
The laundry room is getting a makeover and so, 
it seems, are major appliances in Army & Air 
Force Exchange Service (AAFES) stores, as 

sleek new machines begin to carve a colorful place 
in formerly bland-looking departments. In spite of 
the economy, many patrons are still purchasing this 
category with an eye toward quality and included 
services, as well as value and energy efficiency.

“Sales this year will be more influenced by neces-
sity rather than for upgrades,” predicts Leigh Bishop, 
AAFES buyer for major appliances. “Overall sales 
are down in major appliances so far this year except 
when they are featured in our printed tabloids. 

“The military shopper is fully aware of the econ-
omy and will be making more conservative decisions 
in discretionary purchases,” she noted. “We plan to 
feature some tabloids with in-depth information 
about the particular models being featured in order 
to assist the customers in making the best decisions. 

“When people must buy because of a breakdown 
or move, they will still buy in the better-to-best lev-
els about 70 percent of the time,” Bishop continued. 
“We also have the new military members with credit 
on their Star Card who will be buying the good-level 
appliances to keep their credit spending in check. 
The majority of customers will research their pur-
chases online for features, quality and price.

SALES DRIVERS
“The more senior military members and retirees 

are watching their discretionary spending,” Bishop 
said. “They will continue to buy better-to-best-lev-
el appliances, but only when needed. They will be 
looking to get top-notch quality service for the appli-
ances they buy, and will hold our feet to the fire on 
quality. They will want a bigger bang for their buck.”

In response to these buying patterns, she said, 
“I have asked our appliance providers to do what 
they can to make their appliances more ‘customer 
friendly’ by keeping pricing in check and increasing 
services.”

To meet these requests, Bishop reported, “Some 
manufacturers have stepped up their program with 
instant rebates, AAFES gift cards, etc. Others have 
provided free connection accessories on home-de-
livered items. We have one vendor offering home 
delivery within two days of the customer placing the 
order. They are all aware the economic situation and 
are doing their best to maintain value while dealing 
with raw material price increases.”

PRODUCT TRENDS
A number of product trends are driving sales 

of appliances. “Energy Star appliances continue to 
grow,” AAFES Appliance Buyer Leigh Bishop re-
ported. “After the President asked appliance makers 
to improve their energy efficiency and increase the 
standards on Energy Star, we will see a trend to-
ward more energy-efficient appliances, for example. 
Washing machines. I believe our customers will buy 
into that trend. 

“The sales of colors have surprised me and they 
have not dropped off,” she added. “I believe the 
laundry room is becoming a more open space and is 
being decorated, unlike old utility rooms. 

“Colors also brighten up our sales floor,” Bishop 
reported, “bringing customers into the appliance de-
partment better than the former sea of white. All the 
vendors have a wide palette of colors, and there has 
been another door added to the freezer on the French 
door three-door refrigerator. Microban has been used 
on refrigeration products to stop the growth of bac-
teria.”

CATALOG SALES
“We have done a complete analysis of our floor 

space and sales statistics to do a better job of floor-
ing those appliances our customers want,” Bishop 
explained. “We feel we are obligated to put the best-
selling appliances in America on our floor to give 
America’s heroes and their families the same oppor-
tunity as their civilian brothers and sisters in appli-
ance selection.”

However, she pointed out, “we are hampered by 
less warehouse space and different-sized sections in 
smaller stores than our civilian competitors. As a re-
sult, we have an increased presence in our catalog 
with outstanding appliances that can be ordered and 
delivered to our customers, sometimes within a two-
day window. These opportunities are a win-win for 
us by limiting inventory, opening up more backroom 
space, and providing the customer a quality product 
delivered to their home in a timely manner,” Bishop 
concluded. 

“Every grand opening and welcome home event 
will feature a major appliance giveaway and an in-
store discount,” she said. “Kenmore also has planned 
a very strong non-tabloid promotion program that 
should help maintain our major appliance capability 
in the customers’ minds.”
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Quality, value, colors and services included with the 
sale are high on patrons’ checklists when shopping 

for appliances in AAFES stores. tinker AFB.

Bishop

EXChANGE and CoMMISSARY NEWS48  |  JUNE 2011

AAFES Major Appliances




