
sophisticated — on one of the fields on the base. 
Casualties would come in from the front for 

same time palpable. 
Many stories quickly come to mind 

that demonstrate the characteristics 
and qualities that make NEXCOM an 
incredibly valuable asset to the Navy. 
Two stories in particular, both borne 
from tragic circumstances, easily dem-
onstrate how NEXCOM’s reach and 
support goes beyond our foundational 
retail business, and they illustrate what 
we internally describe as “inherent ca-
pabilities” that are generally not readily 
visible to the average individual. 

In early 2003, I was stationed in NS Rota, Spain, 
as the NEX general manager (GM). Operation Iraqi 
Freedom (OIF) was ongoing and NS Rota was a 
receiver site for casualties from the war. Besides the 
Naval hospital on the base, the Navy deployed a 
temporary 250-bed tent hospital — think in terms 
of the well-known “4077 MASH,” but clearly more 

The NEX Enterprise:
From keeping the Navy Exchange Service Command’s (NEXCOM) finances shipshape and liaising with the Navy, 

Government and Congress, to directing disaster relief efforts in the mid-South, Gerald Outar, NEXCOM’s chief 
of staff and senior vice president (SVP), Corporate Operations, has seen every frontline and behind-the-scenes 

aspect of the Navy Exchange benefit at work during his extensive career. He also understands intimately the many 
ingredients that make NEXCOM’s close relationship with Navy servicemembers and Navy commands around the 
world an enduring success story.

In this exclusive interview, Outar brings the core of these experiences to bear on what makes the NEX — including 
its various types of stores, uniform programs, services, telecom and food operations — such a strong and supportive 
connection with and for sailors and their families and the Navy at large.

Gerald Outar, Chief 
Of Staff, Senior Vice 

President (SVP), 
Corporate Operations

Trusted, Agile, Caring, Relevant

‘On individual bases, 
our stores have great 
working relationships 
and work very closely 
with other resale enti-
ties and organizations 

towards a shared com-
mon purpose: to take 

care of servicemembers 
and their families.’

— Gerald Outar, NEXCOM Chief 
of Staff, Senior Vice President, 

Corporate Operations
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Children participate in the Kids Fun Run during the NEX Customer 
Appreciation Weekend in NSA Naples, Italy. NEXCOM offers patron 
families a more vibrant benefit through the events and programs it 
conducts through close working relationships with other organiza-

tions on base.

The NEX team at NS Rota, Spain, supported by vendor partners, NEXCOM Headquarters 
and the American Red Cross, prepared and distributed support packages to wounded 
U.S. military personnel transported to Fleet Hospital Eight, there during Operation Iraqi 
Freedom (OIF), and set up improvised facilities for servicemembers to relax or stay in 

touch with loved ones back home.

E and C News: From directing flood relief on the 
spot at NSA Mid-South, Tenn., to coordinating hot 
priorities with the Pentagon and Navy leadership, 
the Naval Supply Systems Command (NAVSUP), 
exchanges and morale, welfare and recreation 
(MWR), you’ve seen almost all aspects of the 
NEXCOM enterprise worldwide in your career. 
What stories could you share that demonstrate the 
characteristics and qualities that make NEXCOM 
such a valuable asset to the Navy?

Gerald Outar: Thank you for the opportunity 
to speak about the NEXCOM Enterprise and to 
share my perspectives on our mission. 

Let me begin by saying how proud I am to 
be part of the NEXCOM Enterprise, where a day 
never goes by without some validation of our 
relevance to the Navy and our Sailors and their 
families. I see it in the actions of our stores, in 
patron letters describing how some team member 
helped them during a personal difficulty, to Navy 
flag officers reaching directly into the command 
to seek our support and leverage our capabilities. 
There is direct alignment and a connection that 
is both professional and personal while at the 
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dress whites and we had not yet transitioned to 
service dress blues. 

The collective efforts of many — vendor part-
ners, our headquarters buying and uniform sup-
port teams, distribution center (DC), tailor shop 
associates, including a NEXCOM associate hand-
carrying the few remaining items on a flight from 
the U.S. to Japan to ensure they arrived in time 
— enabled the USS Fitzgerald’s crew to stand in 
solemn dignity, complete in full military regalia, 
as shipmates paid respects and honored fallen 
shipmates on that day of the memorial service. 

And today, as this interview progresses, our 
NEXCOM teams at FA Yokosuka in Singapore and 
here at headquarters are talking to and working 
with USS John S. McCain (DDG-56) and Navy 
teams to provide health and comfort items, phone 
cards and other amenities to the ship’s crew as she 
sits pierside in the port of Singapore many miles 
away from our small store at NRCS Singapore. 

While these stories seemingly have a common 
thread of tragedy, they are not the only ways 
by which NEXCOM’s capabilities are brought to 
bear in support of our Navy. They do, however, 
illustrate the operational control that the Navy 
has over NEXCOM, the enterprising nature of 
the NEXCOM team, how together we can bring 
the capability to bear on a problem, how this 
direct linkage enables agile response and support 
of mission requirements and the resiliency of our 
Sailors and their families.

E and C News: You’ve led NEXCOM programs 
in CONUS, Spain, the U.K. and the Pacific. How 
would you characterize NEXCOM’s working re-
lationships with industry around the world and 
with NEXCOM’s fellow resale entities on base?

Outar: We believe we have strong working 
partnerships with industry and are fully cognizant 
of the fact that our success is enabled by good 
and mutually beneficial relationships. 

Part of that effort is our CEO’s commitment 
to meeting with industry representatives, such 
as the American Logistics Association (ALA) and 
the Armed Forces Marketing Council (AFMC), to 
openly share our business strategies and find the 
intersection point between our business needs and 
industry interests and capabilities. And, just as 
important, developing our partners’ trust in our 
efforts to enhance and evolve the benefits that we 
deliver, so that we remain relevant to all of our 
stakeholders today and into the future.  

I think the examples above are illustrative of 
the good things that great vendor partnerships 
can bring in support of our servicemembers. We 
see the trust in our business strategies and those 
great working relationships in many other more 
direct ways — from vendor-provided financial 
support of our “We Believe” holiday campaign 
in fiscal 2016, to enabling us to be first to market 
on key products, or simply partnering with us on 
marketing efforts to drive traffic to our stores and 
spur top-line sales.

On individual bases, our stores have great work-
ing relationships and work very closely with other 
resale entities and organizations towards a shared 

treatment with nothing but the uniform on their 
backs. It was sobering and sad to watch these 
servicemembers in their pajamas and slippers as 
they recuperated, having very little in the way 
of basic comfort items. 

The Rota community was galvanized in their 
support for these warriors, and the NEX was right 
there along with the many others who were do-
ing good things. Our NEX team, supported by 
generous contributions from our vendor partners, 
NEXCOM Headquarters and the American Red 
Cross, prepared and distributed individually sized 
and gender-specific care packages to include un-
derwear, T-shirts, shoes, toiletries, phone cards 
and various other sundries. These went a long 
way in providing some basic comfort to many, 
beyond the pajamas and slippers you saw them 
walking around in on the base. 

Moreover, our team would take individual 
measurements and order uniforms/uniform items 
to ensure the servicemembers were outfitted for 
their departure from Rota — whether back to the 
front or to the U.S.

Because the field hospital 
required supporting staff, an-
other campsite was built near 
the field hospital. To support 
those folks, our NEX team, 
working with the base Public 
Works team and others, ran util-
ity lines and deployed a couple 
of 40-ft. containers adjacent to 
the fields to provide close sup-
port. Retrofitted with payphone 
stations (mobile phones were 
not as ubiquitous in those days), 
vending machines, microwaves, 
books, magazines and seating 
areas, these improvised contain-
ers provided a place for service-
members to stay in touch with 
loved ones while providing a 
modicum of respite.

This narrative is not unique 
to Rota. The integration we have 
with Navy, and the resolve to 
bring the capability of the or-
ganization to support the Navy 
and our servicemembers, contin-

ues to resonate across the Enterprise. This was most 
recently seen in our support of the USS Fitzgerald 
(DDG-62) following her collision in June. Within 
hours of the incident, the senior flag officer in 
the Area of Responsibility (AOR) reached out to 
NEXCOM and to our chief executive officer (CEO), 
Robert Bianchi, and basically said, “I don’t know 
as yet how I will need you, but I know I will, so 
I am asking you to stand by to render support.”

That need and support would later manifest 
itself in a number of ways — cell phone support 
to the crew, blocking off Navy Lodge rooms for 
family members of the crew, coordinating with 
the Navy to re-issue working uniforms, floral ar-
rangements for the memorial service and turning 
over the Navy Lodge conference room to the USS 
Fitzgerald for meetings, etc. 

But most poignant was a need to have the USS 
Fitzgerald crew outfitted in service dress blues 
with all medals and accouterments for memorial 
services to be held within days of the incident 
— this, during the summer months when our FA 
Yokosuka, Japan, store was stocked with service 

From the Board of Directors down to our internal senior leadership, we take 
a holistic view, with support of operational forces key in the final analysis. 

This is critically important, as Navy shore installations, except for a few large 
bases, tend to be smaller footprints … .’

 — Gerald Outar, Chief of Staff, Senior Vice President , Corporate Operations

The NEX actively engages with service-
members and families partnering with the 
base community to sponsor events such as 
homecoming celebrations and NEXCares 
events, taking every opportunity to remind 
the Navy family that their NEX is always 
there for them. Families of the USS George 
H.W. Bush (CVN-77) make welcome home 
signs for their loved ones at NS Norfolk, Va.
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all the competing needs, particularly given the 
evolving retail landscape around us and the many 
business initiatives we are working on internally 
to enhance program delivery and the benefit.

So, part of my activities are to alleviate some of 
his administrative effort, work with our internal 
teams on the CEO’s priorities, and distill some 
of the incoming communications from Navy and 
Department of Defense (DoD) leadership so that 
he can stay focused on the strategic issues of the 
NEXCOM Enterprise. I see it as akin to a scrub 
nurse assisting a surgeon during surgery.

Among my efforts, I also try to shield the busi-
ness operators from the more mundane policy 
and data call requirements that are a part of being 
a Navy organization, so that they remain fully 
engaged in what they do best, which is running 
our business and maintaining a strong focus on 
our customers.

We believe very strongly in the importance 
of the quality-of-life support we provide, and are 
continually doing all we can to deliver the very 
best benefit we can each and every day.

E and C News: As a former MWR program busi-
ness manager, how important would you say the 
exchange dividend is to MWR?

Outar: I would say very much, and increas-
ingly so, if there continues to be pressure on MWR 
appropriated fund support.

As you know, 100 percent of our earnings are 
given back to our customers; 70 percent to MWR 
to support Navy quality-of-life programs and the 
remaining 30 percent re-invested in NEX infra-
structure. In fiscal 2016, we provided $32.6 million 
to MWR, which was used to upgrade facilities and 
equipment as well as support the diverse needs 
of the military community that MWR serves. It’s 
just another way we support the quality of life of 
our servicemembers, retirees and their families.

But our relevance and MWR partnership doesn’t 
just stop with dividends. We partner in many 
other ways, leveraging each other to bring down 
Navy costs, elevating the customer experience or 
generally supporting Navy policies and messages.

For example, today, we support MWR with 
loss prevention services on a reimbursable basis 
at a significantly lower cost than if they had to 
build an organic infrastructure. I spoke earlier of 
ongoing joint NEX/MWR Customer Appreciation 
Weekends, which were held at Guantanamo Bay 
and Naples this year. Broken into individual com-
ponents, i.e., the NEX- and MWR-only events, the 
excitement, impact and community engagement 
would likely be a far cry from what the joint 
events command.

Also, many of our individual programs are 
marketed within each other’s programs — fitness 
messages in NEXCOM flyers and NEX messaging 
in movie theaters are a few examples.

I would characterize the relationship as adult 
siblings under a Navy parent with individual 
contributions, but who, because of the lineage, 
are able to work closely together to elevate the 
common good of Sailors and their families.

—E and C NEWS

common purpose: to take care of servicemembers 
and their families.

Speaking from experience, at this level, there 
is a tremendous sense of satisfaction when you 
feel and see, in a tangible way, that your efforts 
further this purpose. So, our team members at 
installation levels are constantly looking to col-
laborate with base partners to host special events 
and promotions, and in any way, engage with the 
customer beyond the normal.

For example, this summer, many of our Navy 
Exchanges across the enterprise coordinated with 
commissary stores in support of healthy lifestyle 
events, while our NEXs in NSA Naples, Italy, and 
NS Guantanamo Bay, Cuba, collaborated with 
MWR to deliver Customer Appreciation Weekend 
events that included celebrity appearances, special 
promotions, concerts, etc. Our stores continue to 
collaborate with base personnel to support pierside 
“Welcome Home!” events for those coming home 
from deployment.  

Our support and engagement of our customers 
on installations just begins with the great prod-
ucts and services in our stores. We offer them so 
much more through the events and programs 
we do through close working relationships with 
other organizations on base.

 
E and C News: How does NEXCOM make sure 
even small, less profitable stores at important 
and remote sites are supported, refurbished and 
constructed wherever Navy personnel serve and 
the Navy mission goes?

Outar: The short answer is that it starts with 
a commitment to deliver the benefit all the way 
from the top. So what do I mean by that? We have 
an integrated NEX/MWR flag-level Board of Direc-
tors that balances fiscal needs with quality-of-life 
support. This construct ensures that the profit 
objective is considered and evaluated, but is not 
the ultimate criteria for support of operational 

forces. This allows us to commit to and deliver 
NEX programs in small and isolated locations, in 
support of mission and Sailors’ resiliency, rather 
than reject a location based on its individual po-
tential for profit and loss. 

This is not to suggest that we don’t have to be 
prudent and fiscally responsible in these smaller 
footprints, but rather that from the Board of Di-
rectors down to our internal senior leadership, we 
take a holistic view, with support of operational 
forces key in the final analysis. This is critically 
important, as Navy shore installations, except for 
a few large bases, tend to be smaller footprints 
when compared to garrison installations of the 
Army and Air Force.

So, because of this commitment, you see us 
delivering the benefit to Sailors in locations such 
as Devesulu, Romania; Jebel Ali, Dubai; Wallops 
Island, Va.; and soon-to-be Poland in early 2018.

We support these stores in much the same way 
as our larger, more profitable locations, includ-
ing a commitment to capital reinvestments (like 
the recent renovation and expansion of our NEX 
Djibouti location) to deliver a consistent standard 
of customer experience. We remain committed 
to serving where our Sailors are stationed around 
the world.

E and C News: What are your main concerns and 
activities as chief of staff and SVP of Corporate 
Operations?

Outar: Fundamentally, I support the CEO and 
his strategic and business objectives. This is both 
a privilege and challenge, as the CEO today is 
being pulled in so many different ways: from the 
normal challenges of running a complex multi-
business enterprise, to many engagements in the 
Pentagon as leadership contemplates the optimum 
way of delivering the quality-of-life benefits we 
offer today.

He does an extraordinary job of balancing 
these requirements. But, since you asked about 
concerns, I can’t help think that we are spread-
ing our intellectual capital thinly around to meet 

The Sideswipe martial arts performance team entertains the crowd 
at the NEX Customer Appreciation Weekend in NSA Naples, Italy.
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