
to be brilliant at the basics of delivering this impor-
tant non-pay benefit to stay relevant to our patrons 
and the Navy. 

This year, I want to focus on some of the basic 
tenets of retailing and the Secretary of the Navy’s 
(SECNAV) 21st Century Sailor and Marine Initia-
tive. We want to be fully behind the readiness and 
physical fitness components of the initiative, so we 
are going to do whatever we can to support SECNAV 
in those areas (see E and C News 4/12). 

It’s important to remember that we are, and al-
ways will be, a military organization, and we con-
tribute to personal and family readiness through our 
six business lines —NEXs, Navy Lodges, Ships 
Stores, Telecommunications Program Office, Navy 
Uniforms, and the Navy Clothing and Textile Re-
search Facility — and through our close and endur-
ing partnership with Commander Naval Installation 
Command’s (CNIC) Morale, Welfare and Recreation 
(MWR) programs. 

A top priority of mine is to ensure that every-
thing we do is aligned with our mission so that our 
customer experience is consistent across all of our 
business lines. This whole concept of aligning our 
message and aligning our delivery of service across 
the NEXCOM Enterprise is extremely important. It 
is vital that our patrons and our Navy leadership have 
a very solid understanding of what we deliver, and 
what we can do not only to enhance their recruiting 
and retention efforts, but also to support Navy mili-
tary personal readiness and family readiness.

In addition, I have tasked my NEXCOM team 
with reviewing all of our existing programs and 
projects through a “wholeness” lens. Simply said, if 
we’re going to undertake an initiative, I want all the 
resources to be in place to properly implement and 

E and C News: You’ve only been back at the 
NEXCOM helm a short time. Have you had 

much chance to take stock of the current store 
network?

Rear Adm. Robert J. Bianchi, SC, USN (Ret.): 
I’ve been back about 90 days and I have had a chance 
to visit several of our facilities in the San Diego, Ca-
lif., area, the Washington, D.C., area, Bahrain, and 
Norfolk, Portsmouth and Virginia Beach, here in 
Virginia. The one thing I’ve noticed, which stands 
out everywhere, is that while the locations I visit 
may change, the level of dedication and profession-
alism of our associates does not. Our Navy families 
are in good hands at their local Navy Exchanges and 
Navy Lodges. Just as it was when I was here previ-
ously, our managers and associates are working hard 
every day to bring the best products and services to 
our Sailors and their families.

As I’ve traveled from one store to the next, I also 
couldn’t help but notice the same pride in service and 
the same strong connection with our servicemembers.

I am so proud to lead this tremendous group of 
dedicated professionals. We will continue to work 
hard to better understand and meet the needs of our 
customers. Our facilities play a key role in the base 
community and that is a vital part of our mission and 
a role we take very seriously.

E and C News: What are some of your 
near-term priorities?

Bianchi: As the first civilian CEO, I want to 
make sure that NEXCOM remains laser-focused on 
its mission of delivering quality goods and services 
at a savings to our Sailors and their families. We have 

The Navy Exchange Service Com-
mand (NEXCOM) bridge is back 
in the capable direction of Rear 

Adm. Robert J. Bianchi, SC, USN (Ret.), 
and the former commander, who returned 
in January as the Navy Exchange’s first 
civilian chief executive officer (CEO), has 
set sail toward NEXCOM’s 2015 Strategic 
Plan with a familiar crew of “dedicated 
professionals” aboard, and with the retail 
equivalent of a strong breeze — 5-percent 
sales growth as of February — at his back.

In this exclusive interview, Bianchi 
addresses numerous waypoints on his 
chart, from supporting the Secretary of 
the Navy’s 21st Century Sailor and Ma-
rine Initiative to goals and objectives at 
store level. Asked about the hot topics of 
the day, the NEXCOM CEO also opens 
a candid window on the sterling work of 
the re-designated Cooperative Efforts 
Board (CEB) and its new members; the 
lack of a solid business case scenario for 
exchange consolidation, and the multiple 
ways NEXCOM is intent on improving 
the customer experience system-wide and 
keeping NEXCOM “top of mind” among 
patrons and Navy Leadership alike.
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‘Laser-Focused
On the Mission’

‘We have to be brilliant at the basics of 
delivering this important non-pay benefit to 
stay relevant to our patrons and the Navy.’ 

— NEXCOM CEO Rear Adm. Robert J. Bianchi, SC, USN (Ret.)
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change to stretch my limited dollars and experienced 
first-hand the many benefits of on-base recreational ac-
tivities, supported financially by exchanges, which my 
family consistently used. As an active duty flag officer, 
I also saw first-hand the relevance Navy Exchanges and 
Navy Lodges have to the Navy’s military mission. 

Having said that, with regard to proposals to con-
solidate exchanges, I am not aware of any active or 
formal deliberations on this issue. In the past, when 
the subject has come up, it was studied by both inter-
nal and external agencies, and the studies identified 
significant risks with consolidation including sub-
stantial up-front implementation costs and significant 
business disruption in undertaking such an endeavor. 
More importantly, no study conclusively demonstrat-
ed an improvement in customer and stakeholder eq-
uity. By that, I mean the studies neither demonstrated 
where incremental service and savings will accrue to 
the servicemember, nor where there will be an appre-
ciable growth in MWR dividends. In short, we have 
not yet seen a strong business case for this scenario, 
which is why the Department has maintained the 
current system of independent exchanges. I think the 
risks and impacts of exchange consolidation are well 

ized my 2012 Guidance that strongly aligns to the 
2015 Strategic Plan and will allow us to maintain a 
steady course and speed. 

I’m kind of a “keep it simple” type of guy. I think 
with a global organization of 14,000 associates, we 
need everybody rowing in the same direction — so 
we are going to sail toward the 2015 Strategy be-
cause everything that we’ve talked about can be tied 
to the three major goals contained in that document. 

E and C News: In the last year, a few proposals 
were unsuccessfully floated to consolidate the 
exchange systems. What are your thoughts on 
how such a scenario might impact servicemem-

bers, their families, and operating costs and 
operations?

Bianchi: Let me start by pointing out that I strongly 
believe in the exchange benefit. I view it as a critically 
important non-pay compensation benefit, both in terms 
of the customer savings piece of the mission and in the 
dividends that support MWR programs. 

Equally important, our Navy Exchanges play 
a vital role in contributing to our nation’s military 
readiness. This is evident in the many things we do 
beyond just selling retail goods and services. For ex-
ample, we are integral to base community readiness 
and we play a key role during disaster relief. 

My belief in our NEXCOM Enterprise is ground-
ed in my Navy experiences. As a young officer with a 
growing family, I always looked first to my Navy Ex-

sustain it. This may result in a rationalization or re-
prioritization of some of our current “to do” lists, and 
that’s OK. Whatever we do, I want us to do it well ... 
our customers, our associates, and our Navy deserve 
nothing less.

Navy Exchange CEO’s 
2012 Watch List 

• improving the customer experience in 
our stores, 

• deploying Oracle Point of Service in our 
retail locations, 

• aligning branding and messaging across 
all our business lines, 

• executing the movement of our North-
east Distribution Center to its new loca-
tion in Suffolk, Va., 

• opening the new NEX at Walter Reed 
NMMC, Bethesda, Md.

• controlling markdowns and aged inven-
tory, and reducing shrink, 

• optimizing e-commerce business to pro-
vide access to the NEX benefit for those 
who don’t live near Navy Exchange 
stores, and, 

• supporting the Secretary of the Navy’s 
21st Century Sailor initiatives and his en-
ergy conservation goals.

E and C News: What is your strategic vision for 
the exchange service?

Bianchi: I want us to be always “top of mind” 
with our Navy leadership as far as what we provide, 
and what we do for our Sailors and their families. 
In that regard, my goal is to make sure we always 
remain relevant in all we do for our Navy. 

Our 2015 Strategy has three major goals: 
strengthen Navy community readiness; deliver the 
benefit to Sailors and their families; and grow the 
benefit through sustainability and continuous im-
provement. 

The 2015 Strategy is a solid plan, and it will con-
tinue to serve as our foundational document as we 
move toward the future. In addition, I have just final-
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According to Bianchi, 

NEXCOM’s 2015 Strategy 
has “three major goals: 

strengthen Navy community 
readiness, deliver the benefit 
to Sailors and their families, 

and grow the benefit 
through sustainability and 
continuous improvement.”

“It’s important to remember that we are, and always 
will be, a military organization,” says Bianchi, “and we 
contribute to personal and family readiness through 
our six business lines.” From left, Capt. Christopher 
Bower, SC, USN, NEXCOM deputy commander, Mili-
tary Services; NEXCOM CEO Rear Adm. Robert J. Bi-
anchi, SC, USN (Ret.); Regina Dyer, assistant manager, 
Navy Lodge North Island; Commanding Officer, NB 
Coronado, Calif., Capt. Yancy B. Lindsey, USN, and 
NEXCOM vice president and director, Navy Lodge 

Program, Michael Bockelman.



NEXCOM family. It’s a win-win for everybody. 
I also recently met with the Deputy Assistant Sec-

retary of Defense (DASD) for Military Community 
and Family Policy (MCFP), the Honorable Robert L. 
Gordon III, and discussed this same issue; it’s great 
to see these types of programs gaining momentum.

We’re also fully embracing our Wounded War-
riors — we’re very much dedicated to trying to hire 
as many as we can. With our store opening at Walter 
Reed NNMC in Bethesda, Md., we may have an op-
portunity to hire some additional associates. I know 
many Wounded Warriors are in that area since they 
have been receiving treatments in the medical facili-
ties there over extended periods of time. We certainly 
value what they did for our country. If we are able to 
provide them with an opportunity to continue to serve, 
or serve again, that’s also a win-win for all of us. 

E and C News: Sales and earnings were up more 
than 3 percent over 2010 and are up more 
than 5 percent as of February. To what does 

NEXCOM attribute this success?

Bianchi: We have been fortunate to demonstrate 
consecutive comparative same-store sales growth 
and earnings over the past few years, through our fo-
cus on maintaining relevance and responding to the 
changing needs of the Navy shopper. 

For the year ending 2011, based on unaudited 
financial reports, we anticipate our net profit to be 
more than $60 million this year, and our dividend 
contribution to MWR will be 70 percent of our net 
profit, so things are looking very positive! Our cus-
tomer satisfaction index (CSI) is still up at 83, and 
our associate satisfaction index (ASI) has increased 
as well, to 73. All the key indicators are moving in 
the right direction, and it’s certainly a wonderful way 
to come back into this organization.

This consistent growth has been accomplished 
through collaborative planning across the value 
stream, from our vendor partners; buying team; lo-
gistics team; a focused support team in IT and Con-
tracting; the creation and execution of our Premier 
Customer Service Training program by our Human 
Resource group, to improvements in our supply 
chain, phenomenal marketing tactics and stellar ex-
ecution at store level. All these elements have been 
factors in achieving these results, and will continue 
to play a role in the continued success of NEXCOM.

—E and C NEWS

commands.
We have also been coordinating on numerous in-

stallation-level joint events around the world with the 
commissary, MWR and other base support activities. 
Events such as the “Family Fun Fitness Festival” 
are exciting opportunities to promote commissary 
shopping, highlight healthy eating, educate mili-
tary members on fitness and wellness, and provide a 
family atmosphere. Our military members and their 
families benefit from these joint endeavors.

E and C News: Military spouse and dependent 
hiring has always been a great feather in re-
sale’s cap. That seems to be something, how-

ever, that cannot be stressed enough. 

Bianchi: Absolutely, NEXCOM has hired mili-
tary spouses since its origins and that is evident 
with our Spouse Continuity Employment Program 
(SCEP). I am very proud of the fact that 28-to-30 
percent of military spouses or family members are 
associates in our NEXCOM Enterprise. We’re also 
very much behind the Military Spouse Employment 
Program (MSEP). I think it’s a wonderful initiative, 
especially with some of the things they are doing to 
help employees transfer their credentials. 

I can tell you on a personal note that my wife 
would have been jumping up and down for joy some 
years ago with respect to the credentialing issue, be-
cause she’s a teacher, and every state we moved to, 
she had to get re-credentialed. In her case, that was 
a long and laborious process. It’s hard on families as 
they transition from one base to the next, so the fact 
that this is one of the things the White House and the 
Department of Defense (DoD) is rallying behind, is 
going to be very helpful to our families. It takes some 
of that stress and anxiety out of the moving process 
— and frankly, there’s the financial impact too, of not 
being able to go immediately into a job. With many 
families having and needing dual incomes, this is go-
ing to be a very positive development.

From a NEXCOM perspective, we work very 
closely with anyone who is a military spouse as they 
transition, and we try to help pave the way for them as 
they move to a new area, to look at job openings with-
in NEXCOM, and try to get them placed as quickly 
as possible. That way, they can continue to both help 
their own families, and also be a part of our larger 

documented and will be a criti-
cal defining factor in any such 
proposal. 

As our nation struggles with 
budget issues and as it puts its fi-
nancial house in order, I expect 
more will be asked of our ser-
vicemembers, and the exchange 
benefit will become a more inte-
gral part of compensation — we 
must ensure we do everything to 
preserve and not risk this impor-
tant non-pay benefit. Exchanges 
are a critical non-pay benefit for 
our Sailors and their families, 
and when economic times are 
tough, this benefit is more im-
portant than ever.

Our recent Market Basket 
survey reported that, on aver-
age, we save our customers 23 
percent; that equates to a more than $500 million 
non-pay compensation benefit to our Sailors, their 
families and our retirees. 

E and C News: Where do NEXCOM’s coopera-
tive efforts currently stand? 

Bianchi: The exchanges continue to have a ro-
bust partnership in identifying and executing coop-
erative efforts. Two key areas where we have been 
able to execute meaningful initiatives are in develop-
ing joint contracts and in logistics. 

This past year, we identified and combined our 
requirements in a number of contracting actions, 
and we estimate we saved $35 million over the life 
of these contracts. These contracts range from fuel 
for our gas stations, to inventory equipment, to credit 
card processing services. 

We have an active team with representatives from 
each exchange constantly looking for ways we can 
work together to find efficiencies and to lower our 
costs. In the area of logistics, where we operate in 
similar geographic areas, we found we can work to-
gether to lower costs and improve service. For exam-
ple, in the Pacific area, we share containers wherever 
possible to maximize the amount of merchandise 
shipped, resulting in quicker resupply and lower 
overall shipping costs. 

Another example is that both the Marine Corps Ex-
change (MCX) and the Coast Guard Exchange (CGX) 
systems utilize NEXCOM’s distribution centers in or-
der to draw merchandise for their retail needs. 

We recently met with the Cooperative Efforts 
Board (CEB), and once again, I was thrilled to be 
back in the mix with my fellow resale commanders. 
We voted on our revised charter, and the leadership 
of each military exchange expressed their personal 
commitment to seeking additional cooperative op-
portunities. In fact, this board is now known as the 
CEB versus the Exchange Cooperative Efforts Board 
(ECEB) because the Defense Commissary Agency 
(DeCA) is now going to be part of the standing 
board. DeCA Director Joseph H. Jeu has joined us as 
a permanent member, and CGX Commander Capt. 
Robert E. McKenna, USCG, has joined us as an ad 
hoc member. These additions to the board were unan-
imously approved by all of us in an effort to pursue 
true military resale cooperative efforts among all the 
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Prassad “Happy” Chodankar, NEX Bahrain electron-
ics specialty sales associate, receives a “Commander’s 
Coin” for outstanding service from Bianchi during a 

visit to the installation and its resale facilities.

From left, Bianchi discusses operations in Bahrain with Capt. 
Colin Walsh, USN, commanding officer, NSA Bahrain, and 
Capt. Gary Wilson, USN, officer in charge, Sheikh Isa AB.




