
Assessing the work that lies ahead, Heck said, 
“We face difficult challenges in the year ahead on 
military personnel issues, but I look forward to work-
ing with all of my colleagues to ensure we continue 
to provide for our men and women in uniform and 
their families.”

Thornberry noted that as an active member of the 
Army Reserve “and someone whose military service 
has been devoted to military personnel, Congress-
man Heck has the background and experience to be 
an effective leader on the MILPERS subcommittee. 

“I look forward to working together with him 
to meet the challenge of providing for the common 
defense and ensuring we support our men and women 
in uniform and their families while meeting the high 
expectations of the U.S. taxpayer.”

MCRMC Review Process: 
Important Steps to Follow

• WASHINGTON

Although the Military Compensation and 
Retirement Modernization Commis-

sion (MCRMC) report on pay and non-pay 
compensation and benefits is due out and in 
the hands of the President and Congress by 
Feb. 1, the process of review and revisions to 
the report’s findings is expected to take several 
months longer, and is anticipated to include 
testimony before Congress, and explanations 
to service branch leadership.

“We transmit the f inal report, and the 
President has a period of time to evaluate it, 
probably 60 days,” noted Jamie Graybeal, the 
congressionally appointed commission’s as-
sociate director of Public Relations. “He then 

MCX Surveys Show 
Strong Satisfaction

• QUANTICO

In late December, scores from the 2014 
Marine Corps Exchange (MCX) Customer 

and Associate Satisfaction surveys were re-
leased, and each tally reflected strong cus-
tomer satisfaction with local Marine Corps 
exchange stores. 

The surveys, conducted in 17 base ex-
changes from Sept. 5-26, 2014, showed that 
the Marine Corps Customer Satisfaction In-
dex (CSI) increased one point to 80 since last 
year, and has enjoyed relatively steady growth 
over the last six years, climbing five points 
from 75 in 2008.  The Associate Satisfaction 
Index (ASI), meanwhile, remained steady at 
72, and has been consistently in the 70-73 

• WASHINGTON

Early this month Congressman Joseph 
“Joe” Heck (R-Nev.) took up the gavel 

as chairman of the House Armed Services 
Committee’s (HASC) Military Personnel 
Subcommittee. The selection was made 
Dec. 11, by Mac Thornberry (R-Texas), 
who himself was recently named HASC 
chairman by the Steering Committee of 
the House Republican Conference (see E 
and C News 12/14). 

Discussing his appointment, Heck said, “For more 
than 23 years, I have dedicated my career to protecting 
the morale and welfare of our troops … . Chairing the 
MILPERS subcommittee will allow me to continue 
that service, just in another capacity.

Ide Named MCX COO 
And Deputy Director

• QUANTICO

On Dec. 15, the Marine Corps’ NAF 
Business and Support Services Di-

vision (NAFBSSD) formally announced 
that Jennifer Ide was named its chief op-
erating officer (COO) and deputy director, 
Business Operations. As acting deputy 
director of Business Operations, Ide had 
been the acting COO of the body oversee-
ing the Marine Corps Exchange (MCX) 
since Sept. 19, when Cindy Whitman 
Lacy was named director. Ide’s new responsibilities became 
effective on Dec. 14.

Ide also retained her existing position as branch head, Lo-
gistics and Corporate Communications, during her period as 
acting COO. Her successor in this role has not yet been named.

In an announcement to staff, Whitman Lacy said, “After 
an extensive, multi-panel/person interview process, Jennifer’s 
experience, vision, passion for excellence, combined with her 
proven track record of significant organizational accomplish-
ments, made her the optimum choice for this critical senior 
leadership position.  

“I have great confidence in her ability to lead our extremely 
talented Business Operations team in collaboration as we con-
tinue to mature the business to best support our commanders 
and their Marines and families.”

IDE’S CAREER
Ide has more than 25 years’ experience in the retail indus-

try. She started her MCX experience as an associate at MCB 
Hawaii in 1996, and joined the MCX headquarters team in 
January 2002.  

During the past few years, Ide has made a steady rise to the 
COO position, with her experience crossing all areas of store 
operations and management, as well as corporate operations, 
policy and logistics at headquarters.

She was promoted from retail operations program analyst 
to the branch head position overseeing Logistics and Corpo-
rate Communications in December 2010. Prior to her latest 
appointment, she had retained those responsibilities through 
various leadership transitions and reorganizations, taking on 
additional duties when Whitman Lacy was promoted to director.

Heck succeeded a stalwart military 
quality-of-life advocate in Rep. Joe Wilson 
(R-S.C.), who was recently named chairman 
of the Intelligence, Emerging Threats and 
Capabilities Subcommittee.

The Military Personnel Subcommittee 
is responsible for military personnel policy, 
reserve component integration and employ-
ment issues, military health care, military 
education, and prisoners of war/missing in 
action (POW/MIA) issues. The subcom-

mittee’s mission statement calls on its members to 
ensure “that servicemembers and families receive 
the first-class benefits that they deserve, including 
the benefits that they receive from the military com-
missaries and exchanges.”

Exchanges’ Thanksgiving Weekend Sales 
Bring Patrons Flocking Back

The military exchanges — the Army & Air Force Exchange Service (AAFES); the 
Navy Exchange Service Command (NEXCOM); the Marine Corps Exchange (MCX); 

and the Coast Guard Exchange (CGX) — along with the Veterans Canteen Service (VCS), 
had a busy Thanksgiving holiday weekend in 2014, generally posting increased sales for 
the period.

While Black Friday civilian retail 
store sales results turned out poorly — 
down more than 11 percent on Black 
Friday and flat for the weekend — ex-
changes and PatriotStores generally 
thrived on this bellwether shopping 
weekend, posting up to double-digit 
gains. In brick-and-mortar stores, 
AAFES saw sales rise 4.5 percent; 
NEXCOM’s sales surged 15.7 per-
cent and MCX’s main exchange sales 
climbed 6.3 percent above last year.
CGX, meanwhile, was slightly down 
(0.82 percent), but VCS revenues for 
the period soared 21.2 percent.

Heck

Ide

Heck Takes Personnel Subcommittee Chair, Ready for Challenges

During Black Friday at the Pearl Harbor Exchange, JB Pearl 
Harbor-Hickam, Hawaii, customers busily checked out the 

bargains at their local Navy Exchange.
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—For Sales Details, see www.eandcnews.com

—Continued on page 40, Heck

—Continued on page 40, MCX Survey—Continued on page 40, MCRMC Review
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• WASHINGTON

The Omnibus Appropriations Act (H.R. 83) that 
rolled up funding for the government and De-

partment of Defense (DoD) for Fiscal 2015 — also 
known as the “Cromnibus” bill — restored funding 
cuts proposed by the Defense Department to the 
Defense Commissary Agency (DeCA). Explanatory 
notes associated with the legislation also commended 
the Marine Corps Exchange (MCX) on its efforts 
to support worker safety initiatives in Bangladesh.

The legislation, which was signed by President 
Obama on Dec. 16, restored $190 million in opera-
tional funding for commissaries, bringing DeCA 
working capital funding for 2015 to $1.3 billion from 
the $1.1 billion proposed by DoD.  Earlier in the 
year, the Senate Defense Appropriations Subcommit-
tee, and later the full Committee, had called for the 
rolling back of DoD’s cuts to commissary funding 
in 2015 “pending the commission on compensation 

DeCA Working to Resolve Product Shortages in Pacific and Europe Areas
• FORT LEE

The Defense Commissary Agency 
(DeCA) is working to overcome 

challenges that have impacted the 
timely delivery of products to stores 
in its Pacific and Europe areas, where, 
in some instances, commissary patrons 
experienced critical shortages in per-
ishable products such as chilled juices, 
produce and dairy products.

“Several factors have caused our 
overseas stores to fall short of 
what’s required to serve our pa-
trons there,” DeCA Director and 
Chief Executive Officer (CEO) 
Joseph H. Jeu said. “We are do-
ing everything possible —in-
creasing our product reorders, 
looking for additional approved 
local sources and examining alternative shipping methods — to find solutions 
to these problems and ensure that products are available for our customers 
wherever they shop.”

FROM SHIP TO STORE
U.S. products bound for commissaries in the Europe and Pacific areas are 

generally first transported from the U.S. by ocean vessels to overseas docks, 
and then trucked to central distribution centers (CDC). From the CDCs, the 
products are further transported by truck to individual stores. This process 
is also supplemented by local purchase contracts for certain items such as 
bread and dairy products. 

Through early January, in the Pacific, shipments destined for commissaries 
in Hawaii, Guam, Korea, mainland Japan and Okinawa were delayed up to 10 
days due to ongoing West Coast port delays related to negotiations between 
the Pacific Maritime Association (PMA), which represents employers at 29 
West Coast ports, and labor unions representing West Coast dock workers. 
Mediators from the Federal Mediation and Conciliation Service (FMCS) 
recently joined these negotiations. 

Issues involved in the delays involve wages, pensions, jurisdiction and vari-
ous work rules. According to FMCS Acting Director Allison Beck, mediators 
have been put in place “to help the parties bring these important negotiations 

to a mutually acceptable resolution.” 
The West Coast port delays have im-

pacted the ability of commissaries in the 
Pacific to keep shelves fully stocked with 
sensitive chill products, such as yogurt, 
luncheon meats, butter, fresh bone-in meat 
and fresh pork. 

Frozen and dry grocery products were 
not affected by the West Coast port delays 
because a 30-day supply of those products is 
maintained in DeCA’s CDCs. DeCA cannot 
maintain a warehouse supply of sensitive 
chill items because of their shorter shelf life.

   
FINDING SOLUTIONS

During this period, DeCA officials 
continued to focus on finding solutions 
to work around ongoing West Coast port 

delays that continued to affect the transportation of products 
to the Pacific. Commissary personnel there were ready to receive incoming 
shipments immediately upon arrival and stock them to the shelves. 

With shipments scheduled to arrive weekly, management is keeping cus-
tomers informed with signs in the stores. “However, if a customer doesn’t 
see the product they want to purchase on the shelf, he or she can check with 
their local store management to find out when it will be received,” said David 
Carey, DeCA’s Pacific Area director. “We apologize for the inconvenience 
this has caused our shoppers … .”

 
COMPUTER PROCESSES FAILURE

The problem in stocking Pacific Area stores is not the only logistical 
snag DeCA faced as 2014 ended and 2015 began. At European ports, sea 
containers were unable to clear customs when a computer process failed, 
which stalled deliveries of perishable items from Dec. 18-24. 

During that same period, system failures between DeCA’s Integrated 
Business System (DIBS) and its warehouse management system affected 
the delivery of about 40 percent of the frozen food items from DeCA’s Cold 
Storage plant in Kaiserslautern, Germany. According to DeCA, non-perishable 
and produce items were not affected by the business system issues. 

DeCA anticipated improved stock availability in Europe by Jan. 14, de-
pending on delivery location.

report,” which is due next month. The final Omnibus 
legislation also featured among its compromises a 
1-percent pay raise for military and civilian person-
nel requested by DoD and authorized by the Senate 
Armed Services Committee (SASC).

BANGLADESH SAFETY REPORTING 
  An explanatory statement on H.R. 83 published 

in the Congressional Record by House Appropriations 
committee Chair Hal Rogers (R-Ky.) also commended 
the Marine Corps “for adopting a requirement to 
abide by the Accord for Fire and Building Safety 
in Bangladesh, an agreement designed to improve 
worker safety in Bangladesh,” and it continued, 
“strongly encourages the other Services to adopt 
this standard.”

In language that superseded reporting require-
ments directed in the Consolidated Appropriations 
Act of 2014, the legislation also recognized a sec-

ond organization of companies, the Alliance for 
Bangladesh Worker Safety, which is committed to 
improving working conditions in Bangladesh. And, 
in order to better understand the magnitude of busi-
ness that DoD conducts with businesses that are not 
signatories or in compliance with the Alliance or 
the Accord, the legislation directed the Secretary of 
Defense “to provide annual reports, not later than 
March 1 of each year, to the congressional defense 
committees, which disclose all factories in Bangla-
desh producing items sold in the commissary and 
exchange systems.”

As part of that reporting requirement, it called 
on the department to include “the factory name, 
address, brand(s), private label(s), licensee(s), or 
retail supplier(s) sourcing from that factory from 
the prior year. Next to the factory name, it shall be 
indicated whether that factory complies with the 
Alliance, the Accord, both, or neither.”

Appropriations Bill Restores 2015 DeCA Funding, Commends 
MCX on Sourcing Safety Standards

Shelves at Pacific Area commissaries such as Yongsan, Korea, 
normally filled as shown here, were emptied of various perish-
able products such as bread and yogurt as a result of stalled 
negotiations between the Pacific Maritime Association (PMA) and 
labor unions representing West Coast dock workers. A federal 
mediator has been assigned to help resolve the impasse. DeCA 
meanwhile implemented alternative plans to re-stock shelves.
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cover second destination transportation (SDT).
“Some of the ideas thrown about specifically for 

DeCA,” he said, “included increasing the surcharge 
from 5 percent to 10 percent; going to an enhanced 
commissary where you may have some other items 
that you can sell at a profit to help offset expenses; 
or eliminating the second destination transportation 
(SDT) charges and increasing the prices of goods 
by 2 to 3 percent to cover those costs.”

Adding that he was not necessarily “pro” any 
of these courses, “If that shift is what allows the 
program to continue to function, we have to look 
at the cost benefit of each one of these. I would 
encourage you to take that kind of perspective,” 
Heck explained at the time.

HECK’S CAREER
Heck, a brigadier general in the Army Reserve 

and an Iraqi war veteran, is the first Operation Iraqi 
Freedom (OIF) veteran to lead the Military Person-
nel Subcommittee. He recently won re-election for a 
third term in Nevada’s Third Congressional District. 

Prior to his Congressional experience, which be-
gan in 2004 as a Nevada state senator, Heck — who 
was born in New York City and raised in Pennsylva-
nia — was a small business owner, and graduated 
from Penn State University with a degree in Health 
Education. He received his medical degree from the 
Philadelphia College of Osteopathic Medicine in 
1988, and he later graduated from the Army’s War 
College with a master’s degree in Strategic Studies. 

Committees he has served on during his time 
in Washington include the HASC’s Subcommittee 
on Oversight and Investigations, as its chairman, 
and the Education and the Workforce Committee.

2013 HEARINGS
In Congressional quality-of-life hearings on 

Capitol Hill in November 2013, Heck took an active 
role in seeking explanations from military exchange 
directors and chief executive officers about the way 
their organizations do business, and why there was 
not one Defense Exchange. He also invited DeCA 
Director Joe Jeu to consider alternative ways to gener-
ate funding streams, including raising the surcharge, 
enhanced commissaries, and increasing prices to 

can send it back to us for additional work to be done on it, 
which we would have to do in 30 days,” Graybeal told E and 
C News. “Then, it is sent back to him, and he has 30 days 
to review it, so all told, it could take a total of 120 days to 
fully evaluate the report.”

While the report — which is slated to include recommen-
dations and draft legislative proposals that could reshape the 
future of retirement, compensation, non-pay compensation and 
other military benefits — is in the process of being evaluated, 
Graybeal noted that Congress “can also act independently 
and deliberate on this report during this timespan.” 

Along those lines, Congress has also called on the Depart-
ment of Defense for a separate review of the commissary 
system utilizing the services of an independent organiza-
tion experienced in grocery retail analysis, which is due in 
September.

TESTIMONY AND EXPLANATION
After the MCRMC report is released, Graybeal said the 

commission will spend time explaining the details of the 
report to the uniformed services and Congress, “and we do 
expect to testify sometime in this process,” he added.

FALSE PRECONCEPTIONS
Graybeal also explained that contrary to what some people 

might believe, “The report was not established to cut ben-
efits or the cost of those benefits. The Commission worked 
hard to identify efficiencies, making those benefits efficient, 
valuable and flexible to help in retaining servicemembers.”

point corridor since 2008.  
According to Jennifer Ide, chief operating officer (COO), NAF Business and Support 

Services Division (NAFBSSD), “‘Customer Satisfaction’ is a cornerstone of our branded 
shopping experience, but at the end of the day, the end result success is measured by this 
Customer Satisfaction Index.”   

Another recognized shopper satisfaction metric — the American Customer Satisfaction 
Index (ACSI) — scored MCX at 83 points, on a par with Nordstrom, above Kohl’s and Dil-
lards who both scored 81, and six points above the ACSI average score of 77.

IMPROVEMENT FOCUS
Each year, the MCX strives 

to maintain or improve the 
previous year’s scores. “We 
know it’s going to take harder 
work and focused attention to 
drive that score higher in the 
future,” Ide noted. “Listening 
to the voice of the customer to 
improve the overall shopping 
experience is vital to the MCX 
mission of providing lifestyle-
relevant products and services 
that Marines and families need 
and desire, all at a great value.”

This year, 5,090 MCX pa-
trons were surveyed, and those 
completing a survey were pre-
sented with a $5 MCX gift 
certif icate as a token of ap-
preciation for taking time to 
provide valued feedback. 

The MCX began the yearly 
Corps-wide measurement of 
customer and associate satis-
faction in 1999 to help identify 
areas for improvement, such as 
merchandise availability and 
selection, sales associate help-
fulness and the overall MCX 
shopping experience. Accord-
ing to the MCX, action plans 
have been developed using the 
survey results to address areas 
that need improvement — a best 
practice used by other exchange systems and civilian retailers.

—E and C NEWS

MCX Customer Satisfaction Index (CSI) 2005-2014

71 71 72 75 77 78 78 80 79 80

2005 2006 2007 2008 2009 2010 2011 2012 2013 2014

— Continued from page 3, Heck

— Continued from page 3, MCRMC Review — Continued from page 3, MCX Survey
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The Military Compensation and Retirement Modernization 
Commission report due out on Feb. 1, is slated to include 
recommendations and draft legislative proposals aimed at 
making benefits more efficient, valuable and flexible to help in 
retaining servicemembers such as these at Ramstein Germany.

This Black Friday shopper at MCB Quantico, Va., got exactly what 
he wanted during the holiday rush. Recently released scores on the 
MCX Customer and Associate Satisfaction surveys demonstrated 

strong satisfaction among MCX customers and employees.
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