaii-bound after he 
won the trip in a sweepstakes. Manager 
Aileen Rivenburg wishes him luck. 
By Nerissa Skol

Fort Shafter, Hawaii — Manager 
Marivel Amebegia presents a BBQ 
grill to a lucky sergeant who won it in 
a Barefoot Wine sweepstakes at the 
Express. By Ross Hookana

http://bit.ly/15Oct_HawaiiEndofSummerBash
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OVERSEAS REGION | Europe & Pacific

strategic priority
Grow Concessions

Grafenwoehr, Germany —
Managers Silke Hofmann and Paul 
Fox carefully prepare the 120th 
anniversary cake for customers during 
the celebrations. By Chris Litch

Rose Barracks, Germany —
Concessionaires and Exchange 
managers open the new Military Gear 
Center. The concession specializes in 
tactical gear. By Chris Litch

Osan AB, Korea — GM Steven Pena 
presents a $535,379 dividend check 
to Col. Andrew Hansen, the new 
base commander, on his tour of the 
Exchange. By Candace Ford

Core Value
Family Serving Family

Camp Zama, Japan — General 
Manager Shinobu Matsui provides 
food samples to a customer during the 
installation’s Bon Odori Festival.
By Joe Briscoe

Yokohama, Japan — Camp Zama’s 
Manager Joseph Curphy, left, serves 
troops at a mini-Express set up for the 
Pacific Reach military exercise. 
By Brian Read

Misawa AB, Japan — Elisa Arceo, 
Yasuyo Ohuchi, Yuko Morinaga, Hiroko 
Okamoto,  Raymond Perez and Haruna 
Ohtomo celebrate $7,400 in sales from 
the kids’ fashion show. By Satsuki Iwasawa

strategic priority
Grow the Express

Barrigada, Guam — At the National 
Guard Readiness Center, Pacific 
Commander Col. Kristin McCoy, right, 
joins managers and others at an 
Express groundbreaking. By Marie Perez

Kadena AB, Japan — Manager Ken 
Randle, left, presents contest winner 
Ben Batienhorst a White Diamond 
cologne and perfume gift set. 
By Staff Sgt. Robert DeDeaux 

Kadena AB, Japan — Exchange Pacific 
Commander Col. Kristin McCoy, left, 
18th Mission Control Group Commander 
Col. Debra Lovette and Manager Ann Yi 
cut the 120th anniversary cake. 
By Staff Sgt. Robert DeDeaux

http://bit.ly/15Oct_CampZamaPHOTOS


Email or tweet pictures to the Exchange Post,  
exchangepost@aafes.com or @ExchangeAssocTweets from around the world

25EXCHANGE POSTOCTOBER 2015 |

Dallas HQ— @ExchangeAssoc  
Meeting with Congressman 
Pete Olson with NRF colleagues 
from Texas. By Mike Immler @
ExchangeDDawg

Fort Leonard Wood, Mo. —
@ExchangeAssoc #reset 
GM David Swenson helps a 
PowerZone customer.
By Ashley Richards @ashes607

Fort Drum, N.Y. —  
@ExchangeAssoc On 8/14 
#FortDrumExchange celebrated 
Lois Flack’s retirement.
By Ft. Drum Exchange PR @ggeo1234

Dallas HQ — @ExchangeAssoc 
Theatrics just to get in the pic. 
Chief Applegate photobombs 
CEO Shull. By Mike Immler @
ExchangeDDawg

Fort Hood, Texas —
@ExchangeAssoc Sandra Reed 
and Robin Brown walk in the 
new exchange! 
By Ivy Garcia-Romero @ivy_wgr

Schofield Barracks, Hawaii 
— @ExchangeAssoc Main Store 
Manager Cathy Ely excited about 
the vendor show this week. 
By Aldeen @al_deenie 

Get a Twitter handle and you can 
share your store’s events with 

other associates worldwide. Tweet 
your local events and sales to your 
installation’s Twitter account to inform 
your customers.

 Follow @ExchangeAssoc,  
@ExchangePAO and @Exchange_STYS 
for Exchange news. Share your events 
with above handles and get re-tweeted 
to our followers or see your tweets 
in the Exchange Post! See more 
information about Twitter!

Get your 
tweet on!

Scott AFB’s Exchange uses Twitter 
to promote local events.

Dallas HQ — @ExchangeAssoc
Had a great visit from SMA 
Dailey. Huge advocate for the 
Exchange! HOOAH! 
By Sean Applegate @ExchangeChief   

http://bit.ly/15Oct_TwitterDirections
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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



Irma Bixler, MacDill AFB, 15 years
Delores Buczek, McConnell AFB, 16 years
Christine Butan, Fort Hood, 18 years
Jerry Cook, Travis AFB, 25 years
Lois Flack, Fort Drum, 10 years
Penny Madison, UK Consolidated, 26 years
Amalia Nevarez, Dan Daniel DC, 15 years
Nivia Sorhaindo, Fort Sam Houston, 41 years
Michael Sozio, HQ, 20 years

❛I enjoy waking up and not having to 
go to work. So I do it three or  

four times a day. ❜
–Gene Perret,  

Emmy award-winning comedy writer 

TRANSITIONS | Transfers, Obituaries, Retirements

Transfers
InMemory
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Retirements

Pete Alaniz – general manager, Luke AFB, to 
general manager, Fort Irwin
Michelle Blankenship – HR manager II, HQ, to 
HR manager II, Hanscom AFB
Connie Brunson – restaurant manager, Fort 
Stewart, to food court manager, Misawa AB
Angel Burns – HR manager IV, HQ, to HR 
business partner II, HQ
Matthew Carter – restaurant manager, Offutt 
AFB, to restaurant business manager III, Hawaii 
Area
Darryl Cole – food court manager, Misawa AB, to 
food–court manager, Okinawa
Kristine Cowley – sales & merchandise manager, 
JB Elmendorf, to general manager, Minot AFB
Jason DeWeese – LP manager III, JB Elmendorf, 
to LP investigator, HQ
Asia Gilchriest – sales & merchandise manager, 
Fort Bliss, to store manager, Hickam AFB
Rodney Greensage – region facility manager, 
Korea Area, to region facility manager, real–
estate support, HQ
Della Hannah – services business manager, Fort 
Jackson, to services business manager, Fort Bragg
Gregory Hardin – general accounting manager II, 
Europe, to general accounting manager II, HQ
Edward Hicks – store manager, Grafenwoehr, to 
general manager, UK Consolidated
Ryan Homler – annex manager, Selfridge ANGB, 
to store manager (BR), Wright–Patterson AFB
Christel Kelly – store manager (BR/Gas), Fort 
Gordon, to store manager (BR/Gas), Eglin AFB
Debra Melton– store manager (BR), Randolph 
AFB, to retail business manager, Laughlin AFB
Jenny Morock – store manager (BR), Fort Bliss, to 
store manager (BR/Gas)
Jeannette Preston – services business manager, 
Fort Carson, to region services program 
specialist, HQ
Aileen Rivenburg – general manager, Cannon 
AFB, to general manager, Luke AFB
Stephen Shaw – store manager (MS), UK 
Consolidated, to store manager, Grafenwoehr
Michael Shields – real estate project manager, 
HQ, to region facility manager, Korea Area
Denise Stanley – store manager, Hickam AFB, to 
e–learning designer/developer, HQ
Kenneth Stuckey – regional fleet specialist, 
Korea DC, to regional fleet specialist, Waco DC
Lynn Thompson – general manager, Fort Irwin, 
to region retail program specialist, HQ
Graciela Tunon – services business manager, 
Grafenwoehr, to services business manager, Fort 
Carson
Dan Warner – region facility manager, Fort 
McClellan, to facility manager, Europe
Dannel Webb – field tech supervisor, HQ, to field 
tech manager, HQ
Melanie White – store manager, March ARB, to 
general manager, Cannon AFB

Joel Zepeda – HR manager III, HQ, to HR manager 
IV, Fort Hood

Milton Baker, 77, died May 27 in Jonesboro, Ga. 
The HQ warehouse worker retired in 1993.
Rose Banda, 64, died Aug. 15 in Dallas, Texas. 
The HQ procurement assistant retired in 2012.
Thomas Batt, 67, died May 22 in Wiesbaden. He 
was a senior store associate at the Wiesbaden 
Exchange.
Floyd Beal, 88, died May 6 in Germany. The 
Wiesbaden vending-machine worker retired in 
1989.
Jeanette Bell, 99, died July 28 in Fairfax Station, 
Va. The JB Andrews associate retired in 1974.
Ross Benson, 94, died July 21 in Meridian, Idaho. 
The HQ associate retired in 1973.
Garline Borgfield, 87, died July 28 in Pflugerville, 
Texas. The Randolph AFB food activity manager 
retired in 1985.
Mary Bralick, 84, died April 26 in Whitefish Bay, 
Wisc. The Fort Meade retail supervisor retired in 
1995.
Claudine Carter, 84, died July 28 in Aberdeen, 
Md. The Aberdeen Proving Ground shift 
supervisor retired in 1996. 
Anthony Clark, 35, died Aug. 8 in Panama City, 
Fla. He was a food service worker at Tyndall AFB.
Freddie Clark, 85, died March 9 in Miami, Fla. 
The Homestead AFB retail supervisor retired in 
1989.
Martha Cureton, 83, died May 13 in Sumter, S.C. 
The Shaw AFB supervisory cashier retired in 
1995.
Wallace Denson, 88, died Aug. 23 in Southfield, 
Mich. The HQ quality inspection specialist retired 
in 1986.
Bobbie Ferguson, 83, died July 23 in Hueytown, 
Ala. The Egypt Exchange accounting manager 
retired in 1989.
Abel Garcia, 92, died Aug. 2 in West Valley City, 
Utah. The Hill AFB custodial worker retired in 
2002.
Antonio Gloria, 75, died July 15 in El Paso, Texas. 
The Fort Bliss mobile sales assistant retired in 
1995.
Sol Goldwasser, 96, died June 22 in Tamarac, Fla. 
The HQ associate retired in 1981.
Jessica Gross, 87, died Aug. 17 in El Paso, Texas. 
The Fort Bliss retail manager retired in 1987.
Richard Hashimoto, 81, died June 27 in Fulton, 
Md. The Exchange associate retired in 1987.
Celestine Hodo, 58, died July 26 in Killeen, Texas. 
The Fort Hood store manager retired in 2009.
Maureen Hogan, 61, died Aug. 11 in Hinesville, 
Ga. She was a senior store associate at Fort 
Stewart.
Elias Hooi, 61, died Aug. 1 in San Antonio, Texas. 
The HQ database analyst retired in 2013.
Vera Lynch, 77, died May 7 in Radcliff, Ky. The 
Fort Knox store associate retired in 2004.
Katie McDougald, 91, died July 25 in District 
Heights, Md. The JB Andrews warehouse worker 
retired in 1986.

Terrence McEnerney, 72, died Aug. 8 in Aurora, 
Colo. The Waco DC associate retired in 1996.
Robert Mitchell, 76, died June 25 in Hapeville, 
Ga. The Atlanta DC motor-vehicle operator retired 
in 2004.
Frank Murphone, 90, died June 25 in Largo, Fla. 
The HQ quality assurance specialist retired in 
1987.
Earl Norder, 83, died July 26 in Irving, Texas. The 
HQ associate retired in 1992.
Alfonzo Parrish, 59, died Aug. 22 in Lakewood 
Wash. He was a shift manager at JB Lewis-
McChord.
James Reese, 64, died June 15 in Cartersville, Ga.  
The HQ DC logistics assistant retired in 2003.
Virginia Sauerbry, 74, died Aug. 6 in Hampton, 
Va. The JB Andrews accounting assistant retired 
in 1997.
Arlene Scott, 87, died July 18 in Tomah, Wisc. The 
Fort McCoy operations clerk retired in 1987.
Alice Smith, 73, died July 22 in Petersburg, Va. 
She was a stocker at Fort Lee.
Marjorie Stannard, 83, died April 19 in 
Highland, Calif. The March ARB cashier retired 
in 1990.
Mary Sullivan, 88, died July 12 in Columbus, 
Ga. The Fort Benning operations clerk retired in 
1983.
Thomas Tatum, 87, died Jan. 23 in Summerville, 
S.C. The Exchange associate retired in 1988.
Vicki Trochesset, 66, died June 20 in Biloxi, Miss. 
The Keesler AFB shift supervisor retired in 2004.
Enrique Velasquez, 76, died Jan. 1 in Fort 
Washington, Md. The JB Andrews warehouse 
worker retired in 1994.
Janet Watanabe, 87, died June 1 in Honolulu, 
Hawaii. The Schofield Barracks warehouse 
foreman retired in 1987.
Ernest Weisemiller, 92, died June 12 in 
Mandeville, La. The HQ associate retired in 1975.
Linda Wilkerson-Bell, 55, died July 10 in Aurora, 
Colo. The Kirtland AFB HR manager retired in 
2014.
Robert Youngquist, 88, died July 28 in Ossining, 
N.Y. The HQ associate retired in 1986.



Realities necessitated quick action. 
Shopmyexchange.com underwent 

the most dramatic changes since its 
1996 debut. Early retirements and 
other initiatives shrank the Exchange 
workforce from about 42,000 to 
35,200.

New strategic priorities emphasized 
more national brands and concessions; 
Expresses with popular grab-and-go 
products; and cost reduction.

A new mission, vision and core 
values debuted. The core value 
“Family Serving Family” became as 
synonymous with the Exchange as “We 
go where you go.” 

He called for teamwork across 
the Exchange to create compelling 
customer experiences.

“The Exchange team is 
not about an individual, 
it’s about all of us working 
collectively with passion 
to serve those we love,” 
said Shull, in his first 
Exchange Post column. 

The initiatives paid 
off. In 2014, earnings hit 
a record $373 million 
and expenses were $72 

million below plan. But sales remained 
flat at $7.3 million, due largely to troop 
reductions and economic uncertainty.

“As we enter our 120th year of 
serving Soldiers, Airmen and their 
families wherever they serve,” Shull 
wrote in the 2014 annual report, 
“We continue our steadfast efforts to 
improve their experience in our stores 
and online, and generate the earnings 
needed to support their quality of life.”

Oct. 1, 1942. The 
Army Exchange 
Service’s China-
Burma-India office 
opens in Karachi, 
India. The office 
moved to New 
Delhi, India, in 1943.

Oct. 1, 1943. U.S. 
forces land on the 
South Pacific’s 
Bougainville 
Island—along 
with 75 tons of PX 
merchandise.

October 1960. 
AAFES and American Motors Corp. 
agree to sell AMC automobiles to 
exchange customers in Europe in 
the new Exchange New Car Sales 
program.

Oct. 8, 1974. Now a worldwide 
managed organization, AAFES 
renames its overseas regions AAFES-
Europe, AAFES-Pacific and AAFES-
Alaska.

Oct. 25, 1983. 
U.S. troops 
rescue American 
students from 
the Caribbean 
island of Grenada. 
AAFES sets up 
field exchanges in 
the country and Barbados to serve the 
troops.

October 2006. Mike 
Howard is named 
chief operating officer, 
succeeding Marilyn 
Iverson, who retired.

See more red-letter dates  
and historical pictures!

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

India, 1944

Bougainville Island 
Exchange, 1944

Associates in 
Grenada, 1883

Waves of change, 
and a course 
for the future
By Steve Smith 
Corporate Communication Editor/Historian

Changes were nothing new at 
AAFES. But a new era began in 

2011 when the Pentagon converted 
the commander’s position to a civilian 
chief executive officer. 

In the early days of the exchange 
system, post commanders controlled 
their own PXs. In addition, military 
officers always served as commanders 
of the Army Exchange 
Service since its creation 
in  1941. 

On June 4, 2012, 
Tom Shull joined the 
Exchange as its first 
civilian director/CEO. 

For the 18-year Army 
veteran with a familial 
military lineage, the 
timing was excellent. 
The West Point graduate viewed 
leading the Exchange as the perfect 
marriage of his vast retail experience 
and Harvard MBA with giving back to 
warfighters and their families. 

Given his military experience, Shull 
already knew the Exchange’s mission, 
but he also saw the end of the Iraq 
and Afghanistan conflicts, a smaller 
troop force and continued growth of 
e-commerce affecting the organization 
tremendously.

Director/CEO Tom Shull, center, 
backed by Deputy Director Mike 
Immler, left, and President and Chief 
Operating Officer Mike Howard, 
brought a new sense of urgency to 
serving the world’s best customers.

❛The Exchange team is 
not about an individual, 

it’s about all of us 
working collectively 
with passion to serve 

those we love.❜
–Director/CEO Tom Shull

Red-Letter  
October Dates in  
Exchange History

http://bit.ly/15Oct_TomShull_1stExchangePostcolumn
http://bit.ly/15Oct_ExchangeNewCarSales
http://bit.ly/15Oct_OctoberRedLetterDays
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