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• NORFOLK

Last month, Secretary of the 
Navy Ray Mabus announced 

a far-reaching new program known 
as the 21st Century Sailor and Ma-
rine initiative, which is designed to 
support active-duty health and readiness in the two services within his department. The 
programs range from measures to encourage tobacco cessation, and “Fuel to Fight,” 
which provides a greater variety of healthful food options for servicemembers, to a “ca-
reer intermission program.”

The wellness initiative eliminates discounts for tobacco products in Navy Ex-
changes, Mabus said. Currently, there is no “subsidy” of tobacco products at Navy 
Exchange Service Command (NEXCOM) stores. The Defense Department, however, 
permits exchanges to sell tobacco products at prices approximately 5 percent lower than 
outside the gate.

Subcommittee Chair Voices 
Support for Military Quality

of Life, Force Strength
By PHIL GRAY
Managing Editor

• NORFOLK

During an address to par-
ticipants at The American 

Logistics Association (ALA) 
Exchange Roundtable here on 
March 9, Rep. Joe Wilson (R-
S.C.), chairman of the Mili-
tary Personnel Subcommittee 
of the House Armed Services 
Committee (HASC), urged an 
audience comprising largely 
military resale industry sup-
plier leadership and a cadre of 
senior exchange merchandis-
ing and operations executives, 
to come together with the re-
sale community and other mil-
itary-friendly communities in a 
strong effort to help alert policymakers about the urgent need to protect 
and sustain servicemember resale benefits.

Painting a troubling picture of the dangers of sequestration-type 
budget cuts on future military readiness and capabilities during a time 
of war and extreme geopolitical instability, Wilson, who has visited Af-
ghanistan and Iraq 11 times each, and who is one of just a few currently 
serving members of Congress to have visited North Korea, addressed the 
urgency of maintaining a robust military and the importance to service-
members, retirees and their families of preserving their resale benefits. 

Rep. Joe Wilson (R-S.C.), the 2011 recipient 
of the ALA’s Distinguished Service Award, 
urged members of the resale community to 
explain to their members of Congress the 

dangers of sequestration.
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Pentagon Chiefs Reaffirm Value 
Of Resale Benefits

By KEN RYAN
SEnior Editor

• WASHINGTON

Pentagon officials reaffirmed the importance of the mili-
tary resale benefit during a March 6 House Armed Ser-

vices Committee (HASC) Military Personnel Subcommittee 
hearing. Among the witnesses testifying was Lt. Gen. Darrell D. 
Jones, deputy chief of staff, Manpower and Personnel, U.S. Air 
Force, who told the panel “it is important to recognize the contri-
butions of non-pay programs enhancing the quality of life for our 
Airmen and their families.”

Jones, who serves as chairman of the Defense Commissary 
Agency’s (DeCA) Board of Directors, observed that DeCA 
stores “can save a family of four an estimated $4,500 a year. 

Providing groceries and household items at cost saved patrons a total of $2.7 billion in the 
previous fiscal year. 

By LARRY LAPKA
aSSoCiatE Editor

• FORT LEE

Patrons continue to give the Defense Commissary Agency (DeCA) high 
marks for its customer service, according to the latest results of the 2012 

American Customer Satisfaction Index (ACSI), which reported that DeCA 
stores bested the supermarket industry average by five points. 

DeCA’s score of 81 — the agency’s highest score ever — marked the 10th straight 
year that its score either matched or exceeded the supermarket industry average. 

CoMMiSSarY VaLUE
DeCA’s customer satisfaction score certifies the value military members and 

their families receive by shopping the commissary, said DeCA Director and 
Chief Executive Officer (CEO) Joseph H. Jeu.

“These results reinforce to our customers that when they shop in our 

stores, they are receiving a 
world-class benefit,” Jeu said. 
“It’s important that we give them the best, because they’ve earned it — and more 
— through their service to this nation.”

HoW it WorKS
During November and December, the ACSI selected 250 Stateside military 

customers at random and asked them about their expectations and satisfaction 
with commissary products, prices and services. The results were weighed on a 
100-point scale.

“Our ACSI score continues to be significantly above the supermarket industry 

Jones

—Continued on page 109, Jones

In the 2012 ACSI, DeCA once again topped the 
supermarket industry for customer service. Rated 
by 250 stateside military customers chosen at 
random, the agency scored an 81, five points 
above the supermarket average. Fort Riley, Kan.
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DeCA ACSI Score Surges to Highest Ever
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“Additionally, the Army & Air Force Exchange Service (AAFES) provides 
merchandise and services to military members and their families at competi-
tively low prices, and gives back to the military community through significant 
dividend contributions,” he added.

In addition to Jones, Pentagon representatives included Lt. Gen. Thomas P. 
Bostick, USA, deputy chief of staff, U.S. Army; and Vice Adm. Scott R. Van 
Buskirk, USN, chief of Naval personnel, deputy chief of Naval operations.

Jones said his commitment was to align the Air Force’s greatest resource — 
“its Airmen” — to support the national security strategy. “We must do so while 
making extremely difficult resource priority decisions, while at the same time 
guaranteeing we fully support our Airmen and their families,” he told the law-
makers. “As we prioritize missions, it is critical we balance capabilities between 
our active and reserve components to maintain a robust national security posture 
in a dynamic global environment.”

PErSonnEL SUBCoMMittEE
In his opening remarks, Rep. Joe Wilson (R-S.C.), chairman of the subcom-

mittee, said, “America remains at war today with a ruthless and committed en-
emy … this budget offers no apology for program reductions that go to the heart 
of our military capability by undermining programs that serve our military per-
sonnel, putting America and its allies at greater risk.”

Subcommittee member Rep. Austin Scott (R-Ga.) commented that “The bot-
tom line is the military, those who serve in the military, and those who support 
those who serve in the military and their families ... will take it on the chin with 
indiscriminate slicing,” he said.

Wilson said that he and HASC Chairman Buck McKeon (R-Calif.) would 
work together in the coming weeks “to stop the execution of these drastic cuts 
which will decimate our military capabilities and threaten the security of the 
men and women in our Armed Forces.”

Asked about how the initiative might be reflected in Navy ex-
changes, NEXCOM Chief Executive Officer (CEO) Rear Adm. 
(Ret.) Robert J. Bianchi, S.C., USN said, “We’re another arm of 
helping the Secretary roll out that strategy because we play a big 
part on the readiness side.

“One of the areas is the issue of tobacco cessation. The sec-
retary has directed that we will achieve price parity with com-
petitive prices outside the gate, and basically end the discount by 
Oct. 1, 2012. We are fully supportive of that. We are working on a 
plan of action, along with the Marine Corps, to roll that out. The 
other area is physical fitness; the Navy is looking to increase the 
availability of nutritional menu options and foods, and this is a 
focus area for NEXCOM, as well.

“We will also tie in on the retail side, in areas such as fitness 
equipment, fitness apparel and athletic footwear, to help the unit 
commanders keep their force in shape, and to help our Sailors 
lead healthier lives. There’s a real symbiosis there. These are 
some of the hidden benefits that come with having an exchange 
system that is totally aligned with the service.”

otHEr PrograMS
In remarks to 700 Sailors and Marines aboard the USS 

Bataan, here in Norfolk, Mabus said random substance testing 
and a Breathalyzer program are also being introduced, intended 
to reduce the occurence of alcohol-related incidents.

“This is not done to punish, but to help,” Mabus said to 
the Fleet. “We want to help Sailors and Marines make good 
choices before something happens that can’t be undone.” Al-
cohol screening equipment will be installed on board ships 
throughout 2012.

A new Career Intermission Program, currently being pilot-
ed, allows servicemen and women to leave and return to their 
services after up to three years, without penalty, while retain-
ing their military health care and exchange and commissary 
privileges.

average,” said Barry White, an agency operations research analyst. “This indicates 
customers appreciate not just the savings, but also the shopping experience.”

otHEr anaLYSES
In addition to the independent ACSI evaluations, DeCA also analyzes its 

performance through its own Commissary Customer Service Survey (CCCS), 
which it uses to help it improve on specific commissary service metrics. For 
fiscal 2011, the agency scored a 4.72 out of a possible 5 points, its best rating 
ever (see E and C News 12/11). 

deCa and Supermarket industry aCSi
Performance, Fiscal 2003-2012

Fiscal year DeCA Score  Industry Score Diff.
2012 81 76 +5
2011 80 75 +5
2010 80 76 +4
2009 76 76 —
2008 77 76 +1
2007 77 75 +2
2006 77 74 +3
2005 76 73 +3
2004 76 74 +2
2003 75 75 — 
      

Note: DeCA began participating in the ACSI in 2002. The industry score is an average score for 
the supermarket industry.
Source: DeCA
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Referring to resale personnel and suppliers as “people who really do make a difference in 
providing for quality of life of military families,” Wilson said the specter of sequestration “comes 
back to the economics of it. … Many communities will be devastated, particularly the military 
communities that I represent and the businesses that are dependent on a strong national defense.” 
Among the installations within Wilson’s district, prior to redistricting, were Fort Jackson, MCRD 
Parris Island and MCAS Beaufort. Many personnel from Shaw AFB also live in the district.

SEQUEStration attaCK
Regarding the consequences of the “Budget Super Committee’s” not entirely unexpected 

failure to reach an agreement for a minimum of $1.2 trillion in additional deficit reduction, 
and the Administration’s threat to veto any attempt to prevent an ensuing sequestration, Wilson 
observed, “We have a challenge coming: I believe that military families are under attack — We 
already know that, with the $100 billion cut and the $486 billion cut — the money is not be-
ing saved; it’s being shifted — to where, who knows? But now there’s sequestration, and the 
sad thing is that when you say sequestration, it sounds like you’re giving a Latin lesson, and 
so people glaze over. But we need your help to alert members of Congress.  … Unless we take 
action, on Jan. 1, the military is going to be truly devastated.” 

Wilson added that he wanted to give credit to Secretary of Defense Leon Panetta and the 
various senior Pentagon witnesses who have testified before the subcommittee (see “Pentagon 
Chiefs” story, page 3) for making it clear that “the half-trillion dollar shift of money … it’s ir-
responsible and puts our nation at extraordinary risk.”

Wilson, who hails from a multi-generational military family, including four sons in the 
armed services, referred numerous times to the service and sacrifice of military personnel and 
their families during his address. In conjunction with the planned downsizing of military per-
sonnel by 100,000, Wilson said, “I see a plan,” he explained, “and sadly, it’s truly an attack on 
the military, military families and veterans.”

It was really clear to him, Wilson emphasized, “that as things proceed, benefits are being 
reduced and are under assault, and that means you. So I really look forward to your assistance 
… and ask for your help regarding explaining to members of Congress the consequence of se-
questration.” 

“Randy Forbes (R-Va.) is leading the effort,” Wilson said, and, “I’m counting on good peo-
ple like Tom Gordy,” the Armed Forces Marketing Council’s (AFMC) president, to put together 
a detailed picture of the implications of the impending cuts. “The economic consequence of 
sequestration per congressional district,” he pointed out, “is really startling.”

The Subcommittee Chairman also pointed to the resale-specific “Coalition 
to Save Our Military Shopping Benefits” (SaveOurBenefit.org) as one of the 
vehicles attendees could use to voice their concerns to policymakers.
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• DALLAS

According to two major surveys that rate the value 
of support provided by major retailers including 

military resale organizations, the Army & Air Force 
Exchange Service (AAFES) is doing a commend-
able job in addressing customer service and pricing, 
producing its highest scores to date on these metrics.

ACSI
According to a recent American Customer Sat-

isfaction Index (ACSI) survey looking at the fourth 
quarter of 2011, AAFES — listed as “Exchange” on 
the survey — scored a 76 on its 2011 ACSI,  three 
points better than its previous-best 2010 score and 
seven points ahead of its first ACSI score in 1996.

AAFES’s three-point improvement was larger than 
the other nine retailers on the list.

This score ranked favorably with such civilian 
retailers as Macy’s (77) and Sears (76). The retailers’ 
portion of the survey was led by Nordstrom, which 
posted an 84. Walmart rounded out the top-10  scoring 
stores with a  70 (see chart).

The ACSI provides information on consumers’ 
satisfaction with the quality of products and services 
available to them.

CSI
The Exchange also relies on a Customer Service 

Index (CSI) to provide localized, real-time snapshots 
of the job Exchange facilities do to improve the value 
of support provided to Soldiers, Airmen and their 
families. The CSI score for 2011 was a 77, another 
all-time high score for AAFES.

The CSI survey, which addresses customer service, 
pricing, sales associate availability, merchandise as-
sortment and other  key issues, is administered at 130 
Exchange main stores around the world.

LEVEL OF SATISFACTION
“We’re excited about the satisfaction level shown 

by Exchange shoppers,” said Chief Master Sgt. Jeffry 
Helm, the Exchange’s senior enlisted advisor. “We con-

• FORT LEE

For the 10th straight year, the Defense Commis-
sary Agency’s (DeCA) financial balance sheet 

received the highest possible ruling, earning a clean 
audit or an “unqualified” opinion.

The agency joins the Defense Contract Audit 
Agency (DCAA), the Defense Finance and Account-
ing Service (DFAS) and the Military Retirement 
Fund as the four Department of Defense (DoD) 
organizations turning in top-notch statements of 
assurance for the past decade.

HOW IT WORKS
DeCA’s financials were audited in the January through November time frame. During quarterly 

reporting periods, agency accountants prepared for the annual audit by collecting financial data. 
Auditors from KPMG, an international auditing firm, reviewed the agency’s financial statements 

along with internal controls over financial processes. They checked DeCA’s reports for efficiency and 
accuracy in areas such as time and attendance; annual inventories of resale stocks; equipment inventories; 
property accountability and information technology controls over financial systems. 

The audit also examined DeCA’s financial connection to organizations such as DFAS, Columbus, Ohio.
“The entire DeCA team should be extremely proud of this accomplishment because it demonstrates 

accountability in our financial responsibility to the taxpayer,” said Lauren “Larry” Bands, DeCA’s 
comptroller and chief financial executive. “Proper accountability is another indicator as to the strength 
of the commissary benefit.”

NEW AUDITOR
DeCA is already planning for its next audit, which will be examined by a new independent auditor 

— CliftonLarsonAllen (CLA), one of the largest certified public accountant (CPA) firms in the country. 
The federal government sector is one of CLA’s largest industry specialties.

“We fully expect changes as we transition to CLA as our financial auditor; however, we remain com-
mitted to excellence in financial reporting,” said Cynthia Morgan, the agency’s director of accounting. 
“Commissary customers can enjoy the shopping experience, knowing that every dollar is accounted 
for and properly used to provide more cost savings and convenience for our patrons.”

Results of recent ACSI and CSI surveys demonstrate that AAFES is beating its previous benchmarks in numerous store areas, 
including customer service and pricing. Freedom Crossing at Fort Bliss, Texas.

Bands Morgan

DeCA’s Financial Accountability Rated 
Excellent by Independent Auditor

Selection of ACSI Fourth Quarter 
2011 Scores by Retailer

 
Retailers  Score Change 10/11
Nordstrom  84  +2
JCPenney  82 +2 
Kohl’s  81 unchanged 
Target  80  +2
Dillard’s  80 +2
Dollar General  78 -2
Macy’s  77 +1
Exchange (AAFES)  76 +3
Sears  76 +1
Walmart 70 -3
Notes: Not every existing retailer is part of the survey. Some 
smaller retailers are part of “All Others” category, which regis-
tered a 77 on the latest survey. The overall industry average is 76.

Source: ACSI

tinue to maintain an intense focus on customer service 
in an effort to meet, or beat, shoppers’ expectations.”

Helm added that feedback from military shoppers 
is “an invaluable tool” in AAFES’s ongoing effort to 

provide the best service possible. “Both the ACSI 
and CSI enable us to ensure that when Soldiers or 
Airmen shop, the Exchange is top of mind and their 
first choice.”
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AAFES Scores 
All-Time Highs on 

ACSI and CSI




