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• DALLAS

Michael Howard, the chief oper-
ating officer of the Army & Air 

Force Exchange Service (AAFES), has 
been named acting chief executive of-
ficer (CEO) of the exchange service, 
effective upon Commander/CEO Maj. 
Gen. Bruce Casella, USA’s retirement 
from the Army after 36 years’ military 
service. He plans to retire March 30. 

 “A proven operator and executive, 
Mike Howard brings more than 35 years 
of military resale experience to the in-
terim position of acting CEO/director,” 
said Casella in a Jan. 16 message to 
AAFES staff. “The stability this selec-
tion provides will allow the Exchange’s board to maintain its focus on identifying the best qualified 
person to permanently fill the CEO/director position.

“While personnel may change, our enduring commitment to those we serve does not. Rest as-

DeCA’s Chandler 
Adds Acting 
Perishables 
Chief Duties

• FORT LEE

On Dec. 19, Joyce Chandler, chief of 
the Semi-Perishables Division of the 

Defense Commissary Agency’s (DeCA) 
Marketing Business Unit (MBU), was 
chosen to serve as acting Perishables 
Division chief. She will be dual hatted until a permanent Perishables Division chief is chosen.

The Perishables chief role had previously been fulfilled by Delbert Myrick, who was named 
director of the Operations and Policy Directorate in early December. 

Chandler continues to serve as chief of the Semi-Perishables Division, a position she has held 
since DeCA’s reorganization in October 2011. She has held numerous leadership positions for the 
agency during her career, including chief of the Operations Business Group for Performance and 
Policy.

Blake Tapped as AAFES 
Deputy Commanding 

General
• DALLAS

On Jan. 13, Air Force 
Chief of Staff Gen. 

Norton A. Schwartz an-
nounced the appointment 
of Brig. Gen. Casey D. 
Blake, USAF, as vice com-
mander of the Army & Air 
Force Exchange Service 
(AAFES). Blake, the deputy 
commander, Joint Theater 
Support Contracting Com-
mand, U.S. Central Com-
mand (USCENTCOM), 
Kabul, Afghanistan, since 

April 2011, succeeds Brig. Gen. Francis Hendricks, USAF, 
who has served as AAFES’s deputy commanding general 
(DCG) since March 2007, and who will retire on May 1 as 
AAFES’s longest-tenured DCG. According to an exchange 
service spokesperson, Blake was tentatively expected to 
begin service with the Exchange in June.

“We thank Brig. Gen. Hendricks for his sage leadership, 
successful tenure and focused commitment to set condi-
tions for continued Exchange success well into the future,” 
said Commander/CEO Maj. Gen. Bruce Casella, USA, in 
a “Message from the Commander” memo on Jan. 16. “As 
we bid farewell to Brig. Gen. Hendricks, we welcome his 
replacement, Brig. Gen. Casey Blake. We look forward 
to gaining new perspectives from his experience on how 
to continue making the Exchange successful and build on 
best practices to support our military community.”

Bianchi Appointed  
NEXCOM’s First Civilian CEO

• VIRGINIA BEACH

On Jan. 11, the Navy Ex-
change Service Command 

(NEXCOM) announced the 
selection of former NEXCOM 
Commander Rear Adm. Robert 
J. Bianchi, SC, USN (Ret.), as 
its first civilian chief executive 
officer (CEO). 

Bianchi, who was NEXCOM’s 
commander from July 2007 
to August 2009, returns in a 
civilian capacity consistent with 
a move by the Department of 
Defense (DoD) to reduce the 
number of flag and general 
officer billets on active duty. He succeeds the Navy Exchange’s 
29th and final flag-officer billet commander, Rear Adm. Glenn 
C. Robillard, SC, USN, who was transferred to become deputy 
chief of staff for logistics, fleet supply and ordnance (N4), 

Howard Named AAFES Acting CEO as 
Casella Announces March Retirement
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• VIRGINIA BEACH

For the second year in a row, the Navy 
Exchange Service Command (NEXCOM) 

Customer Satisfaction Index (CSI) survey 
remained at an exchange service all-time high 
score of 83, besting the overall average retail 
industry score of 76 by seven points.

“We’ve been surveying our customers since 
1998 to find out areas where we are doing a 
good job, as well as those areas that need im-
provement,” said Michael Conner, the exchange 
service’s vice president (VP), Marketing Insights. 
“It’s a great tool for us to use to see if the areas 
we’re focusing on, like ‘merchandise selection,’ 

are working. We know it is, because our score 
continues to increase in that area. In contrast, it 
also shows us the areas we still need to work on, 
such as problem resolution.”

NEXCOM’s latest CSI survey was conducted 
during October 2011, at every Navy Exchange 
worldwide.

SURVEY STANDOUTS
The focus the Navy exchanges put on premier 

customer service over the past year had a positive 
impact on both its customers and the CSI score. 
Scores for store environment rose two points, 

NEXCOM CSI Score at All-Time High
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—Continued on page 48, Blake
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one exception. Scores for the Hawaii and Mid-South districts remained the same 
at 86 each; Tidewater rose one point to 85; Western and Guam districts rose two 
points each to 85; Southeast and Northwest remained the same at 83 each; the 
Northern district remained the same at 82; and Europe rose four points to 80.

The only decrease was experienced by Japan, slipping slightly by one point 
to 81.

As these types of surveys reach scores in the higher percentile realms where 
they trump industry averages, year-on-year gains become inherently far more chal-
lenging to attain. “Statistically, it will be difficult to increase our score year after 
year,” Conner noted. “So looking forward, we will be looking more to maintain 
this high score of 83 and making sure we’re delivering the best possible products 
and customer service to our customers.”

sured that as you continue your daily focus of supporting America’s Soldiers and Airmen, the right processes and 
people are in place to ensure continuity of operations at the highest levels.”

HOWARD, CASELLA
Howard, who will retain his COO duties during his tenure as Acting CEO, has been AAFES’s COO since 

October 2006. Prior to this position, he was the exchange service’s chief financial officer (CFO), and he has held 
numerous exchange service leadership positions across a full gamut of retail operations, information technology 
(IT), finance and accounting roles.

Casella took over the leadership of the exchange service from Maj. Gen. Keith L. Thurgood, USA, on April 14, 
2010. “Historically, a commander’s tour lasts only two years,” said Col. Thomas Ockenfels, USA, the exchange 
service’s chief of staff. “Maj. Gen. Casella’s departure concludes a long tradition for the Army & Air Force Ex-
change Service, for he is the final commanding general. In 2012, we will welcome our first civilian chief executive 
officer/director.”

In early January, an announcement describing the newly defined CEO/director position was published at usajobs.gov.  
The new civilian CEO’s position is not expected to follow suit with the military tradition of a two-year tour, but is 
anticipated to be an open-ended tenure.

Continued from page 3, Howard Continued from page 3, Bianchi

Pacific Fleet, Pearl Harbor, Hawaii, in August 
2011.

“I am very pleased to have Rear Adm. 
(Ret.) Bianchi on our team,” said Rear Adm. 
Mark Heinrich, SC, USN, commander, Naval 
Supply Systems Command (NAVSUP). “He 
brings a wealth of experience to the table, 
and I have great confidence that he can lead 
NEXCOM into the future.”

Capt. Christopher S. Bower, SC, USN, 
who has served as acting commander until a 
civilian CEO was named, returned to his previ-
ous role as NEXCOM’s deputy commander, 
Military Services, when Bianchi came on 
board during the week of Jan. 9.

Since leaving NEXCOM in 2009, Bianchi, 
a native of Vineland, N.J., served as assistant 
deputy chief of staff for Fleet Readiness and 
Fleet Supply Officer, N4B, at U.S. Fleet Forces 
Command, Norfolk, Va., until his retirement 
from active duty on Jan. 1, 2012. Just prior 
to taking command of NEXCOM in 2007, 
he was the deputy commander for aviation at 
the Naval Inventory Control Point (NAVICP), 
Philadelphia, Pa. 

Bianchi’s awards include the Defense Su-
perior Service Medal; the Legion of Merit 
(three awards); the Meritorious Service Medal 
(six awards); the Joint Service Commendation 
Medal; the Navy Commendation Medal (two 
awards); and the Navy Achievement Medal 
(two awards).

BLAKE
Promoted to rank of brigadier general on Oct. 7, Blake has held numerous assignments and joint assign-

ments during his nearly 28-year military career. Recent assignments include nearly three years in an oversight 
capacity as commander, Defense Contract Management Agency’s (DCMA) Lockheed Martin, Marietta, Ga., 
office; and several positions over nearly two years in the office of Defense Procurement and Acquisition 
Policy, Office of the Under Secretary of Defense for Acquisition, Technology and Logistics, The Pentagon, 
Washington, D.C., including director of operations; director, Defense Acquisition Regulations System; and 
director, Program Acquisitions.

Among his major awards and decorations are the Defense Superior Service Medal; the Bronze Star Medal; 
the Meritorious Service Medal (with silver oak leaf cluster); the Joint Service Commendation Medal; the 
Air Force Commendation Medal (with oak leaf cluster); the Air Force Achievement Medal; and the Joint 
Meritorious Unit Award.

Continued from page 3, Blake
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while associates and checkout rose one point each. Other increases in scores were 
in returns, pricing, sales flyer and merchandise, all of which rose one point each. 

Based on this information, the exchange service noted that top priorities for 
2012 would again focus on merchandise, pricing and sales flyers. 

Eighty-four percent of Navy exchanges worldwide had a score of 80 or above, 
while the remaining 16 percent of NEXs had scores in the 70–79 range. For the 
second year in a row, there were no NEXs with scores below 70.

All NEXCOM districts’ scores for 2011 stayed the same or increased, with 

NEXCOM CSI 
Highlights

Overall Satisfaction  .  .  .  .  .83

By District:By District:
Mid-South 86 even
Hawaii 86 even
Tidewater 85 +1
Western 85 +2
Guam 85 +2
Southeast 83 even
Northwest 83 even
Northern 82 even
Europe 80 +4
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Eighty-four percent of Navy exchanges worldwide 
attained a score of 80 or above, as NEXCOM 

maintained its all-time high CSI score of 83. In the 
photo, a busy day at NS Norfolk, Va.
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The staff of the Kaiserslautern Military Community Center (KMCC), Germany, Exchange with a banner 
proclaiming the store as AAFES’s first to record more than $20 million in sales in a single month.
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Edmond Feris “Ed” Jared Sr., 91, a 
giant of the military resale indus-

try, passed away on Jan. 20.
Born March 5, 1920, in 

Monroe, La., he learned to fly 
in the late 1930s and served 
as a World War II Army Air 
Corps command pilot flying 
“The Hump” between India 
and China. After the war, Jared 
made his home in Gainesville, 
Ga., where he operated the Riv-
erbend Airport and the Jared 
Flying Service. He became ac-
tive in civic affairs and served as 
president of the Gainesville Cham-
ber of Commerce.

While a flying instructor, he accepted 
a job as corporate pilot for pioneering poul-
try producer Jesse Jewell, head of the J.D. 
Jewell Company, at the time the largest inte-
grated chicken producer in the world. Jared learned 
the poultry trade, reinvented himself and became a 
major player in the worldwide military resale mar-
ket, as military sales manager and executive vice 
president for a succession of poultry firms over a 
period of more than 35 years, concluding with his 

retirement from Tyson Foods in 1993.
He continued his military service 

in the Air Force Reserve through 
his retirement in 1963.

Jared was also an accom-
plished author, writing “One 
Hell of a Ride: A Memoir,” 
published in 2008, chronicling 
his experience during World 
War II, his days after the war, 
and his emergence in military 
resale.

His wife, Celeste, to whom 
he was married for over 60 

years, died in 2003. He is sur-
vived by his daughter, Nan Powell, 

sons Ed Jr., Jerry and David, seven 
grandchildren, seven great-grandchil-

dren, and Shirley Biting, his companion.
On Jan. 25, a graveside ceremony was 

held at the Alta Vista cemetery in Gaines-
ville. A celebration of life was held at the Chat-
tahoochee Country Club, near Lake Lanier, Ga., 
later that day.

The family requests that donations be made in 
his memory to the Northeast Georgia History Cen-
ter, 322 Academy St. NW, Gainesville, Ga. 30501.

That’s the official obituary – but there was so 
much more to the man. He was such an integral 
part of the military resale community that I won-
der if it would ever have got to this stage without 
people like him.

Ed had five major loves: family, flying, the mili-
tary, flying, local politics, flying, poultry … and 
flying. 

Over the years, he segued easily from corporate 
aviator to military sales manager and executive vice 
president at four chicken-processing firms – J.D. 
Jewell, Harrell Farms, Tastybird and Tyson Foods 
– and along the way had a big hand in changing 
the way chicken is sold, as they developed the IQF 
(“individually quick-frozen”) concept for chicken 
parts, first introduced in military commissaries and 
later in the supermarket industry at large.

His circle of friends and associates was huge, 
ranging from the man on the street to Joe DiMag-
gio and TV host Art Linkletter to astronaut Wally 
Schirra, and he treated one and all the same. 

Ed called the book he wrote a few years ago 
One Hell of a Ride. That’s exactly what it was for 
him, one hell of a ride. Now that the ride is over, 
he will be missed.

Goodbye, old friend, and God bless.
—Murry Greenwald

Obituary: Ed Jared Sr., Military resale icon

• KAISERSLAUTERN

The Kaiserslautern Military Community Center 
(KMCC), Germany, reached a number of Army 

& Air Force Exchange Service (AAFES) sales mile-
stones during the busy month of December.

Crediting his store staff, AAFES headquarters, 
logistics and vendor partners, KMCC Main Store 
Manager Jason S. Rosenberg confirmed that KMCC 
became the first store in AAFES’s worldwide portfo-
lio to break the $20 million sales barrier in a single 
month. KMCC’s December sales soared to $20.56 

million, an increase of more than 9.6 percent — $1.8 
million — over the prior year.

In addition, on Friday, Nov. 25, also known as 
Black Friday, the store tallied $1.875 million in sales, 
the largest one-day dollar sales amount ever recorded 
by an AAFES store in the vaunted history of the ex-
change service.

Finally, as if these achievements were not enough, 
KMCC also became the first AAFES store to exceed 
the $1 million sales barrier in a single day that is not 

directly tied into a Black Friday or a grand opening. 
This feat was accomplished on Saturday, Dec. 17.

“These new sales records are truly a team effort 
accomplished by the KMCC team, our headquarters 
sales division and logistics division and our vendor 
partners,” Rosenberg said. “The team has raised the 
bar in terms of customer service, merchandise selec-
tion and in-stock position, and our customers have 
responded, solidifying the KMCC as a premier shop-
ping experience in Europe.”

KMCC ‘Bannered’ for Breaking AAFES Sales Records
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