
The Navy Lodge Program will 
be “driving Navy value” for the 

guests it serves during the 2011 Navy 
Lodge Conference, which takes place at 
Shula’s Hotel and Golf Club in Miami 
Lakes, Fla., from April 11-14. 

Michael Bockelman, Navy Exchange 
Service Command (NEXCOM) vice 
president and Navy Lodge Program di-
rector, told Military Club & Hospitality
that approximately 60 Navy Lodge man-
agers, assistant managers, headquarters 
personnel and interns are scheduled to 
attend the conference for four days of 
training and networking. 

The theme for this year’s conference 
is “Driving Navy Value,” a practice that 
all Navy Lodges follow daily to provide 
excellent service to their guests. 

“It’s what we do,” he explained. “With 

the current state of the economy, every-
body is looking for the best value they 
can get. We bring an enormous amount 
of value; we have to make sure we’re 
driving it correctly.”

Bockelman noted that there is a differ-
ence between cost and value. “We have 
a very high value proposition right now. 
You can cut cost, but if it deletes from 
customer satisfaction, you did not drive 
any value. You just cut cost.” 

SESSIONS 
The conference kicks off on Monday, 

April 11, with arrival and registration. 
Managers will have the opportunity 

to take the American Hotel & Lodging 
Educational Institute’s Certifi ed Hotel 
Administrator (CHA) and Certifi ed Lodg-
ing Manager (CLM) examinations at 1 

p.m., coordinated by the Navy Lodge 
Program’s Francine Faison. 

A tour of a local hotel, organized by 
Navy Lodge Operations Manager John 
Giattino, is tentatively scheduled at 2:45 
p.m. on Monday afternoon. 

The Cocktail Connections Welcome 
Reception takes place at 6:30 p.m., dur-
ing which Bockelman will address the 
attendees, and fi nalists for the NEXCOM 
Edward E. Carlson Awards will be an-
nounced. 

Committee meetings are scheduled 
during breakfast on Tuesday, April 12, 
at 7 a.m. followed by a welcome and 
introduction from Bockelman at 8 a.m. 

David Healy, general manager of 
Shula’s Hotel and Golf Club, will fol-
low at 8:10 a.m. with a welcome to the 
Navy Lodge staff. Healy will give a brief 

overview of his hotel and discuss 
how he does business. 

Following a video that fo-
cuses on “Any Day in the Navy 
and Navy Lodge” at 8:20 a.m., 
training sessions will commence, 
covering a variety of topics. 

Connie Hill, manager, Navy 
Lodge FA Sasebo, Japan, will 
conduct a session on “Dealing 
with OCONUS [outside the con-
tinental United States] Guests 
and Families” from 8:30-9 a.m. 

“Sometimes, OCONUS is 
different than CONUS [conti-
nental United States] in terms 
of psyche and how people act,” 
Bockelman explained. “Some 
people want to be there; some 
people don’t want to be there. 
How they treat the facility, how 
many families are there and how 
they live is different. Not every-
body has a chance to go OCO-
NUS, so this is a good thing to 
understand.” 

Navy Lodge Conference — 
Driving Navy Value 
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Shula’s Hotel and Golf Club will host the Navy Lodge 
Conference in Miami Lakes, Fla., from April 11-14. 
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Update – Preparing for a Renovation” 
from 2:30-3 p.m. and Al Hodge, senior 
director, American Hotel & Lodging As-
sociation/Educational Institute (AH&LA 
EI), will talk about “Improving Guest 
Service” from 3:20-4:15 p.m. LaVoie 
and Navy Lodge Facilities staff member 
Daniel Colon will provide “Maintenance 
Tips” from 4:15-5 p.m. 

The conference concludes with the 
Carlson Awards dinner, which takes place 
Thursday evening at 7 p.m. at the hotel. 
The Carlson Awards are presented to 
Navy lodges for their excellent perfor-
mance in operations and customer ser-
vice, and are divided into the following 
categories: small, medium and large. 
Awards will also include Associate of 
the Year, Manager of the Year, Hospitality 
Awards, Oscars (Outstanding Service, 
Courtesy Award Recipient), as well as 
service recognition awards for years 
of service. The featured speaker for 
the awards dinner will be NEXCOM 
Commander Rear Adm. (Sel.) Glenn C. 
Robillard, SC, USN. 

Bockelman noted that he would like 
all attendees to incorporate the concepts 
of infl uencing value — educating, dem-
onstrating and communicating — when 
they go back to their facilities. “I want 
them to understand and communicate 
the value they bring to the Navy,” he 
said.  —MCH

After lunch, the afternoon sessions 
will concentrate on infl uencing value 
using three concepts — educate, dem-
onstrate and communicate. Three ses-
sions led by NEXCOM personnel, not 
fi nalized as of press time, take place 
from 1-1:30 p.m., 1:30-3:15 p.m. and 
3:30-5:30 p.m. 

“If you’re a Navy Lodge manager, 
how do you infl uence value?” Bockel-
man said. “How do you teach people 
about the value you have? How do you 
demonstrate your value in the work that 
you do? How do you communicate? How 
do you talk to your staff? Does your staff 
talk about value? Are we thinking value, 
or are we just thinking function? It’s all 
those things.” 

Committee meetings will continue 
on the morning of Thursday, April 14, 
followed by a fourth “Infl uencing Value” 
session from 8-10 a.m. Navy Lodge Re-
gional Manager Susan Jicha will talk 
about “Maximizing Public Works Depart-
ment Support” from 10:15-10:45 a.m., 
followed by a “Navy Lodge Standards 
Update” from 10:45-11 a.m. 

As a follow-up to Tuesday’s session 
on the top fi ve issues facing the Navy 
Lodge Program, team presentations ad-
dressing these issues are scheduled from 
11 a.m.-noon. 

Navy Lodge Facilities Manager Mark 
LaVoie will provide a “Construction 

A networking session for Navy Lodge 
managers runs from 9-9:45 a.m., facili-
tated by Navy Lodge Regional Manager 
Karla Hardy. Bockelman noted that this 
is a follow-up on networking assignments 
given to managers at last year’s confer-
ence. 

At 10 a.m., Daveed Snoll, vice presi-
dent of instruction and master trainer at 
Dale Carnegie Training, discusses “Net-
working to Promote the Navy Lodge.”

After lunch, Capt. Yancy Lindsey, 
USN, commanding offi cer, NAS North 
Island, Calif., leads a session on “Navy 
Lodge Value — A Commanding Offi cer’s 
Perspective” from 1-2 p.m. 

Dave Shula, president, Shula’s Steak 
House, and son of legendary football 
coach Don Shula, will talk about “Sports 
as Business — Business as Sports” from 
2-2:30 p.m. 

Capt. Emil Spillman, SC, USN, 
NEXCOM deputy commander of mili-
tary services, talks about “Setting the 
Stage” from 2:30-3 p.m. 

Following a networking break, Bock-
elman will lead a cross-functional team 
update between NEXCOM, Naval Supply 
Systems Command (NAVSUP) and Com-
mander, Navy Installations Command 
(CNIC) from 3:15-3:45 p.m. 

Wrapping up Tuesday will be a session 
focusing on the “Top Five Issues Facing 
the Navy Lodge Program in 2011” from 
3:45-5:30 p.m. Navy Lodge managers 
will split up into six groups discussing 
any issues they might have, and how they 
might be resolved. 

WEDNESDAY AND 
THURSDAY 

On Wednesday, April 13, group 
meetings will take place from 7-8 a.m., 
with Snoll returning to lead a session 
on “Presenting in a Positive Light” from 
8-10:15 a.m. 

Steve Hatfield, a Lean Six Sigma 
Black Belt, will focus on “Housekeeping 
— Continual Process Improvement” from 
10:30 a.m.-noon. This session ties into 
the conference theme of driving value. “Is 
what we’re doing the best?” Bockelman 
said. “Is there a more effi cient way of 
doing it without lowering the quality?” 

The Edward E. Carlson 
Awards will be presented 
to Navy Lodges that are 
rated highest in guest 
satisfaction, associate 

satisfaction, operations, 
quality assessment and 
fi nancial performance. 
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