
next few days, we were able to relocate the DSE twice 
to support our members in Bayonne, N.J., and Sandy 
Hook, N.J. None of these success stories would be 
possible without the full support of the CSC team. 

To validate my contention that the CSC staff has 
been outstanding, we received the results of our first 
Customer Satisfaction Survey in 2012. That survey re-
ported a customer satisfaction index of 84!  Not surpris-
ingly, the survey rated our associates over 90 points.  

We have been able to deliver world-class fam-
ily support to Coast Guard dependents through our 
affiliation with the Boys & Girls Clubs of America 
(BGCA) on four of our larger installations and also 
in the local community through Boys & Girls Clubs 
outside-the-gate Mission Youth Outreach program. 
Through this program, Coast Guard active duty 
members can enroll their dependents in a traditional 
BGCA in the local community (where most of them 
reside) with the CSC paying the enrollment fee. Ad-
ditionally, we developed a very robust MWR intern-
ship program that has helped us expand our diversity 
efforts in colleges and universities, especially with 
historically black colleges and universities. This pro-
gram has had so many positive benefits to the stu-
dent, the university, the local command hosting the 
intern, and the Coast Guard as a whole, that it over-
whelms me at times.

And there are a lot of good things happening 
in the “back room” support areas as well. In addi-
tion to deploying a new merchandising system, my 
chief financial officer (CFO), Director of Finance 
Jim Sether, and his financial team have deployed a 
new accounting system, while at the same time as-
suming nonappropriated (NAF) fund accounting re-
sponsibilities for all Coast Guard Child Development 
Centers.  My Human Resources team recently was 
instrumental in getting approved a complete revision 

to the Coast Guard’s NAF person-
nel policies.  By the way, did I tell 
you that the CSC is also the Coast 
Guard’s CGX, MWR, and Nonap-
propriated Fund Instrumentalities 
program manager?

On mOments that have inspired 
him in his rOle as cOmmander …

As the commanding officer of the Coast Guard 
Community Services Command (CGCSC), I am 
lucky AND proud to have CGX and Morale, Well-
Being and Recreation (MWR) functions as part of my 
day-to-day job. While the CGX responsibilities are 
more direct since I have direct control of store opera-
tions throughout the Coast Guard, I am also proud of 
many of the initiatives that we have delivered to sup-
port Coast Guard families with the MWR program.

There are so many reasons I’m proud to be the 
commanding officer at CSC!  First and foremost, the 
opportunity to work with an outstanding team of pro-
fessionals who are committed to excellence each and 
every day has been a fantastic opportunity for me. 
Together, we have accomplished so much to support 

the men and women of the Coast Guard. The Mar-
ketPlace concept, partnering with the Defense Com-
missary Agency (DeCA) at USCG TRACEN Cape 
May, N.J., and USCG AIRSTA Cape Cod, Mass., 
was a new concept for CGX. We are able to provide 
our customers with a complete assortment of gro-
cery products at a very competitive price. Further, 
the partnership we have with DeCA on this concept 
shows the great cooperative spirit and strength of the 
military retail system.

The opening of our new CGX at USCG TRACEN 
Petaluma, Calif., supporting the goal of the base in 
providing our members with a complete family expe-
rience, was a real highlight earlier this year. Our quick 
response supporting the Coast Guard’s first respond-
ers during Hurricane Sandy was also truly amazing. 

Within 24 hours of the storm passing through the 
New York City metropolitan area, the Deployable 
Support Exchange (DSE) was on site and fully opera-
tional at Fort Wadsworth, N.Y.!  Moreover, within the 

capt. robert mcKenna, UscG, commanding Officer, coast Guard community services command (cGcsc)

The old saying “Choose a job you love, and you will never have to work a day in your 
life” neatly describes Capt. Robert E. McKenna, USCG, the commanding officer of 

the Coast Guard Community Services Command (CGCSC). Since coming to this com-
mand in summer 2011, McKenna has seen a revitalized Coast Guard Exchange (CGX) 
form under his leadership, with a new direction exemplified in its new stores, and a new 
creativity in leveraging its services to Coast Guard customers.

In this interview with E and C News, McKenna shines a bright searchlight on a 
range of subjects from the valuable work of the Deployable Support Exchange team, to 
morale, well-being and recreation programs, and the rollout of CGX’s “Fit Forward” 
initiative. 

Contributing to the 
Coast guard Mission

McKenna

Capt. McKenna and Chesapeake store 
employee David Cuffee discuss the selec-
tion of Apple products, which McKenna 

said continues to drive the business.
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responding to Hurricane Sandy, and our MWR in-
ternship program, just to name a few of the successes!

On new initiatives abOUt tO 
be Unveiled Or that have been 

recently implemented … 

We continue to make improvements and foster an 
innovative environment, cornerstones to our strate-
gic planning process.  To that end, we have really fo-
cused our energies on seeking new initiatives to help 
drive efficiencies as well as keeping a “weather eye” 
to the industry to stay on top of trends.

We are currently in the process of implementing 
our new merchandising system, MI9, and will be im-
plementing our new planning system, Maple Lake, in 
spring 2014. These new systems will vastly improve 
our replenishment, planning and analytical capabilities 
and will achieve efficiencies in our current workflow. 

MI9 is very user friendly and we have received 
positive feedback from the merchants working on the 
implementation team. Since we currently create our 
plans on spreadsheets, Maple Lake will put us light 
years ahead of where we are now.  Maple Lake is a 
state-of-the-art planning and open-to-buy (OTB) sys-
tem that will allow us to plan by forecasting weeks of 
supply, making it a much more streamlined process 
for the buyers who, on average, have approximately 
400 plans to complete each season. Couple this with 
the implementation of a new accounting system, and 
our information management systems will position 
us well for the future.

As we all know, online shopping is an area of 
explosive growth, and we are finally operating in 
a multi-channel environment. We stood up our e-
Commerce website, www.shopcgx.com, in Novem-
ber 2012. We opened with Coast Guard Logo and 
“Made in the USA” merchandise. This year, we have 
expanded our assortment to include a broader selec-
tion of Coast Guard logo, electronics, computers, 
sunglasses, and fragrances.  We will be adding men’s 
and ladies’ activewear, shoes, small appliances and 
watches this fall.

We will be launching our healthy initiative, “Fit 
Forward,” this fall and are in the final stages of de-
signing the branding of this initiative. We are rolling 
out a test “Fresh Grab and Go” program with a new 
vendor with national distribution this August, that of-
fers salads, sandwiches, wraps and sushi. This will 
be a great addition to our current assortment and has 
been a consistent request from our customers and 
store managers. 

We will evaluate the success of the program after 
90 days and will roll out to several other locations if 
the product retails well in our stores. We completed 
a category scorecard of our healthy foods assortment 
this June and have made some major changes in the 
assortment based on the analysis. We anticipate our 
sales are going to show a significant increase with 
these changes in the planogram. Related to this, we 
have been honored to be included in the Office of 
the Secretary of Defense’s (OSD) Healthy Base Ini-
tiative (HBI) and are grateful for Principal Director 
for Military Community and Family Policy Chuck 
Milam and his HBI team in allowing a Coast Guard 
command, AIRSTA Cape Cod, to be one of the test 
sites for the HBI.

—E and C NEWS

staff. In future years, it will be home to the head-
quarters staffs for other Department of Homeland 
Security (DHS) elements as well. Additionally in 
fall 2013, we will open three smaller exchanges in 
Houston and Galena Park, Texas, and in Westhamp-
ton, N.Y. All three exchanges will replace existing 
facilities that are in dire need of a refresh. In quarter 
one of 2014, we will open our replacement facility in 
Galveston, Texas. Later in 2014, we will open a re-
placement facility in downtown Cleveland, Ohio. Fi-
nally, in late 2014, we will open a replacement CGX 
in Michoud (New Orleans), La. The new facility will 
be more than 50-percent larger than the existing fa-
cility, includes a gas station, and provides service for 
both the USCG and National Aeronautics and Space 
Administration (NASA) patrons. 

On fittinG in with the cOast 
GUard cOmmandant’s plans 
and expectatiOns amid fiscal 

cOnstraints … 

I think that CGX and MWR fit perfectly into the 
commandant’s commitment to support the Coast 
Guard family. The DSE has deployed when it was 
needed to support Coast Guard families, not only as 
first responders to events like Hurricane Sandy, but 
also to those families impacted by this horrific natural 
disaster. Additionally, our MWR programs support of 
youth programs exemplifies our commandant’s com-
mitment to shipmates and their families. I think that 
we are a natural fit. Senior Coast Guard leadership is 
well aware of the accomplishments of the CSC team. 
Earlier this year, I was honored to receive for the men 
and women of this command the Coast Guard Meri-
torious Unit Commendation Award for their efforts 
in opening and recapitalizing stores, opening our 
second MarketPlace at Training Center Cape May, 

On the valUe Of sUppOrtinG mwr 
prOGrams … 

We see MWR as a program that contributes to 
the mission readiness, retention, and resiliency of 
our military Coast Guard members and their fami-
lies. Well-being better defines what we do than 
welfare. Because of our small size compared to the 
other services, the CGX distribution to MWR is vi-
tal, especially to those smaller units that have little 
to no MWR infrastructure and no ability to gener-
ate revenues on their own. The CGX distribution to 
MWR funds many of the expenses associated with 
command events. 

This distribution also provides funding to sup-
port our active duty members participating in ath-
letic events based on their personal level of ability. It 
helps fund those who want to remain fit by compet-
ing in athletic events near their duty station and it 
helps fund active duty members who have reached 
a higher level of athletic ability, and who need as-
sistance to compete away from their unit. This year, 
CGX contributed $3 million to the MWR program.

On indUstry partners participatinG 
in prOmOtiOns, spOnsOrships and 

sUpplyinG cG stOres …

We appreciate all of the support we get from our 
vendor partners! Just as the Coast Guard is the small-
est branch of the services, we are also the smallest 
exchange organization. Resources are limited, and 
our Merchandising team is lean. We will be stretched 
to our limits throughout CSC as we stand up an e-
commerce solution, implement our new enterprise 
resource planning (ERP) system, and continue the 
aggressive rollout of our store renovation schedule. 
We rely on our vendor partners for their support to 
achieve our objectives and goals for growth. We can 
use their help to manage assortments, and reduce 
our inventory levels to increase turn and maximize 
vendor profitability. We will be opening our new St. 
Elizabeth’s store on Oct. 15, 2013, at the new Coast 
Guard headquarters location at Anacostia, Washing-
ton, D.C., and appreciate all the promotional and 
vendor support you can provide for this opening.

As we roll out our Healthy Initiative, we ask our 
vendor partners to offer healthy consumable choic-
es, on a regular delivery schedule, especially to our 
more remote locations. Regional suppliers with local 
flavor are especially important in meeting our cus-
tomers’ healthy choice requests. 

On stOre recapitalizatiOn, the 
stOre in chesapeaKe, va., and Other 

new stOres cOminG On line …

Continuous improvement and building a sus-
tainable business are critical to our future success. 
We need to position ourselves to meet not only the 
needs of today’s customer, but the needs of tomor-
row’s customer as well. Thus, we continue to execute 
a very aggressive store recapitalization plan. On Oct. 
15, we will open our new CGX at the St. Elizabeth’s 
campus, the new home of the USCG headquarters 

“We have really focused … on seeking new initia-
tives to help drive efficiencies as well as keeping a 
“weather eye” … to stay on top of trends,” Capt. 

McKenna said about CGX’s recent strategies.
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