
• WASHINGTON

A restoration of DeCA’s full funding for 
2015; a provision authorizing the De-

fense Department (DoD) to purchase any 
commercial item, including generic items, 
for resale in commissaries; and a survey 
of servicemember preferences regarding 
military pay and benefits were three of the 
more notable provisions affecting military 
resale in the Senate Armed Services Com-
mittee’s (SASC) recently proposed version 
of the 2015 National Defense Authorization 
Act (NDAA).

Of significant concern to many servicemembers, 
DeCA personnel and commissary suppliers, has been 
the clouded fate of commissary funding for 2015 and 
beyond. The House Armed Services Committee’s 
(HASC) markup of H. R. 4435 suggested a $100-million 

HASC Staff Member Wada 
Nominated as Army Assistant 

Secretary for M&RA
• WASHINGTON

On May 1, President Barack 
Obama nominated House 

Armed Services Committee 
(HASC) Professional Staff 
Member Debra Wada to be the 
assistant secretary of the Army 
for Manpower and Reserve Af-
fairs.

If the nomination makes it 
through the Senate approval 
process, Wada, who has served 
as the professional staff member for the HASC’s 
Subcommittee on Military Personnel since 1999, 
would succeed Thomas Lamont, who left the posi-
tion after four years in September 2013.

Wada — a native of Hawaii — also served as the 
Subcommittee’s lead staff member from 2007-2010 

DeCA Names Taylor 
Category Manager, Pet 
Food and Household
      

 • FORT LEE

The Defense Commissary Agency (DeCA) re-
cently completed the latest reorganization of its 

category manager lineup with the naming of James 
“Jim” Taylor as category manager responsible for 
Pet Food and Household.

Taylor — who was in the Air Force from 1990 
to 1992 and with the Air Force Reserve from 1992-
1999, participating in Operations Desert Storm and 
Desert Shield — comes to DeCA from the Marine 
Corps Exchange (MCX), where he served since No-
vember 2011 as a business services specialist with 
the Semper Fit and Exchange Services Division, 
which has since changed gears and been renamed 
the NAF Business and Support Services Division 
(see E and C News 5/14). He joined the MCX in 
July 2008 as a visual merchandise manager.

Prior to his MCX experience, Taylor was with 
Walmart from November 2002 to July 2008 in a num-
ber of positions, including grocery market manager, 
market fashion merchandiser and co-store manager. 
He has also worked for T-Mobile, Gap Inc., and 
Dillard’s in a variety of capacities.

Turner Appointed 
MCX Interim Director

   
• QUANTICO

David J. Turner was 
appointed interim di-

rector of the Marine Corps 
Headquarters Nonappropri-
ated Fund (NAF) Business 
and Support Services Divi-
sion (known internally as 
MR), the body overseeing 
the Marine Corps Exchange 
(MCX), effective June 1. 
The search for a new direc-
tor to succeed William C. Dillon, who retired 
on that same date, is expected to take two to 
three months to complete. 

Turner is currently the division chief of staff 
and served as the deputy director of support 
from 1999 to 2014.  

In a message announcing the appointment, Lt. 
Gen. Robert Milstead, USMC, deputy comman-
dant, Manpower and Reserve Affairs (M&RA), 
said, “We cannot afford to half step through this 
interim period. We have much to do to press 

Two Surveys Demonstrate 
Steady Improvement in  

MCX Customer Satisfaction
• QUANTICO

Results from two recently completed surveys 
demonstrate that the Marine Corps Exchange 

(MCX) is continuing a trend of steady improvement 
in customer satisfaction.  

ACSI
Each year, the MCX takes part in the American 

Customer Satisfaction Index (ACSI), a retail-indus-
try-wide survey administered by an independent, 
third-party vendor.

In the 2013 ACSI survey, the MCX exceeded 
the industry average with an overall customer sat-
isfaction score of 83, which is significantly above 
the industry average of 77 and tied with civilian 
retailer Nordstrom as the industry leader. 

In a May 1 memorandum, Marine Corps Com-
mandant Gen. James F. Amos commended MCX 
associates on their outstanding efforts to develop 
a customer-centric culture and world-class shop-
ping experience, thanking them for their fidelity 
and selfless service. 

According to Cindy Whitman Lacy, chief op-
erating officer (COO), NAF Business and Support 
Services Division, “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. At 
the same time, we must deliver great service that 
keeps customers coming back.

“The MCX continues to focus on the vision of 
delivering a great experience, curb to register. We 
are always looking for ways to improve the touch 
points that impact customers’ overall satisfaction 

ASD (R&FM) Vollrath Retires,
Barna Leads Team

• WASHINGTON

Frederick E. Vollrath, the assistant secretary of defense for Readiness and Force 
Management (ASD, R&FM), retired on June 15 after more than 40 years of 

government service. Vollrath, a former Army lieutenant general, held the R&FM 
position since April 18, 2013. Among other duties, he has been responsible for 
all matters related to civilian and military personnel policy, including the Defense 
Commissary Agency (DeCA).

 Stephanie Barna, SES, his principal deputy, took over the R&FM position upon his retirement. As 
this issue went to press, the President had not yet submitted his nomination to fill the post. 

cut in lieu of DoD’s call for a $200-million 
efficiency reduction in 2015 (see E and C 
News 5/14). Going further, the SASC’s June 2 
report accompanying what it has dubbed the 
“Carl Levin National Defense Authorization 
Act For Fiscal Year 2015” (S. 2410) after the 
chairman, who retires at the end of this ses-
sion of Congress, said it declined to support 
DoD’s proposal — calling it “a change that 
could significantly impact commissary sav-
ings that servicemembers and their families 
depend on.” Accordingly, it recommended 

an increase “to restore these assumed savings,” of 
$200 million in working capital funding over DoD’s 
“streamline and reform” $1.1 billion budget request. 
If this provision passes conference, it would bring the 
agency’s working capital funding to $1.314 billion, 

Senate Spotlights Commissaries, Quality of Life
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with MCX.”
Since 2002, the Depart-

ment of Defense (DoD) has 
been using the independent 
ACSI survey to measure com-
missary and exchange custom-
er satisfaction, and the MCX 
has been part of the program 
since 2005. The ACSI tracks 
national trends in customer 
satisfaction and is a tool for 
companies to perform strate-
gic benchmarking and make 
competitive comparisons.   

Ten measures — customer 
expectations; perceived over-
all quality; perceived product 
quality; perceived service 
quality; perceived value; 
overall customer satisfaction; 
customer complaints; customer loyalty; customer 
retention; and price tolerance — are used to ob-
tain a national customer satisfaction score, seven 
economic sector scores, and 35 separate industry 
scores. The DoD’s goal is to meet or exceed the 
industry average of customer satisfaction.

 
MCX ASSOCIATE AND CUSTOMER SATISFACTION 
INDEX SURVEY

The second yearly measure of MCX customer 
satisfaction is the MCX Associate and Customer 
Satisfaction Index Survey. The 2013 survey was 
conducted at 17 base exchanges in September 2013. 

The 2013 Marine Corps Customer Satisfaction 
Index score was 79, and the Associate Satisfaction 

Index score was 72. 
The MCX began the yearly Corps-wide mea-

surement of customer and associate satisfaction in 
1999 to help identify areas for improvement, such 
as merchandise availability and selection; sales as-
sociate helpfulness; and the overall MCX shopping 
experience over the years. 

Action plans have been developed using the sur-
vey results to address areas that need improvement, 
indicative of the quality scores.

OTHER RECENT MILITARY RESALE  
SURVEYS/RESULTS

The ACSI survey — which is based on a measure-
ment model originally developed by Claes Fornell, 

the Distinguished Donald C. Cook Emeritus Professor 
of Business at the University of Michigan — is but 
one of several measures used by military resale to 
gauge its effectiveness. The Navy Exchange Service 
Command (NEXCOM) scored an 85 on its own 
internal Customer Satisfaction Index (CSI) survey 
(see E and C News 4/14).

The Defense Commissary Agency (DeCA) re-
cently released two survey results. The Commissary 
Customer Service Survey (CCCS) is an internal 
survey, with the 2013 results showing the agency 
achieving a “B,” which amounts to a 4.20-4.59 rating 
on a 5-point scale.The second survey was DeCA’s 
own ACSI, which showed the agency receiving an 
82 score.

—continued from page 3, MCX Patron Satisfaction

In addition to civilian and military personnel policy, Barna is also responsible for all matters related 
to force readiness, military community and family policy, diversity management and equal opportunity 
and the day-to-day supervision of the Department of Defense Education Activity (DoDEA). 

Barna, a colonel in the Army Reserve, had previously served as deputy general counsel (Operations 
and Personnel) in the Office of the Army General Counsel; and prior to that, in the Office of the Judge 
Advocate, U.S. European Command, and also as an adjunct professor at the Army’s Command and 
General Staff College. 

VOLLRATH
Vollrath achieved the rank of lieutenant general after 35 years in the Army, and possesses a deep 

familiarity with military personnel matters. He is co-chair of the Army Chief of Staff Retiree Council; 
and President of the Maude Foundation, which provides educational support to current and future sol-
diers. His military awards and decorations include the Distinguished Service Medal, Legion of Merit, 
Bronze Star, Meritorious Service Medal, and Army Commendation Medal. Sources familiar with the 
matter told E and C News that Vollrath intends to remain active in advocating for servicemember and 
military family benefits.

—continued from page 3, Vollrath Retires
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Two recent surveys show that the Marine Corps Exchange (MCX) is continuing a 12-
year trend of steady improvement in customer satisfaction. MCRD Parris Island, S.C.

—continued from page 3, Wada Nominated

and briefly was the deputy staff director for the 
committee in 2011. She has a wealth of experience 
in military resale issues and legislation.

“I commend President Obama for nominating 
Debra Wada to serve as assistant secretary of the 
Army for Manpower and Reserve Affairs at the 
Department of Defense,” said Sen. Mazie Hirono 
(D-Hawaii),  the state’s junior senator, who is a 
member of the Senate Armed Services Commit-
tee (SASC). 

“Ms. Wada’s extensive background and pro-
fessional experience on issues of national defense 
make her a strong nominee,” Hirono continued. 
“Ms. Wada’s ties to Hawaii, and her understanding 
of the military will be beneficial, as the Army faces 
many critical issues related to its force structure, 
comprised of active duty, National Guard, reserve 
and civilian components. As a member of the Sen-
ate Armed Services Committee, I look forward to 
working with her upon confirmation.”

Prior to her years with the HASC, Wada served 
as legislative affairs specialist for the National Park 
Service, and legislative assistant for Sen. Daniel 
Akaka (D-Hawaii), acting as his principal aide in 
several areas, including national defense. She re-
ceived a bachelor of arts (BA) degree from Drake 
University.

—continued from page 3, MCX’s Turner

forward on MR’s transformation efforts.  
“I have great confidence in Dave’s ability to 

lead our extremely talented MR team as we set 
the conditions for success.  It is critical that we 
continue to focus on providing the best support to 
our commanders and their Marines and families.”

Turner — who prior to his service with Marine 

Corps Community Services (MCCS) served as a 
Marine Corps officer for 26 years — is respon-
sible for programs such as the MCX, Food and 
Hospitality and Entertainment Operations, and 
common MCCS support functions such as NAF 
contracting, finance, human resources, informa-
tion technology (IT) and procurement.

MCX Yearly Scores, 
ACSI, ASI, CSI (2004-2013*)

Year ACSI CSI ASI
2013 . . . . . . . . . . . . . 83. . . . . . .79 . . . . . 72
2012 . . . . . . . . . . . . . 79. . . . . . .80 . . . . . 70
2011 . . . . . . . . . . . . . 78. . . . . . .78 . . . . . 71
2010 . . . . . . . . . . . . . 75. . . . . . .78 . . . . . 73
2009 . . . . . . . . . . . . . 75. . . . . . .77 . . . . . 71
2008 . . . . . . . . . . . . . 71. . . . . . .75 . . . . . 71
2007 . . . . . . . . . . . . . 72. . . . . . .72 . . . . . 66
2006 . . . . . . . . . . . . . 70. . . . . . .71 . . . . . 67
2005 . . . . . . . . . . . . . 67. . . . . . .71 . . . . . 66
2004 . . . . . . . . . . . . . . -. . . . . . .70 . . . . . 65
* MCX participation in the ACSI survey commenced in 2005.

Source: MCX
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still $56.83 million below fiscal 2013’s authorized 
amount, and about $97.78 million below “the current 
annual subsidy” of $1.41 billion. 

STORE BRAND?
Regarding store assortments, the SASC recom-

mended a provision that would amend section 2484 
of Title 10, U.S. Code, ultimately giving DeCA the 
leeway to purchase “any commercial item, includ-
ing brand-name and generic, for resale in, at, or 
by commissary stores without using full and open 
competition procurement procedures.” Such a move 
would potentially open the way for a DeCA “store 
brand,” which has never been authorized in DeCA’s 
history. Instead, the agency has pursued its own “Value 
Branded Item” (VBI) program to legally approximate 
the savings or “value” commonly associated with so-
called generics and store brands, and it also carries 
a number of value-brand SKUs priced lower than 
comparable chain store private-label items.

STRUCTURAL IN NATURE
The committee said it “reluctantly supports” 

DoD’s proposals concerning the military pay raise 
(1 percent, rather than the HASC’s 1.8 percent rec-
ommendation), while freezing general and flag of-
ficers’ pay; the basic allowance for housing (BAH) 
of 5 percent out of pocket, and pharmacy co-pays, 
but not “the proposals affecting the commissary 
benefit, TRICARE for Life, or the TRICARE reor-
ganization,” saying it views these latter proposals 
as “structural in nature; as such, they are better left 
for consideration until after the Military Compen-

sation and Retirement Modernization Commission 
[MCRMC] submits its report in February 2015.”

COMMISSARIES SPOTLIGHTED
The SASC report explained at length its view 

that commissaries “have a major positive impact on 
the quality of life of all servicemembers — active, 
reserve, and retired — and their families.”

In addition to average savings of around 30 
percent, the report noted that “commissary patrons 
frequently use base exchanges when they come on 
post to shop at the commissary. Increased usage of 
the base exchanges results in additional dividends 
that are returned to the military community for mo-
rale, welfare, and recreation [MWR] activities. The 
cumulative effect of all of these benefits from com-
missary patronage is particularly important to junior 
enlisted servicemembers.

“The committee is concerned that consequences 
of the Department of Defense proposal to increase 
costs to patrons of the commissary benefit in order 
to reduce appropriated fund support for the Defense 
Commissary Agency have not been fully evaluated, 
and that other business models that may not have 
the same detrimental impact were not considered.”

The SASC then went on to direct the Secretary 
of Defense to submit a report to the MCRMC, the 
SASC and the HASC, not later than Dec. 1, 2014, 
that would describe: “(1) How changes to the finan-
cial structure and funding of commissaries would 
impact the purchasing power of military families, 
especially young enlisted members and their fami-
lies; (2) The impact on commissary sales volumes if 

prices for groceries and other goods rise significantly 
under a new financial and funding structure; (3) 
The collateral impact of the Department’s proposal 
on sales volumes in the military exchange system; 
(4) The impact of lower sales volumes in military 
exchanges on monetary dividends provided to sup-
port the morale, welfare, and recreation programs 
of the military services; (5) An assessment of adop-
tion by the commissary system of a business model 
similar to that of the military exchange system; and 
(6) Other options for consolidation of commissary 
and exchange system functions.” The SASC added 
that it expects the MCRMC to “consider this report 
as it addresses the commissary benefit in the report 
that it submits to Congress and to the President.”

SURVEY
In calling for a survey of personnel sentiment on 

military pay and benefits, the SASC said it was con-
cerned that DoD “has not adequately considered the 
views and preferences of servicemembers in making 
proposals designed to slow the growth of personnel 
costs, and that other proposals may yield similar sav-
ings with less impact on those benefits servicemembers 
value the most.” It strongly encouraged the MCRMC 
to conduct a survey of active-duty servicemembers, 
reserve component members, and retirees on their 
preferences with respect to pay, allowances, health 
care, retirement, and quality-of-life benefits; how those 
benefits affect decisions to join or remain in the mili-
tary; how they differ by grade, dependency status, 
and duty location; and to consider the results of this 
survey in the Commission’s report due next February.

—continued from page 3, Senate Bill

HEALTHY BARS
Although not part of the VMS category, various health-related bars 
fall under the nutritional bar segment, including those classified as 
“sports bars,” “muscle bars,” and “wellness maintenance bars.”

DeCA CONUS Year-to-Date Fiscal 2014
Nutritional Bars Dollar Volume

  DOLLAR PERCENT
CATEGORY VOLUME CHANGE
Adult Nutritional Bars  $2,639,007 -9.7%
Nutritional Bars  $411,761 +13.8%
 
Note: Through April 26, 2014. Adult Nutritional Bars is a subcategory of 
the overall Adult Nutritional category, which produced $9.80 million in 
sales during this time period, a 10.4-percent decrease from the prior year. 
Nutritional Bars are a segment of bars.

  DOLLAR PERCENT
SUBCATEGORY VOLUME CHANGE
40-30-30 Bars  $231,816 -6.7%
High Protein Bars $747,232 -4.7%
Muscle Bars $48,030 -14.1%
Sports Bars $1,168,972 -19.8%
Soy Bars $11,596 -16.7%
Wellness Maintenance Bars $19,601 0.0%

Note: Through April 26, 2014. Source: DeCA 

RANK ITEM DESCRIPTION
 1 Nature Made Vitamin C Chewable 
  (500mg, 60-count)

 2 Nature Made Fish Oil (1200mg, 
100-count)

 3 Nature Made Vitamin C Tablet 
  (1000mg, 100-count)

 4 Nature Made Melatonin Tablet 
  (3mg, 120-count)

 5 One A Day Men’s Multivitamin 
(100-count)

 6 Nature Made Vitamin D 1000iu Tablet 
  (100-count)

 7 Nature Made Multivitamin For Him 
Tablet (90-count)

 8 Nature Made Multivitamin For Her 
Tablet (90-count)

 9 Disney Princess Kid’s Multivitamin 
Gummies (60-count)

 10 Nature Made Magnesium (250mg, 
100-count)

RANK ITEM DESCRIPTION
 11 Nature Made Biotin Liquid Softgel 
  (2500mcg, 90-count)

 12 Centrum Multivitamin 100  
(30-count, bonus)

 13 Nature Made Vitamin B-12 Tablet 
  (500mcg, 100-count)

 14 Flintstone Kids Multivitamin Sour 
Gummies (70-count)

 15 One A Day Women’s Multivitamin 
(100-count)

 16 One A Day Vitacraves Adult Immunity 
  Multivitamin Gummies (50-count)

 17 Nature Made Omega 3-6-9 Liquid 
Softgel (60-count)

 18 Nature Made Cranberry Liquid Softgel 
  (60-count)

 19 Nature Made Fish Oil (1200mg, 
180-count)

 20 Nature Made Super B-Complex Tablet 
  (140-count)

DeCA OCONUS Year-to-Date Fiscal 2014 Top Vitamins, 
Minerals and Supplements (VMS) Products

By Unit Volume

Note: Through April 26, 2014. These DeCA OCONUS Top 20 unit movers represented 36 percent of total units moved year-to-date.
Source: DeCA

—continued from page 32
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