
for customers, with 45 percent of general consum-
ers stating they are likely to buy a fitness band and 
35 percent likely to buy a smart watch, according 
to PwC analysis.

ADAPTING TO CUSTOMER NEEDS
Reynolds said that just as it has been able to do 

in the past through numerous consumer electronics 
trends, the PowerZone will continue to make sales 
gains as it “evolves with the market.” With 4K TVs 
and wearable devices the latest popular trends in the 
PowerZone, the need to adapt to customer needs is 
of paramount importance.

According to the DMM, “We are currently 
redesigning many of our PowerZones to allow 
customers to engage with the products and as-
sociates in a really meaningful way.  Customers 
are now better able to touch, feel and test drive 
products that will become a natural extension of 
their lives such as fitness bands, smart watches, 
tablets and computers.”

Although brick-and-mortar locations continue 
to be the major focus area for AAFES and its con-
sumer electronics assortment, the online option is 
another area of importance.

“The Exchange has, and will continue to invest 
in, its online site, www.shopmyexchange.com,” 
Reynolds said. “The online site allows us to offer 
an endless aisle of options for customers who may 
not live close to an Exchange or for those who are 
looking for additional sizes, colors or form factors 
that we currently do not offer in our stores.”

THE GOAL
 “We serve the most important customers in the 

world, and our focus should always be on them,” 
he explained. “Engaging our customers and finding 
out what they want to accomplish, and then guiding 
them through the decision-making and purchase 
process, will result in satisfied shoppers and the 
fulfillment of our mission.” —E and C NEWS

Consumer electronics has had somewhat of a 
rough ride in recent years, through the coin-
cidental storms of price erosion and device 

convergence that has let the air out of margins and 
caused entire categories to become almost completely 
irrelevant seemingly between shipments. The Army & 
Air Force Exchange Service’s (AAFES) PowerZone, 
however, must deliver goods and services in alignment 
with its mission and is adapting accordingly, while 
updating its sales and demonstration environments 
to anticipate patron needs.

Constantly-increasing television HD resolution 
standards are among the trends transforming Ex-
change electronics departments across the service. 
Ultra High Definition (UHD) “4K” is the dominating 
breakout TV standard that is generating a strong buzz 
in Exchange PowerZones, as are wearable devices 
that promise sales strength during the holidays and 
New Year’s resolutions shopping periods.

TELEVISION
Bill Reynolds, divisional merchandise manager 

(DMM) responsible for PowerZone I in the Exchange’s 
Merchandise Directorate (MD), told E and C News 
that the 4K television category has produced the 
greatest impact in his portion of the assortment.

Televisions labeled 4K provide four times the 
resolution of most recent generation of 1080p sets, 
and clearer or less pixel-visible images that are more 
adapted to larger screen sizes.

“In the last few months, 50 percent of sales have 
come from 4K TVs [in AAFES exchanges] while 
the industry is still in the 30-percent range,” Reyn-
olds said. “Not only have sales dollars risen because 
of 4K TV average sales prices, but we’ve also sold 
more TV units than last year which has led to ad-
ditional sales of accessories such as HDMI cables 
and streaming devices.”

Reynolds explained that as a category, “these 
4K TVs have been a huge growth area both in terms 
of sales and merchandising space at the Exchange. 

Based on the continual price compression of 4K 
TVs, we believe that regular LED TVs will be just 
a very small part of 50-inch-and-above size classes 
next year. We have not seen the same level of price 
compression on small screens to indicate that regular 
LED will decrease at the same rate for these size 
classes.”

The DMM expects to see a higher adoption rate 
of 4K TVs in fiscal 2016 due to several factors: 
• More 4K content is being added every day by 

streaming services like Netflix and Amazon Instant 
Video;

• Content service providers like DirecTV have stated 
they will deliver 4K content by 2016;  

• 4K Blu-ray players will hit the market in early 
2016; and,

• 4K picture quality will be greatly enhanced by 
manufacturers incorporating High Dynamic Range 
(HDR) technology in their 2016 line-ups. Reyn-
olds said that HDR “can provide a higher level of 
contrast between light and dark images to create 
a much more realistic image on the screen.”

WEARABLE DEVICES
Reynolds also believes that wearable devices will 

continue to trend strongly during the new fiscal year.
“We expect to see continual growth in wearable 

devices into 2016,” he said. “The adoption rate of 
wearables is paralleling what tablet adoption did in 
its first two years.”  

According to research Reynolds quoted from the 
PricewaterhouseCoopers report “The Wearable Future,” 
one in five Americans owns a wearable, and one in 10 
wears them daily. “In 2012,” he said, “20 percent of 
Americans owned a tablet; by the end of 2014, that 
number had grown to 40 percent. At the beginning 
of 2014, 21 percent of Americans owned a wearable 
device like a fitness tracker or smart watch, and we 
continue to see these categories grow at an enormous 
pace at the Exchange.”

Reynolds added that “purchase intent” is also high 

‘Evolving With the Market’

Brick-and-mortar locations continue to 
be a major focus area for AAFES, with 
many PowerZones — such as the Clear Creek 
Shopping Center, Fort Hood, Texas — being 
redesigned to allow customers to better engage 
“hands-on” with products found in this department 

and in person with associates. 

Reynolds
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