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MCH: Lt. Col. Kilgore also men-
tioned that Air Force Inns was awaiting
funding to begin a system-wide rollout
of DLS, beyond the initial three Beta
test sites. Has Air Force Inns received
the necessary funding to expand the
DLS rollout, and if so, please explain
how this system has benefited Air Force
Inns and its customers? What feedback
have you received thus far from guests
and AF Inns personnel on DLS?

Richard: On Oct. 1, 2008, we
received full funding to begin our sys-
tem-wide rollout of the DLS. Our Air
Force DLS enterprise includes several
new business processes for Air Force
Inns: a Web-enabled property manage-
ment system with online credit card pro-
cessing, an online reservation system,
online comment card system and cen-
tralized corporate reporting. We began
our full rollout in January ’09 and
implemented 12 Air Force Inns.

We decided to pause with our imple-
mentation in May. This project is very
complex and is a centrally hosted and
Web-enabled system with many moving
parts. We encountered glitches with the

property management software and dat-
acenter configuration setup. Our soft-
ware contractor is scheduled to provide
us with a major software release within
the next 30 days, and we are fine tuning
the hardware/software configuration at
the central data center located at
Randolph AFB, Texas. We are project-
ing to restart our DLS implementation
at the end of November and be finished
Air Force-wide within two years.

We have received nothing but positive
feedback from our guests on the func-
tionality of making direct online lodging
reservations through our Web site:
www.dodlodging.net. This system has
built-in business rules to allow not only our
duty travelers, but also our Space-A
guests to book online lodging reservations.

Our online comment card system
has also been very successful from the
manager and guest viewpoint. This sys-
tem is directly interfaced with our DLS
property management system and the
guest receives a nice “thank you” e-mail
note from Air Force Inns, with a direct
link to provide online comments. This
data is centrally captured and provides a
tool for management at the base level
and our corporate office. We have seen

a 22 percent return rate on our online
comments cards versus only a three per-
cent rate for the manual comment cards
provided in the guest room.

The online credit card processing
has eliminated the redundant manual
credit card process and meets the new
Payment Card Industry (PCI) compli-
ance standards. We have successfully
implemented Business Intelligence (BI)
software for our corporate reporting. We
can now extract data reporting immedi-
ately on our DLS bases, thus eliminat-
ing suspenses on our Inns and waiting
weeks for the data.

MCH: Last year, Lt. Col. Kilgore
said the theme-room packages proved to
be too broad to encourage strong brand
identification by lodging guests, and as
a result, contracts were not extended
beyond the base years and new con-
tracts were competed. Please provide
an update on the vendor solicitations —
which vendors were selected and what
themes were they selected for (e.g. tran-
sitional)? How will streamlining the
theme-room packages benefit managers
in making product selections for reno-
vations and new construction projects?

The new 350-room Ramstein Inn at the Kaiserslautern
Military Community Center (KMCC), Ramstein AB, Germany
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Gonzales: Three vendors were
awarded the case goods products:
Lakewood, Brawley and Yoder. All
three vendors offer similar lines in tran-
sitional, traditional and mission furni-
ture. The vendors have been assigned to
specific bases. This way, as the base
begins selection on a project, they know
which vendor lines they can choose
from in varying stain selection.

MCH: Lt. Col. Kilgore called lodg-
ing centralization a “learning process”
in determining how to mesh the varying
needs of the 93 lodges worldwide, while
at the same time standardizing, clarify-
ing and simplifying processes, furnish-
ings and guest services. Please provide
an update on the transition process over
the past year.

Norton: The results of the extensive
Air Force Lodging “Right Sizing” study
will be complete, and the lodging con-
struction program will be going back
into full swing based on this prioritized
listing of projects, rated by legitimate
need based on the following criteria:
facility age/condition, occupancy levels
and cost of off-base alternatives.

MCH: Are there any programs cur-
rently underway that you would like to
highlight?

Richard: This year we received spe-
cial Global War on Terrorism (GWOT)
funding — $522,000 — to purchase
rugged laptops with the lodging field
software for all our 132 Air National
Guard and Air Force Reserve units.
These laptops will be used for home sta-
tion training for our guard and reserve
personnel with the field lodging soft-
ware before being deployed to the Area
of Responsibility (AOR).

We also received $2.2 million in
funding from the Office of the Secretary
of Defense (OSD)/Air Staff for our
eight remaining bases without electronic

keyless lock systems and for an addi-
tional 19 bases needing replacement
systems.

MCH: Last year, Lt. Col. Kilgore
said the centralized telecommunications
contract for operations in the continen-
tal United States (CONUS) was a
“challenge” due to “telecommunication
infrastructure issues.” She said that 28
CONUS Air Force Inns would have
high-speed Internet access installed by
July 2009, with cable television imple-
mentation beginning shortly thereafter.
Please provide an update on the instal-
lation of high-speed Internet and cable
television in CONUS, as well as an
update on possible centralized solutions
for high-speed Internet service in lodges
outside the continental United States
(OCONUS).

Richard: In 2009, we completed
high-speed Internet access at an addi-
tional 30 CONUS Inns and will be fin-
ished CONUS-wide a year from now.
All of our OCONUS Inns will have
high-speed Internet service by the end
of the year.

Our telecommunication infrastruc-
ture at our Air Force Inns continues to
be a “challenge” but we are making
headway. We are doing full telecommu-
nication surveys at our Inns and imple-
menting the latest in Internet Protocol
(IP) telecommunication technology for
telephone switches, instruments and
fiber cabling.

In 2009, we have invested $10 mil-
lion into our telecommunication infra-
structure with new phone switches at 15
Inns and telecommunication expansion
work at 29 Inns. In 2010, we plan to
invest $17 million and install new
phone switches at 18 Inns and expan-
sion work at 10 Inns. We have imple-
mented cable TV under our NAF con-
tract at Little Rock AFB, Ark., and the
Air Force Academy, Colorado Springs,
Colo., and are scheduled to complete

installation at Peterson AFB, Colo.,
within the next month. We will continue
to move slowly on the cable TV instal-
lations as we concentrate on improving
our infrastructure requirements.

MCH: Are there any new initiatives
for fiscal 2010 that you would like to
discuss?

Senior Master Sgt. Bryon Nelson,
USAF, superintendent, Air Force
Lodging: In 2010, we are targeting
approximately 6,200 Air Force Inns per-
sonnel with a series of training invest-
ments totaling more than $76,000 to
address the workforce and training
needs of the Air Force hospitality indus-
try. These investments will focus on
leadership, management, training,
recruitment, employee hiring and reten-
tion challenges.

The Air Force Lodging Division has
sought to understand, mirror and imple-
ment industry-identified strategies to
confront our critical workforce chal-
lenges. We are listening to our Air
Force Inns managers and representa-
tives from the hospitality industry
regarding their efforts to identify chal-
lenges and implement effective work-
force strategies.

Our partnership with the American
Hotel and Lodging Educational Institute
(AH&LA/EI), along with our newest ini-
tiative of providing a professional devel-
opment series for mid-level supervisors
and lodging managers, is allowing us to
develop innovative approaches to address
workforce needs of business, while also
effectively developing career pathways
in the Air Force hospitality industry. We
are also working to establish an Air
Force internship program for college
juniors and seniors studying in hospitali-
ty programs and reestablish the manager
trainee program within Air Force Inns.
Overall, it is critical to the future of Air
Force Inns to invest in our people in
order to build successful programs.

OCTOBER 2009 | MILITARY CLUB & HOSPITALITY 5

All-Services Lodging Report




