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We have the greatest, most varied universe of 
customers anyone could ever want.

We get to help members of the armed forces 
face to face.  We get to help their families.  We help 
protect the environment.  We save money for taxpayers 
and our military.  We help those in need at home and 
abroad.  We help equip rural firefighters and send com-
puters to schools.

No matter your job in DLA Disposition Services, it 
either meets customer needs directly or supports those 
on the customer front lines – and the front lines are our 
bottom line.  We all have the honor of helping others in 
service to our nation. 

When DLA Director Navy Vice Adm. Mark Harni-
tchek introduced his “Big Ideas” a few months ago, most 
focused on ways we can cut expenses.  But cost cutting 
and money saving wasn’t what he talked about first.  
Serving customers was the first thing he listed when he 
began discussing his big ideas.

“Improve Customer Service: Delight Our Customers.”  
That’s what led off his comments.  In this issue, you’ll 
read about some of the ways we are delighting custom-
ers worldwide and some of the things we are doing to 
track and measure customer satisfaction to ensure we 
keep improving that service.

A key component in keeping up our customer satis-
faction score is the DLA Customer Relationship Manage-
ment tool known as CRM.  Thanks to a true team effort, 
we now have more than 150 people trained to docu-
ment customer relations matters in CRM.  We’re holding 
monthly performance review sessions and, as I wrote 
everyone in June, I look forward to seeing how our CRM 
information gathering is going.

Tomorrow, you may find yourself working with a 

Thanks for what you do - for all our customers

sergeant in a military unit in the states or with a senior 
headquarters staff in Afghanistan on complex, long-
range planning.  Each of us has a role and each of us 
can make or break our customer care effort.

Finally, we all must remember that other group of 
customers – ourselves.  My teammates are also my 
customers.  They depend on me to deliver my share of 
the effort every day, and I think that is true for all of us.  
Equally important is the fact that each leader or super-
visor must serve the people on their team and think of 
them as customers in a special way.  Leaders must be 
servants. 

In the end, if we serve each other well, we’ll serve our 
warfighters well.  Thanks for what you do – for all our 
customers.

No matter your job in DLA 
Disposition Services, it either 

meets customer needs directly or 
supports those on the customer 
front lines – and the front lines 

are our bottom line.

Anticipate and Deliver.  Be Exceptional.

       DLA Disposition Services
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Our Vision
DLA Disposition Services will 

be the preferred choice for 
worldwide reuse and 

disposal solutions, and an 
integral partner in 

safeguarding national 
security and improving 

efficiency and effectiveness 
in the global supply chain.

Our Mission
DLA Disposition Services 
supports the warfighter 
and protects the public 
by providing worldwide 
disposal management 

solutions.

“DLA’s top priority is always warfight-
er support,” wrote DLA Director Navy 
Vice Adm. Mark Harnitchek in his 2012 
guidance.  To meet that goal “requires 
constant attention to ensure DLA’s goals, 
processes and performance are synchro-
nized with the needs of our warfighting 
customers, mission partners and other 
stakeholders,” Harnitchek said. 

Helping DLA Disposition Services 
synchronize with its customers’ needs 
are employees like Customer Relation-
ship Management program manager 
Tracy Sokolowski and the people on 
her Customer Relations Branch (J411) 
team who have trained on CRM tools 
to capture customer comments and 
concerns.  The FY12 implementation of 
quarterly customer surveys using the ICE 
(Interactive Customer Evaluation) tool 
has also allowed DLA to reach thousands 
of customers for their feedback.  

According to Sokolowski, some of 
the more common themes from the 
surveys include a desire for more photos 
of potentially reusable, or “reut” prop-
erty.  Along with explaining to custom-
ers about how employees at field sites 
choose what to photograph, she said 
feedback to customers assures them that 
additional photos of items can be taken 
whenever there is a request.  

Besides wanting more pictures, 
customers often comment on the staff 
at sites. 

“Generally, we get many more 
compliments and praises,” Sokolowski 

said.  She also said customers will go out 
of their way to mention by name any 
employees who have been particularly 
helpful.  

At times, however, Sokolowski said 
customers wish there were more people 
at DLA Disposition Services sites, which 
are sometimes seen as understaffed, “to 
provide the services in a timely, efficient 
manner.” Additionally, many people 
comment on issues with scheduling 
turn-ins, particularly in using the sched-
uling system.  On scheduling issues, 
Sokolowski said they usually explain that 
“we strongly believe the changes accom-
panying Reutilization Business Integra-
tion will address most of their concerns.” 

After the nearly 90 percent of calls 
related to property turn-in or reut items, 
the remainder of DLA Customer Interac-
tion Center calls coming in regarding 
DLA Disposition Services are about sales 
(mostly asking for the status of TSC 
Clearances), environmental issues, or 
other general issues.  

Now that some employees in the 
field have been trained to document 
customer comments using CRM software 
tools, Sokolowski said future analysis on 
customer feedback will have a broader 
look than just what comes in from sur-
veys and calls to the CIC.  

“It will take a few months before 
we have really good data on that,” 
Sokolowski said. 

Tim Hoyle
Public Affairs

Are
we

hearing
what
our

customers
are

saying?
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•See “Lewis,” pg. 19
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When the DLA director visited 
DLA Disposition Services ear-
lier this year, he told all hands 

that his organizational philosophy was to 
strive to always tell the customer “yes,” 
as in, if the combatant commanders ask 
for something, even roles not tradition-
ally covered by the agency, he expects 
DLA to strive to make it happen.

Saying “yes” is how DLA helped Joint 
Base Lewis-McChord turn trash into 
treasure.  More accurately, how DLA 
Disposition Services is helping the base 
reap some green from the process of 
going green.

Now, instead of producing waste, 
compost piles are producing income 
used to help warfighters and their fami-
lies. 

As DLA Disposition Services envi-
ronmental specialist Llewellyn Castro 
notes, green stuff is all over the ground 
at Lewis-McChord.  Washington is the 
“Evergreen State” and the base is heavily 
forested, producing lots of fallen limbs, 
downed trees and piles of needles and 

Organic compost piles at Joint Base Lewis-McChord are now sold 
through a DLA scrap contract, earning money for MWR.

Lewis site says ‘yes’ to new request
pine cones.   

It all has to go someplace – but not 
an incinerator and not a landfill.  That 
would mean landfill fees and messing up 
the installation’s “zero” goal.  That zero 
goal exists because the now-joint base 
became a pilot installation for the Army’s 
Net Zero Initiative in 2006, which meant 
an aggressive war on waste.

The base has the ammo it needs – 
“Enough scrap waste to generate busi-
ness and keep it going,” Castro said. 

Ken Smith, chief of the Environ-
mental Operations branch of the base 
public works office, said the base has 
composted thousands of yards of waste 
each year at its Earthworks compost-
ing facility.  He said the base knew 
it could mount a serious composit-
ing effort based on a 2005 study that 
found approximately 41 percent of 
the then-Fort Lewis waste stream was 
organic in nature and could be re-
claimed and composted.  Organic waste 
consists of leaves, grass, landscaping 
and land-clearing debris, stable waste,             

food waste and sewage sludge.        
What happens after that?   
Well, you pay for compost at a 

garden shop.  Could the base sell their 
piles?  Is it usable property?  Scrap? 

It may be neither fresh nor foul, 
but according to Greg Ortiz, a recently 
retired DLA Disposition Services scrap 
sales expert – it could be sold as a com-
modity.  That meant the base could turn 
to DLA Disposition Services, who turned 
to the activity’s sales contractor.  The 
first of the sales officially saw just over 
five million pounds of high-quality com-
post go on the online auction block.  

“The same basic system that sells ex-
cess boots can sell what sticks to them, 
too,” Ortiz said.

“The public’s general consensus of 
the military and the government seems 
to be that it wastes money, but the truth 
is that we’re taking waste products and 
turning it into a viable commodity,” said 
Jeremy Becker, senior science technician 
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U.S. Navy photo

In a pinch, Silent Service pings DLA
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The U.S. Navy stays pretty tight-
lipped about the comings and 
goings of its boomers.  So it 

should surprise no one that the mainte-
nance schedules of the nuclear-powered 
ballistic missile submarines at Naval 
Submarine Base King’s Bay, Ga., would 
stay hush-hush as well. 

As a key ingredient of the nation’s 
vaunted “nuclear triad,” and a corner-
stone of strategic deterrence, the U.S. 

relies on the ability of its nuclear subs to 
get and stay under the water for months 
at a time, their whereabouts virtually un-
known to all except the captain and crew 
onboard.  What isn’t commonly known is 
that, in addition to a nuclear reactor, the 
massive underwater vehicles pack about 
250,000 pounds of batteries into their 
hulls as well.  And as age and 

              technological advancement     
                   dictates, those batteries – 
East

Region

just like in a flashlight or remote control 
– need switched out.   

DLA Disposition Services has long 
coordinated that switching out process, 
with contracts meant to recycle the valu-
able lead inside the batteries and help 
DoD avoid disposal costs.

“Usually, we get about six weeks 
advance where they say ‘heads up, get 
ready, we’ve got another set coming,’” 
said Richard Rockford, the environmen-

tal protection team lead in Jacksonville.  
The DLA Disposition Services Jack-

sonville environmental protection office, 
where Rockford works, covers a big 
swath of land and a wide range of cus-
tomer needs – from King’s Bay, Ga., to 
Mayport, Fla., to Key West, Puerto Rico 
and beyond, and had a history of sup-
porting similar requests. 

Late last year, the office received an 
email from King’s Bay.  Not a “we’re six 

weeks out” message.  More like a “we 
have 127 two-thousand-pound battery 
cells sitting on the pier, and we’re load-
ing them up and dropping them off on 
your doorstep in a few hours” email.

The problem was, the site wasn’t 
equipped to handle the turn-in at the 
time, and the scrap recycling contract 
covering King’s Bay batteries had been 
allowed to lapse after the Navy said it 
had no upcoming plans for switching 

more batteries out.  
But plans change, and nuclear sub-

marine batteries can’t stay sitting on the 
pier.  With no scrap contract and no site 
to drop them off at, the Navy was about 
to reluctantly eat $80,000 in disposal 
costs, when site environmental protec-
tion specialist Lorin Glenn said “Stop the 
trucks; let me make some phone calls.”

‘Stop the trucks; let me make some phone calls.’

•See “Batteries,” pg. 19

Nuclear-powered ballistic missile 
submarines carry about 250,000 pounds 
of electrical batteries that sometimes 
need replaced at maintenance facilities 
like the one at Naval Submarine Base 
King’s Bay, Ga.  DLA Disposition Services 
covers the removal and recycling of 
the batteries and their valuable lead 
through scrap contracts.
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EDRTs show their mettle downrange
DLA Photos

(Top) Expeditionary Disposal remediation Team members Petty 
Officer 2nd Class Rachel Rodriguez (middle) and Chief Petty 
Officer Joe King (Right) pose with scrap contractors in 
Afghanistan.  (Right) EDRT members get trained for 
deployment at the Sim Lab facility in Battle Creek, Mich. 

Jake Joy
Public Affairs

U.S. Navy photo
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The word is out in Afghanistan’s for-
ward bases.  If you need an expert’s 
advice on disposition of property – 

a person who will get things done for you 
– reach out to DLA Disposition Services 
and its Expeditionary Disposal Remedia-
tion Teams.  

Nearly two thirds of reservists for-
ward-deployed for DLA provide dis-
position support on the go-anywhere, 
tackle-any-challenge teams.  Just how 
significantly do these uniformed repre-
sentatives factor into the agency’s ability 
to provide fast, comprehensive customer 
support downrange?

“When (warfighters) see the EDRTs 
they see DLA,” said acting Contingency 
Operations (J-9) director Susan Male-
Murray.  Talking about the use being 
made of the Sim Lab In Battle Creek, she 
expressed the importance of having con-
fident, experienced reserve disposition 
experts in the field.

“At the FOBs, that may be the only 
time they see DLA,” she said. “That’s our 
face forward. And it starts back here with 
the training, the preparation, all of it.”

People who worked with commands 
in both Iraq and Afghanistan say warf-

ighter desire for support from EDRT 
members may be higher than ever be-
fore.  With warfighters and command-
ers now focusing on planned reductions 
in Afghanistan, they are working to see 
what they can take care of themselves, 
and what needs a subject matter expert’s 
touch.

Reservists can’t become subject mat-
ter experts overnight.  It requires great 
mentorship in the field from experienced 
civilian disposition professionals, and the 
opportunity to learn and make mistakes 
in training scenarios back home.

Rear Adm. Patty Wolfe, Director, Joint 
Reserve Force at DLA and senior leader of 
the EDRT personnel, recently visited the 
DLA Disposition Services Sim Lab in Bat-
tle Creek, Mich., for the first time to see 
some of the current training tools avail-
able to the teams. 

She called the visit an eye-opener, 
saying the facilities and capabilities were 
“fantastic” and praised support staff there, 
saying “it’s the most applicable, hands-on 
training site I’ve seen in DLA yet.”

Wolfe and accompanying leadership 
discussed future training possibilities for 
EDRTs and civilians, like live DEMIL train-

ing at the site, fork truck training stan-
dardization, designs on the expansion of 
the Sim Lab spaces and yards, and the 
creation of ready-made training curricula 
for use in the field.

That training and the resulting exper-
tise have been essential to assisting in 
the continued logistical wind-down from 
a decade of war.  EDRTs are helping to 
move out millions of pounds of scrap and 
demilitarizing hundreds of non-function-
ing vehicles each month.  

DLA Disposition Services deputy direc-
tor Col. Richard Ellis said the experiences 
of Iraq and Afghanistan have sharpened 
many of those “blue collar” skills em-
ployed by reservists in the field – to the 
point where DLA can have an MRAP “fully 
demilitarized, top to bottom, in about 
eight hours.”

Ellis also said that despite the with-
drawal from Iraq and Afghanistan, the ac-
tivity will be keen to maintain those skills 
and adopt a “surge” capability, should 
one be required.  The go-anywhere, do-
anything EDRTs will likely play heavily 
into that strategy.
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When you mention direct support 
to the warfighter it’s naturally 
easy to focus on interactions 

in the forward areas like Afghanistan, but 
someone has to lay the groundwork back 
at the major commands where field poli-
cies originate.  

DLA Disposition Services major com-
mand representatives do just that, serv-
ing at posts around the world and keep-
ing in touch with the services’ immediate 
and long term needs. 

According to Don Phillips, head of 
major command support efforts, these 
representatives serve the Customer Sup-
port Directorate as corporate and stra-
tegic members on one or more of the 
Disposition Services Integrated Customer 
Support Teams.  Through these teams, 

Reps assist agency’s biggest customers
Phillips said, they represent DLA in pro-
viding logistical assistance and technical 
expertise to military activities and civil 
agencies like TACOM (Tank-Automotive 
& Armament Command) in supply chain 
management.  

“They are the focal points who strive 
to prevent issues with supplies and ser-
vices provided by DLA Disposition Ser-
vices and resolve any that do occur as 
quickly as possible,” Phillips said. 

Recent examples of support these 
representatives provide include resolv-
ing lost shipments, providing informa-
tion on an ozone depleting substance, 
and assisting with industrial plant equip-
ment.  Phillips explained that his repre-
sentatives receive customer concerns at 
management and operational levels then 

coordinate resolutions through J4 super-
visors and executive leadership.  MCRs 
keep customers informed of Disposition 
Services’ evolving capabilities by provid-
ing vital knowledge of the latest services, 
policy and procedural changes while con-
tinuing to meet or exceed the customer’s 
expectation of superior service.  

Besides collaborating with commands 
on short and long-term requirements, 
representatives work with their respec-
tive commands to develop, execute and 
continually refine their specific customer 
goals.  Phillips explained that they also 
conduct training on the latest systems 
and programs to streamline communica-
tion and efficient property management.   

Tim Hoyle
Public Affairs

Contract workers 
at the Bagram site in 
Afghanistan perform 
special work to pull 

replacement sections 
from the hull of a 

26-ton Buffalo A2 MRAP 
used by U.S. troops to 

find and disable 
roadside bombs.  U.S. 

Army tank-Automotive 
& Armament Command 

manages the 
Buffalo line of 

armored vehicles, 
and major command 

support 
representatives back 
home ensure TACOM 

and other large 
commands are up to 

speed on service 
changes and 

innovations at DLA 
Disposition Services 

field sites.   

Photo by Bruce Galbreath
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Greg Ortiz, one of a 
handful of remaining 
DLA-certified auction-

eers still cutting a paycheck at 
the start of 2012, departed DLA 
Disposition Services in June, 
taking memories, tons of expe-
rience and a worn auctioneer’s 
gavel with him.

An agency employee since 
1977 and Disposition’s long-
tenured scrap sales manager, 
Ortiz spent the first half of his 
career at Fort Hood, where he 
first ran a solo retail sales store 
operation, selling everything 
from clothes to appliances and 
horses directly to the public.  
In 1986, he became Texas’ 
de-facto traveling auctioneer 
and began traveling heavily in 
support of the sales mission.

“We had an auction every 
week (at Hood), and then, in 
between, I’d drive down to San 
Antonio,” Ortiz said.  He called 
auctions in other sites, some-
times selling every single item 
in the office he was working in, 
right down to the chair he was 
sitting on.  

“I couldn’t tell you the num-
ber of auctions I called, but it 
was a lot of them.  You can tell 
by looking at that hammer, it’s 
wore out,” Ortiz said.

It’s a wonder his vocal cords 
aren’t worn out as well, with 
all those years of encourag-
ing larger bids with the loud, 
motor-mouthed delivery style 
auctioneers are known for.

“It does go pretty fast,” Ortiz said.  
“When you’ve got 300 items you can’t 
take all day.”

A career you enjoy can go by pretty 

fast, too.  Ortiz cited travel and train-
ing opportunities, and coworker and 
customer relationships as the reasons he 
stayed with DLA for a third of a century.

“You have personal interactions 
with all these customers,” Ortiz said, 

“and they’re still in the scrap 
business, and it’s not ‘Sir,’ 
anymore; you know them 
by nickname.  That’s very 
rewarding.”  

Before bidding adieu, he 
was asked to describe the 35 
years of changes he’s seen 
in how the agency interacts 
with its various customers, 
and how DLA can continue 
striving for customer service 
excellence in a swiftly chang-
ing future.  

“You’ve got to make time 
to look people in the eye,” he 
said, recounting a time when 
he would conduct an auc-
tion and then spend a couple 
hours meeting people and 
personally helping them get 
their newly acquired goods 
loaded up and hauled off.  
“Nowadays, everything is 
done with a computer, you 
don’t talk to people, you send 
an email.”

Ortiz said he knows the 
DLA workforce – like most 
others – is now asked to do 
more with less, but he still 
encourages his former DLA 
coworkers to go the extra 
mile to try and get out and 
develop meaningful bonds 
with the warfighters and other 
customers they support.

“Even if you can’t interact 
with them face to face,” he 
said.  “You’ve got to at least 
pick up the phone.”

According to an old school traveling 
auctioneer from Texas – that’s how you 
make – and keep – a customer for life.

DLA Disposition Services scrap sales manager 
Greg Ortiz retired in June after 35 years of ser-
vice.  A sometime retail salesman and auctioneer, 
he encouraged his former coworkers to take 
time to personally interact with customers.  
Photo by Jeff Landenberger.

Former scrap sales boss dishes customer service wisdom  
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One of the ways DLA Disposition 
Services offers logistical assis-
tance and technical expertise to 

military activities is with DLA’s Corporate 
Event Program display booths, which Jen-
nie Prewitt, the DLA Disposition Services 
major command representative to the Air 
Force, said “play a vital role in keeping 
our customers informed.”

Prewitt said event booths offer an op-
portunity for warfighters to “air” their is-
sues in an informal setting.  
She said most warfighters 
are aware of DLA, but often 
do not realize the agency’s 
specific roles in life cycle 
management, acquisition 
and sustainment as well as 
disposition.  Prewitt believes staffing the 
DLA corporate booth at expos and sym-
posiums “gives us an opportunity not 
only to answer questions and network 
with our customers, but also to show 
our customers that DLA really does care 
about them and wants to hear their is-
sues and concerns.”

A colleague staffing DLA’s corporate 
booth at a conference referred an Air 
Force Institute of Technology question 

Corporate
Outreach

DLA event 
booths keep
leaders and

decisionmakers
engaged 

to Prewitt.  The interaction provided her 
the name of a professor considering DLA 
Disposition Services participation in his 
symposiums.  That contact led to Pre-

witt presenting at the Strategic Logistics 
Symposium at Langley AFB, Va.  The class 
was designed for senior leadership and 
held at various locations throughout the 
world.  Her audience included 87 students 
of various ranks, but consisted mainly of 
colonels. 

“Ultimately, my briefing, and how well 
it was received by the students, resulted 
in an invitation to be a permanent briefer 
for that class,” Prewitt said. “Had it not 

been for the DLA corporate booth at an-
other conference it is doubtful I would 
have … this opportunity.”

Prewitt said additional exposure 
booth support and speaking 
opportunities offer helps Air 
Force leaders recognize her. 

“Consequently, they often 
stop at the DLA corporate 
booth, even though it’s not 
on their agenda, just to say 

‘How are you?’ and ‘Is there anything I 
need to be aware of?’” Prewitt said.

Prewitt said this type of contact is 
priceless for a DLA major command rep-
resentative and would not be possible 
without DLA’s Corporate Event Program.

“It portrays to the warfighter that we 
care.  After all, we are DLA,” she said.

Military leaders often stop by the DLA 
corporate booth just to ask “Is there 

anything I need to be aware of?”

Tim Hoyle
Public Affairs

MAJCOM rep Jenny Prewitt greets Air Force Gen. Donald Hoffman, 
Commander, Air Force Material Command, near a DLA booth during 
a corporate outreach event.  She said DLA Disposition Services par-
ticipation in agency outreach at expos and symposiums “gives us the 
opportunity ... to show our customers that DLA really does care 
about them and wants to hear their issues and concerns.”

DLA Photo
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Reuts help devastated Illinois town recover

NOAA Photo

Reutilized military hardware 
recently helped the community 
of Harrisburg, Ill., recover from a 

devastating tornado that left a 26-mile 
path of destruction this spring.  With 
winds reaching 180 miles per hour, 10 
homes and buildings were completely 
destroyed; another 140 homes and busi-
nesses were severely 
damaged during a 
storm that killed 10 
people.

Hopes for relief and 
recovery assistance to 
the Harrisburg com-
munity were dampened 
when in early March 
the federal agency 
that provides financial 
assistance to aid in 
recovery was forced 
to reject the state’s request for public 
assistance because expenses associated 
with recovery did not meet the federal 
minimum standards.  In Illinois, the 
threshold for receiving public assistance 
is $17.3 million.  Expenses associated 
with the Harrisburg tornado disaster 
“only” amounted to $5.4 million.

In the hours and days after the twist-
er, the Illinois Law Enforcement Support 
Office in Springfield was contacted by 
Harrisburg Police Chief Robert “Bob” 
Smith, seeking any possible equipment 
resources for rescue and recovery.  The 
police agency was experiencing prob-
lems accessing roads and other areas in 
the community necessary for patrol due 
to piles of debris.

Two dump trucks owned by the city 
were severely damaged, hampering 
both patrol and public safety efforts.  
Illinois LESO turned to DLA’s Disposi-
tion Services at Sparta, Wisconsin.  Scott 
Humburg, a property disposal specialist 

at Sparta, worked with Illinois LESO to 
identify trucks that could be used for 
debris removal in Harrisburg.

Once trucks were identified that 
could replace those Harrisburg lost to 
the storm, Illinois LESO engaged LESO 
staff in Battle Creek, Michigan, to seek 
approval for the requisition.  DLA works 

with law enforcement agencies across 
the nation during times of natural and 
man-made disasters to provide equip-
ment resources needed for response and 
recovery.

Humburg knew the people coming 
to collect the vehicles could not make it 
to the disposition yard in Sparta before 
the end of normal working hours.  But 

good customer service, whether to 
warfighters in Afghanistan or civilians 
trying to put a town back together in 
southern Illinois, made making the right 
call simple.  Humburg stayed on site into 
Friday evening so they could receive and 
use them that weekend without having 
to wait until Monday to pick them up.

Humburg helped 
load the trucks onto 
flatbeds for 550 mile 
trip to Harrisburg.  
Humburg said they 
loaded the two trucks 
quickly and were on 
their way to help the 
people of southern Il-
linois. 

The two dump 
trucks, originally valued 
at $178,230, were a 

welcome relief to city leaders. 
“When Harrisburg was denied public 

assistance, we thought we were on our 
own,” Smith said.  Then, once we learned 
DLA’s LESO office could help with this 
equipment, we were thrilled … we 
couldn’t believe it.” 

Mid-America 
Region

“When Harrisburg was denied public 
assistance, we thought we were on our 

own.  Then, once we learned DLA’s LESO 
office could help with this equipment ... 

we couldn’t believe it.”
Harrisburg Police Chief Robert Smith
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Audit readiness to focus fiscal picture

DLA Disposition Services 
Director Twila Gonzales speaks 

to attendees during an 
annual finance training 

session in Battle Creek, Mich.  
As part of the Department of 
Defense push to become fully 

auditable in the coming years, 
DLA and its field activities 
are embarking on a large-

scale project to synchronize 
as many processes as possible 

across field sites, link 
expenditures to mission needs 

in an auditable way, and ensure 
employees at all levels 
understand how the 

execution of individual tasks 
affects the organization’s 
mission effectiveness and 

bottom line.    
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No one can definitively account 
for all of the Department of 
Defense’s spending each year.  

Figuring out how many employees, 
contractors, buildings, vehicles and 
widgets it has at any given time can be 
a wee bit of a challenge, too.  But that 
doesn’t mean it isn’t worth a try.

As one of the biggest employers 
in the world, and arguably the most 
important, a balancing of the books 
would increase effectiveness and lift 
public confidence.  The desire for fiscal 
and material accountability across DoD 
has long been held up as a holy grail of 
stewardship, and Secretary of Defense 
Leon Panetta has yet again turned the 
department’s gaze toward that noble 
quest.

By fiscal year 2017, the secretary 
wants DoD to receive a clean, or “un-
qualified” audit opinion.  DLA Director 
Vice Adm. Mark Harnitchek wants his 

agency to aim for the same two years ear-
lier, in 2015.

A June memorandum from DLA Vice 
Director Edward Case said “DLA is a global 
organization and the scope of our eventual 
audit will be far-reaching; thus, we must be 
proactive and mobilize the organization 
now to effectively prepare for the demands 
of the auditor.”

Consider the mobilization underway.
In June, 300 people from around the en-

terprise, including some from DLA Dispo-
sition Services and its finance team, linked 
up to get the effort started.  Even more 
people in DLA have since received training 
and development packages created by a 
startup team to help them get things going 
quickly. 

The team members involved for DLA 
Disposition Services are “absolute experts” 
on all levels and facets of activity opera-
tions, according to the project’s co-site 
operations lead, Paul Mank.  And while the 

effort is being spearheaded by a full-time 
team, the need for financial literacy will 
touch everyone.

 “When the auditors come out to take 
a look at us, they may talk to any DLA 
employee to understand our processes 
and controls, find audit-related docu-
mentation, etc., so it’s crucial everyone 
understand the role they play in audit 
readiness,” said Simone Reba, DLA’s Dep-
uty Director for Finance and the program 
manager for the agency’s audit readiness 
efforts, in a recent DLA Loglines article.

So what role will DLA Disposition 
Services employees play in getting audit 
ready?  Well, it might first be helpful to 
understand what audit readiness fully en-
tails.

An auditor will begin by combing over 
DLA’s financial statements.

“It starts at the tail end – what was 

•See “Audit,” pg. 20
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Good things HAPpening in Europe

(Left) Incirlik Airmen move 
furniture bound for HAP 
recipients.  (Middle) 
Romanian firefighters 
receive training on 
donated trucks at DLA’s 
Grafenwoehr site.  (Left) 
boarding school students 
receive mattresses in 
Moldova.

Barracks beds, wardrobes, medi-
cal equipment … some second-
hand items just don’t seem to 

attract a lot of demand for reuse within 
DoD.  DLA’s disposition professionals in 
Europe know this, but they also know 
the disposal costs of unwanted items, 
and so they work to maintain a robust 
partnership network helping those who 
can truly benefit from a dresser or bed, a 
dentist’s chair, or perhaps even a pair of 
ladder trucks from the 80s.

Through EUCOM’s Humanitarian 
Assistance Program, needy schools, 
hospitals and other charity organizations 
serving Europe continue to take advan-
tage of the excess and unneeded items 
generated by troops and commands 
stationed on the continent.  

HAP is closely coordinated between 
EUCOM and USAID.  U.S. ambassadors 
rely on our military presence in Europe 
to help poorer nations there – mostly 
former Soviet-controlled states – in 
strategic ways that strengthen partner-
ships and improve the image of the 

United States by providing basic and 
essential services and goods.  That as-
sistance can take many forms: disaster 
response, medical care, road and build-
ing construction, city planning and first 
responder training – and the donation 
of materials and equipment – some new 
and some used but still in decent shape.

DLA Disposition Services and the 
excess material donations generated by 
the services is an important cog in the 
wheel.  While EUCOM’s logistics director, 
Navy Rear Adm. Andy Brown, recently 
said budget limitations may force the 
command to reevaluate and tighten the 
faucet on how it supports the continent 
through HAP efforts, it would seem that 
the support type provided by DLA’s 
disposition element will continue with 
business as usual.  Dollars may dwindle, 
but some items will still be replaced or 
simply discarded; especially with plans 
for continued, gradual reductions in lev-
els of service members stationed there.

In the 12-month period ending in 
May, the Europe and Africa region of 

DLA Disposition Services dished out 
about $10.3 million in humanitarian 
donations, about two-thirds of which 
was through HAP, with another $3 mil-
lion going to ChildsLife International and 
Missions Without Borders.  

Here are some examples of what’s 
taking place across the continent:

The U.S. Army Garrison Grafenwoehr 
Fire Department turned in two used lad-
der trucks to DLA Disposition Services at 
Grafenwoehr earlier this year.  ChildsLife 
International received the trucks and 
identified the Romanian city of Barlad 
for donation.  By helping meet Barlad’s 
urgent need for modern firefighting 
equipment, the trucks will help protect 
children and their families in the city of 
approximately 100,000.

“Although the equipment is 24 years 
old, it is far more technical than they 
currently use in Romania today,” said 
Florian Ivan, a regional director for the 
organization.  Barlad firefighters were 

•See “HAP,” pg. 20

Europe 
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Scrap material provides realistic target

U.S. Navy Fleet Forces

Pilots and helicopter crews train-
ing at the Dare County range in 
eastern North Carolina have a new 

target that’s a dead ringer for the kinds 
of missile-bearing coastal patrol ships 
designed that could pose a threat in a 
time of conflict.

But this realistic target is a custom-
built shape crafted atop an old barge 
by Naval Air Warfare Center Aircraft Divi-
sion (NAWCAD)’s Detachment Norfolk, 
Atlantic Targets and Marine Operations 
(ATMO) personnel.  It was produced on a 
modest budget to provide realistic train-
ing — and survive hit after hit on the 
training range.

“All of this metal came from DRMO,” 
said Gary Houze of ATMO, discussing 
the Defense Readiness and Marketing 
Office, which handles the disposal and 
reuse of surplus military property. “No 

metal was bought for this project.”
“If we just went out to buy all this 

metal, you’re talking thousands and 
thousands of dollars,” added Steve Carl-
son, the NAWCAD Detachment Norfolk 
site lead. “The success story is the team-
work between Gary and his contractor 
team and ATMO.”

“It gives a realistic looking threat,” 
Carlson said.

Merkes and Houze both said the 
team was grateful to DRMO.

“For all the money they saved us,” 
Merkes said.

“Oh, yeah,” Houze agreed. “They 
saved us a lot of money.”

It marks a return to target training at 
the Long Shoal Naval Ordnance Area for 
the first time since 2003, when a refur-
bished target was destroyed by Hurri-
cane Isabel.

Lt. Cmdr. Martin Hill, operations and 
ranges at FACSFAC VACAPES, said the 
new target increases available training 
areas for pilots operating from bases in 

Hampton Roads.
“It adds an entire additional target 

area,” Hill said. “For naval aircraft, there 
is one main training range. There’s one 
set of targets that are close together, 
and adding Stumpy Point basically 
doubles the range availability.”

Hill said the target has already been 
of use, especially by providing greater 
flexibility in the approaches helicopter 
crews can practice during training. That 
means more realistic training.

“The guys like it,” he said. “There are 
plenty of holes in it.”

Instead of a barge with metal cargo 
boxes welded onto it, ATMO was able to 
deliver a durable target that resembles a 
potential threat pilots and air crews may 
face in real world conflicts.

“If I was still in the Navy, I’d have a 
blast shooting at that,” said Ron Brown, 
assistant target shop lead and fabricator 
with ATMO.

The following excerpts are taken 
verbatim from the Jet Observer 

military newspaper, Norfolk. 

Naval Air Warfare Center Aircraft Division Detachment Nor-
folk, Atlantic Targets and Marine Operations personnel recently 
crafted a realistic-looking range target from no-cost materials 
received through DLA Disposition Services.  U.S. Navy photos. 
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2012 class of DLA interns sees opportunities ahead

The nation may face 
drought this summer, 
but the cream of a strong 

crop of DLA Disposition Services 
internship applicants recently 
arrived at the Battle Creek, Mich., 
headquarters to begin two years 
of growth toward disposition 
mastery.

According to program man-
ager Michael Johnson, more 
than a thousand resumes were 
received this year.  A selection 
panel then spent about 400 man 
hours on reviewing and inter-
viewing, and 14 survivors ulti-
mately beat the odds and made it 
to the big show.    

“We’re looking for people 
who are creative, innovative, 
self-starters, leaders … people 
who change things,” Johnson 
said.  “When you’re looking at 
that many resumes, those are the 
qualities that set you apart.”

Most of the interns relocated 
from elsewhere to Battle Creek 
for a year of training and study.  

Workforce Development

During that year as logistics students, 
they are classified as GS-7 employees.  
After a year, three will stay in Michigan 
and 11 will move on to their ultimate 
duty station to work for a year at the 
GS-9 level.  Ultimately, after a successful 
12 months beyond that, they graduate 
from the intern program as a GS-11, with 
the kind of background understand-
ing that will hopefully position them for 
even higher grades and greater respon-
sibilities down the road.

“It’s a great opportunity; it will turn 
you into a future leader,” said intern 
Jamelia Anderson, a 2nd class petty offi-
cer in the Navy Reserve and EDRT mem-
ber out of Huntsville, Ala.  Like many of 
the interns in this cycle, she already has 
a good bit of familiarity with DLA and 

the roles Disposition Services plays in 
DoD’s logistics chain, but she knows the 
program will still be beneficial.  

“When you’re out in the field, you’ll 
understand why we do the things that 
we do,” she said.  Anderson knows the 
field, having spent six months with an 
EDRT in Iraq, where DEMIL supervisor 
David Drum and coworkers back home 
encouraged her to try for the Battle 
Creek program.

“They always told me, ‘Oh, you need 
to be an intern,’” Anderson said. 

 “Everyone’s pretty excited to be 
here,” said Courtney Gutteridge, a recent 
college graduate and former employee 
at the East Region office in Jacksonville, 
Fla.

Gutteridge is the internship’s young-
est participant, and said her year in 
Battle Creek will be the first time she’s 
ever been on her own.  She’s not too 
worried, though.  She said that in the 
very first week, the classmates have hit it 
off well.

“We’re all already close; we’re plan-
ning to do stuff this weekend,” Gutter-
idge said.  

Not everyone traveled solo.  Some 
interns brought spouses, children and 
pets for an opportunity to learn the 
organization from the ground up.

Darlene Guthneck relocated from 

Members of DLA’s 2012 class of interns watch a TED presentation on 
productivity during their first week at activity headquarters in Battle 
Creek, Mich.  After a year of study and training, the interns will move on 
to their duty position, and after another year on the job, will graduate 
the program as GS-11 federal employees. 
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Duty in Djibouti - where everybody knows your name 
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Master Sgt. Jorge Felix                 

One might imagine 
Air Force Master 
Sgt. Jorge Felix as 

a solitary man, squinting in 
the bake of the evening sun, 
standing against northeast 
Africa’s arid expanse for the 
first time, alone.  After all, he’s 
the only pure disposition spe-
cialist on an entire continent.  

But in reality, he’s too 
busy to be lonely.  Plus, he’s 
making friends.

“I’m constantly busy, from 
helping the customers with 
their turn-ins, to actually 
going to their sections,” Felix 
said.  He regularly has a plan 
for a 12-hour workday, but 
“always” works more.  “What 
happens is, a lot of times, 
customers just want to come 
in and dump everything at 
once, and you’re like ‘no, no, 
no, no, you can’t do that, 
you’ve got to get me some 
1348s.’”

So, Felix ends up help-
ing, training, and conducting 
research for units because 
sometimes it’s just faster that 
way.  In the process, he’s 
making personal connections 
and giving DLA a good name.

“I have more routine 
customers,” Felix said.  “You 
actually become friends, be-
ing that it’s a small camp and 
you get to know everybody, 
especially the customers that 
walk in all the time.  Some 
organizations send the same 
person over and over, so you 
get to know them by their 
first names.”

Camp Lemonnier, where 
Felix is working in Djibouti, 
supports a wide variety of 
troops, many belonging to 
Combined Joint Task Force – 
Horn of Africa, formed shortly 
after 9/11 and whose main 
missions include de-mining, 
counterterrorism, counter 

piracy and humanitarian 
missions.  Felix said the mis-
sion and workload in Africa 
continue to grow, but the 
camp’s current size makes it a 
prime opportunity to network 
and work face-to-face with 
customers.

“It’s all about customer 
service.  I’m always pass-
ing out my card, talking 
to customers.  I take their 
names and write down what 
they’re looking for on my 
spreadsheet, just in case I see 
something,” he said.

Felix met the base master-
at-arms, who later came to 
Felix and said he needed a 
safe.  “I said, ‘I’ll keep a look 
out,’” Felix said.  “A week 
later, an Army unit turned in a 
five-door safe.  I said ‘per-
fect.’”

Felix met and trained 
an Army captain on how to 
search for and requisition 
items.  The captain ordered 
eight generators from Hill Air 
Force Base that saved his unit 
$200,000 his first day in the 
system.

Felix met some base 
sailors when on a last minute, 
cross-country mission to re-
cover six pallets of rope from 
USNS Joshua Humphreys to 
free up critical deck space 
before it went back out to 
sea.  While checking out of 
post for the three hour drive 

to meet the ship, some sailors 
recognized his name and said 
they had heard good things 
about him.   

Felix remembered who 
they were referring to; some 
warfighters who came in with 
mangled paperwork and 
instead of sending them away 
to make corrections, he gave 
a lesson on the spot, working 
through the documentation 
with them line by line.

“But to hear a friend of a 
friend hear your name, know 
who you are and say ’So-and-
so said you were a really nice 
guy and helped them out 
tremendously,’ … and I was 
like, ‘wow, that’s what counts.  
That’s what matters,’” Felix 
said.

If Felix met … seems like 
a theme, well, it is.  In a place 
where you’re the only person 
with the expertise to provide 
the service you provide, it’s a 
good thing when everybody 
knows your name.

“I’m always just trying to 
make things better for the 
next person,” Felix said.  He 
hopes to rotate out before 
his 10th anniversary in late 
August.  But in the meantime, 
he continues to try and train 
new people and units as they 
filter in and out, grabbing a 
first sergeant or senior chief 
as they come and go, mak-
ing sure they know that he is 
there, and more importantly, 
there for them.

“So far, it seems to be 
working great.”  

Air Force master Sgt. 
Jorge Felix, DLA Disposi-
tion Services Djibouti’s 
disposal service rep, 
poses outside the site in 
the horn of africa aor.  
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New online tool identifies DLA customer needs 
Customer Analytics

Defense Logistics Agency em-
ployees have a new portal on 
eWorkplace to access customer 

data designed to help them understand 
and connect with customers.

According to Brenda Ellis, a team 
member with DLA Logistics Information 
Service’s Customer Outreach Branch, a 
new customer relationship management 
tool from the DLA Logistics Information 
Service known as the CRM Customer 
Analytics portal provides easy access to 
information to help anticipate customer 
needs.  Ellis said the portal provides 
insight and analysis that employees need 
to foresee customer trends and build 
lasting customer relationships. 

“What a great resource to have in 
regards to our customers,” said Brenda 
Olds, a Logistics Operations customer 
support representative to the Marine 
Corps.  

Olds and Logistics Operations col-
league Sue Carter recently created a 
framework for a DLA Customer Assistance 
Logistics Course, Marine Corps Logistics 
Base Albany, Georgia.  Having worked 
with the Corps, Olds said she understood 
Marines’ needs for awareness and train-
ing about DLA processes, products and 
services across their logistics community 
in the region, but did not know who to 
invite to attend the training. 

“The information we received from 
the CRM Analytics team was spot on,” 
Olds said. “We were able to pinpoint 
who was contacting DLA in the region 
from our installations and why they 
were calling.” 

Olds explained how DLA Logistics 
Information Service CRM Analytics 
generates a list of customers in the 
region who contact the DLA Customer 
Interaction Center, creating a potential 
audience to invite to the course and 
“tailor our training to what the audience 
needed.  It simplified our preparation 

and operation.” 
Ellis said the team gathered data 

from the Customer Relationship Man-
agement database that compiles the 
contacts made with customers from 
all branches of the military as well as 
federal agencies and private businesses.  
Agency customers inquire daily through 
the CIC, the Defense Supply Centers, 
and other agency subject matter experts. 
Customer questions range from the sta-
tus of requisitions, how to gain access to 
DLA information systems, get a National 
Stock Number or how to turn in items, 
to name a few.  Ellis said the answers 
come from query processes that retrieve 
selected data from the CRM database.  
Team members perform custom search-
es, conduct trend analysis and provide 
charted or itemized information back to 
the requestor. 

“The output generated to the re-
questor enables them to better un-
derstand their customers and engage 
in proactive ways to build improved 
customer relationships,” Ellis said. 

“I am excited about what the cus-

tomer analytics team is doing for the 
enterprise,” said Vicki Christensen, who 
is responsible for providing Customer 
Engagement Strategy training to newly 
appointed action officers for Operations 
and Sustainment.  Action officers are en-
couraged to use the CRM analytics team 
to perform customer intelligence for 
senior level officials who plan to engage 
and visit with customers.

“This service completes a 360 degree 
approach to the customer service we 
want to perform at DLA,” Christensen 
said.  “We are using the information pro-
vided to better understand our custom-
ers and improve customer satisfaction 
levels across the enterprise.”

To submit a CRM customer analyt-
ics request, visit the CRM Customer 
Analytics page in eWorkplace (https://
eworkplace.dla.mil), select the “Programs 
& Initiatives” tab, then select “CRM 
Customer Analytics.”  Interested parties 
may also contact the team by email at 
CRManalytics@dla.mil.

Ken Tomalka
DLA Logistics Information Svc.
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Tim Hoyle
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Gerald Charlton, the 
new disposal services 
director for the Pa-

cific, said that  based on what 
he had already learned about 
DLA Disposition Services, he 
was “extremely excited” by 
the agency’s focus on warf-
ighter needs and excellence.  
He said he already feels a 
part of the organization.  And 
while the mission and his new 
customer are different, Char-
lton hopes to make the same 
type of difference in DLA as 
he did in the Coast Guard.

In her June 18 welcome 
message, DLA Disposi-
tion Services Director Twila 
Gonzales cited Charlton’s 
“terrific leadership track 
record” at “building high-
performing teams.”  A retired 
Coast Guard commander, 
Charlton spent more than 
30 years honing his leader-
ship skills there.  His logistics 
tours included service as a 

logistics department head for 
the U.S. Coast Guard Sector 
Mobile, Ala., and a tour at the 
Maintenance and Logistics 
Command Pacific in Oakland, 
Calif.

Charlton recently spent 
a couple of weeks in at DLA 
Disposition Services head-
quarters in board meetings 
and orientation visits, and 
at a senior leadership team 
workshop in Ann Arbor, Mich.  

From the short time he has 
been with DLA Disposition 
Services, Charlton said he has 
already been amazed by the 
people he has met.

“Everyone is extremely 
knowledgeable, intelligent 
and kind,” Charlton said.  
He added that he has been 
“extremely impressed by the 
quality of the people and 
their absolute dedication to 
the warfighter and complet-

ing the mission.”   
No stranger to the Pacific, 

Charlton remembers his time 
at Barbers Point, Hawaii, 
from 1982 to 1985.  He said 
he loved the diversity of the 
people, the cultures and the 
logistical challenges of the 
Pacific. Charlton also loves 
the outdoors and describes 
himself as an avid diver, 
backpacker, and surfer.  His 
greatest passion, however, “is 
making a difference in other 
people’s lives.”  For more 
than 20 years, Charlton said 
he has actively worked with 
organizations and one-on-
one with kids at high risk.

 “I feel like we are mak-
ing a difference every day, 
and that truly inspires me,” 
Charlton said. “My number 
one focus right now is our 
customers, the warfighters, 
and our people.”  

New Pacific leader focusing on customer 

DLA Disposition Services Pacific region direc-
tor Gerald Charlton comes to the agency with 
more than 30 years experience as an officer, com-
mander and logistician in the U.S. Coast Guard.  
Charlton said he’s impressed by the workforce’s 
“absolute dedication” to the warfighter.
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and the Earthworks facility manager. 
“We’re doing good things here; we’re 
making dollars and sense.”

The average person may look at a 
pile of compost and see only dirt, but 
according to Ron Norton, contract solid 
waste and recycling program manager at 
the public works office, “It’s black gold 
to us.”

It is gold for warfighters and families.  
The active recycling and composting 
programs help fund base Morale, Wel-
fare and Recreation programming.

Castro helped initiate the com-
post sales, received weight readings 
and consulted contractors on removal 
procedures.  The actual composting is 
continually conducted by public works.  
A little bit of compost scrap remains on 
site in between each sale, Castro said, so 
the sale requirement remains open and 
redundant paperwork isn’t required.

Area manager Robert Burrell aims to 
export the idea to his other applicable 
sites, like those in Alaska.   Burrell and 
Castro think the idea can and should be 
considered across much of DLA Disposi-
tion Services.   

“I would hope so,” Castro said.  “In a 

time of DoD budget crunches, if you can 
find ways like this to generate revenue, 
more power to you – put it out across 
the field.”

Putting it out across the field would 
seem to be a good thing to do with both 
ideas and compost.  All that green just 

from saying “yes.”
  

Ken MacNevin
Public Affairs

“In a time of DoD budget crunches, 
if you can find ways like this to 

generate revenue, more power to 
you – put it out across the field.”

Llewelyn Castro

•From “Batteries,” pg. 6
Glenn called the sales office in Battle 

Creek, Mich.  As she suspected, the St. 
Julien’s Creek, Va., site still had a battery 
recycling contract in effect for the Tide-
water area.  The contractor was thrilled; 
battery replacements had all but ceased 
in that area, and they were more than 
happy to cover recyclables coming from 
King’s Bay as well.  

With a modification to that contract, 
removals of the batteries resumed.  Two 
removals have now taken place – nearly 
550,000 pounds of recyclables requir-
ing 28 tractor trailer loads to ship out 
– with up to two more potentially on tap, 

saving about $325,000 in disposal costs 
before the end of 2013.   

“Lorin did a lot of work to make this 
happen, to get the contract set up and 
get the wheels in motion,” said Rockford.  
“She went above and beyond what is 
required and she did a great job with it.”

“It made me happy to not have to 
send them to the landfill,” Glenn said.  
The existing contract modification 
worked out for the Navy, for DLA Dis-
position Services, the contractor and the 
taxpayer.  “Everybody’s happy, and we 
saved all that money.  … Saving money 
for the government is everything to me.”

Jake Joy
Public Affairs

Jake Joy
Public Affairs

Ohio for the internship, and her fiancé 
resigned from his position and came 
with her.  She was going, said she 
was taking the dogs, and he wanted 
to be there, too.  She said she looked 
forward to the chance to comprehen-
sively learn the job.

“It’s wonderful working for an 
agency that actually wants to train 
you,” Guthneck said. 

Hopes are high in the group, as 
they get oriented to their new home 
and prepare for 12 months of training.

“We’re all willing to learn the pro-
gram and, in the end, I think we’ll all 
be successful in the positions we fill,” 
said Gutteridge.

•From “Interns,” pg. 15
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thrilled with the capabilities 
the new equipment has to 
offer, he said.  

DLA’s Grafenwoehr dispo-
sition site hosted equipment 
training for the firemen from 
Romania, and DLA reutiliza-
tion specialist Peter Steinb-
runner helped the new own-
ers with registration, technical 
inspection requirements and 
the vehicle insurance needed 
for the 1,200 mile drive back 
to Barlad.

Farther east, at Incirlik 
Air Base in Turkey, airmen 
regularly team up with local 
DLA Disposition Services site 

staff to send truckloads of 
HAP furniture to orphans, 
refugees, and the outpatient 
facilities that serve them in 
the Republics of Georgia and 
Azerbaijan. 

“I love seeing this equip-
ment being reutilized. It’s go-
ing to the right place where 
people need it,” said Sedat 
Deryalar, a DLA Disposition 
Services property disposal 
specialist. 

In 2009, Incirlik donated 
about $78,000 worth of 
furniture to the Republic 
of Georgia to help furnish 
a youth camp that special-
ized in helping children with 
diabetes.

At Kaiserslautern, Linda 

Wagner regularly patrols a 
150-mile swath of Germany 
where she receives, inspects 
and coordinates removal of 
HAP property and arranges 
transport to programs in 
need across Europe.  Just 
before Christmas, the site re-
ceived a thank-you note from 
HAP recipients in Moldova.

-From the Auxiliary 
Boarding School, Razalai, 
Moldova

Administration of the 
Auxiliary Boarding School 
Razalai, Sangerei district, 
brings you sincere thanks 

for the mattresses you have 
sent for children. These 

mattresses are very soft 
and comfortable. We feel 

ourselves good and healthy 
sleeping on them. We are 
very grateful to you for all 
good you have done for 

us.  Due to the fact that the 
winter holidays approach 

and the most beloved chil-
dren’s holiday - Christmas, 

we wish you a new year 
full of happiness, wealth, 

strong health and achieve-
ments. Merry Christmas and 

a Happy New Year! 
With profound respect, 
Director of the School, 

Lon Vulpe

Jake Joy
Public Affairs

•From “HAP,” pg. 13

spent; and they’ll track it back 
to the need,” said DLA Finance 
Disposition Services audit 
readiness site lead Isaac Stan-
ley.

Done correctly, a state-
ment should represent the full 
cost of doing business.  For the 
agency’s financial statements 
to pass muster, funds (bud-
get), inventory, real property 
and general property must 
all be accounted for.  So: how 
funds were spent, how much 
excess materiel was received, 
where it is located, how em-
ployees spent their time, and 
what equipment is being used 
to do the work.  All the doc-
umentation needs to make 
sense, and come with accom-
panying justifications.

“We want independent 
auditors to be able to come 
in and say ‘these numbers are 
believable,’” said field stew-

ardship advocate Bill Ginn.
A big part of coming up 

with believable numbers lies 
in adopting common pro-
cedures for a wide variety of  
processes executed daily by 
DLA employees, specifically 
“any process that affects our 
financial position – timesheets, 
inventory, expenditures, sales,” 
said Stanley.  “This is an op-
portunity to standardize our 
processing and get everyone 
on board.” 

So, if it has a financial ef-
fect whatsoever, DLA wants 
everyone – regardless of loca-
tion – conducting that process 
to do it the exact same way, 
according to the standards 
that will be developed through 
dialogue between DLA head-
quarters and the audit readi-
ness site teams.

Some people will inevitably 
be asked to change the way 
they do certain things, even if 
they have been doing it that 

way forever, and even if they 
believe their way is better.  
Team members say not ev-
ery process change identified 
will immediately make things 
better, but it will put DLA on 
firm, accountable footing, and 
future opportunities for con-
tinuous process improvement 
projects and employee sug-
gestion and feedback chan-
nels will remain open.

“We’re not necessarily trying 
to improve processes.  We’re 
just trying to instill controls to 
mitigate risk of inaccurate fi-
nancial reporting,” Stanley said.  
“If we can make something bet-
ter, that’s a byproduct of what 
we’re doing here.”  

Financial literacy training will 
play a big role in helping every-
one understand the importance 
of process standardization ef-
forts, which, in turn, will help 
make DLA audit ready.

“They could end up coming 
to you and asking you specific 

questions about how you do 
your job; ‘are you following 
the SOP?’” said Mank.  “We’re 
trying to help the workforce 
understand why timesheets 
matter, why the accuracy of 
data they input into DAISY or 
RBI is important, why a receiv-
er needs to know what finan-
cial impact he makes through 
his receiving decisions.”

By knowing what the finan-
cial impact is, and adhering to 
a set of standard procedures 
for each process, individuals 
will understand the bigger ef-
fects of their decisions, and 
make the smarter choices that 
can ultimately help DLA be-
come more accountable even 
as it faces smaller budgets. 

“If they have more financial 
awareness and operational in-
tegrity, they can make a better 
decision for DLA as a whole,” 
said Mank. 

•From “Audit,” pg. 12
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Reading for professional growth
“The Apple Experience - Secrets to building insanely great customer loyalty,” 

by Carmine Gallo

•See “Apple,” pg. 22
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So what’s the secret to becoming 
Earth’s most valuable company?  

For starters, a company probably 
needs to provide a world-class product 
or service - no small feat in itself.  But 
the magic ingredient, the thing that dis-
tinguishes the greatest from the merely 
great, according to corporate brand 
communication coach and former jour-
nalist Carmine Gallo, happens when an 
organization can “create an exceptional 
experience” for its customers - whether 
online, over the phone, or in person.

Gallo argues that its not enough to 
simply provide goods and services: it’s 
the experience that counts, and its the 
experience that will earn return custom-
ers.

In his new, 235-page book “The 
Apple Experience: Secrets to Building 
Insanely Great Customer Loyalty,” Gallo 
focuses his considerable powers of 
analysis and observation on one of the 
world’s most distinct and envied retail 
showrooms - the Apple Store.  

The Apple Store, a place where a Joe 
off the street can interact with “Ge-
niuses,” or have his questions answered, 
no matter how simple or technical, and 
where he and his kids can put their 
hands all over some of the newest and 
most elegant electronic hardware and 
computer software on the planet.   

Gallo understands that not everyone 
has products as attractive as Apple’s to 
lure people in the door in the first place.  
But his book does an excellent job of 
recognizing and distilling 
the customer 

service philosophies and
techniques Apple uses to
turn frontline staff into 
“evangelists” and 
customers into 
unapologetic “fanboys,”
and he lays the concepts
side by side in an
easy-to-read, easy-to-
understand fashion that
should be neatly
translatable to nearly 
any type of organization
or business that 
deals with customers on
a consistent basis.

“The concepts you’re reading will help 
you create an exceptional experience 
for your customers whether you sell a 
product or service in-store, on the Web, 
or over the phone.  It’s my contention 
that Apple has refined the customer ser-
vice model to the highest degree of any 
major corporation,” Gallo writes.

“... Apple has refined 
the customer service 
model to the highest 
degree of any major 

corporation ...”



•“Apple,” from pg. 21
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The Culture of War, by Martin Van Creveld
The World Is Flat, by Thomas Friedman  

Feeding Mars, by John Lynn 
Credibility, by James Kouzes and Barry Posner

A Peace To End All Peace, by David Fromkin
Kaizen, by Masaaki Imai

Turning To One Another, by Margaret Wheatley 
Built To Last, by Jim Collins and Jerry Porras

Coaching for Performance, by Sir John Whitmore
Learning to Think Strategically, by Julia Sloan 

Managing by Storying Around, by David Armstrong
The Truth About Leadership, by James Kouzes and Barry Posner

Built on Trust, by Arky Ciancutti, M.D., and Thomas Steding
Management Lessons from Mayo Clinic, by L. Berry and K. Seltman

Just Be Honest, by Steven Gaffney
Freakonomics, by Steven Levitt
Good to Great, by Jim Collins

On Becoming A Leader, by Warren Bennis
Start-Up Nation, by D. Senur and S. Singer
The Facebook Effect, by David Kirkpatrick
The Secret Life of Bees, by Sue Monk Kidd

The Living Company, by Arie DeGeus
Start With Why, by Simon Sinek

Additional recommended reading titles are listed in the
DLA Disposition Services Professional Reading list

available via our Intranet site.

Gallo has crafted a customer experi-
ence handbook that relies on anecdotes 
highlighting both good and bad cus-
tomer service to build his theories and 
defend his concepts.

The opening, “Inspiring Your Internal 
Customers,” focuses on first ensuring 
employees are properly groomed and 
motivated.  Gallo believes organizations 
shouldn’t expect customers to enjoy 
conducting business with it if their own 
employees didn’t truly care about the 
product or service they provide.

Gallo observes and shares stories of 
employees properly trained in what he 
terms the Apple “Five Steps of Service,” 
and those who were not, as part of the 
second section, “Serving Your External 
Customers.”

The final section focuses on the actual 
stores themselves; the attention to aes-
thetic presentation that makes a visit to 
the Apple Store stand out in the minds 
of those who walk across the threshold.  

The book offers “checkout” sections 
at the end of each chapter, much like a 
chapter review one might find in a high 
school math book.  These pithy point-
ers are valuable, and, if ripped or jotted 
down from the book and placed side-
by-side on a breakroom bulletin board, 
would serve as an ideal checklist by 
which employees and supervisors alike 
can and should ask themselves each day: 
“Are we using these principles to create 
a truly great experience for our custom-
ers?  If not, why not?”

Former Apple CEO Steve Jobs said he 
wanted to focus his company on giving 
people what they need.  Gallo is answer-
ing Jobs’ implied question by saying 
that what people need, as customers, is 
to not only walk away with the certainty 
that the product or service they just ac-
quired will enrich their life, but with the 
feeling that the interaction itself did.

That’s what creates “insanely great” 
customer loyalty.       

DLA Disposition Services 
Essential Reading
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Dec.
Category I

1st Place - Thomas Haegele,
Colorado Springs

Category III
1st Place -  Timothy Cronk, J331
2nd Place - Roy Sprunger, J411

3rd Place - William Getchell, Holloman

Category IV
1st Place - Laurie Clark, J422

2nd Place - William McCormick, J311
3rd Place - Brian Echtinaw, J91

Category V
1st Place - Kathy Atkins-Nunez,

East region

Jan.
Category I

1st Place - William Beer, Oklahoma City

Category II
1st Place - Leroy Flynn, Jacksonville

2nd Place - Tina Watson, J7

Category III
1st Place - Ronald Brooks, J33

2nd Place - Kristie Davis, Misawa
3rd Place - Bruce Rohrer, J4

Category IV
1st Place - Arthur Welsh, DB
2nd Place - Heidi Heuser, J9
3rd Place - John Awkerman,

J322

Category V
1st Place - Rufus Guillory, 

Colorado Springs

Feb.
Category I

1st Place –  John Walsh, Riley
2nd Place - Thomas Madden, Arifjan

Category II
1st Place –  David Williams, San Joaquin

2nd Place - Robert Bruen, Anchorage

Category III
1st Place - Eddiely Quejados, Yokosuka

2nd Place - Ronald Chavis, J413
3rd Place - David Sams, Arifjan

Category IV
1st Place - Carol Fix, J421

2nd Place - Randolph Smith, DB
3rd Place - Andrew Sanchez, Lewis

W  RLD
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Mar.
Category I

1st Place – Musa Sinim, Incirlik
2nd Place - Daniel Roussel, San Antonio
3rd Place - Kenneth Shepard, Columbus

Category II
1st Place – Tammie Mejia, J411

2nd Place – Kathleen Martinez, J51
3rd Place –  Patricia Paikai, J762

Category III
1st Place – Luciano Lima, Lajes

2nd Place – Carlos Santiago, San Antonio
3rd Place - Ahmed Hasan, J411

Category IV
1st Place - Franklin Chenman, DB

2nd Place - Kay Knotts, J52
3rd Place - Nathaniel Gaunt, J72

Category V
1st Place - Neil Watters , J321

DLA 
DISPOSITION 

SERVICES

Employees 
of the 
Month



        

        M
y name is:  Dawn How    

        

        I a
m:  a materials examiner and identifier

        
at DLA Disposition Services Lewis with almost four

        
years of service. 

        D
escribe your job in a sentence:  I support warfighters

        
and other valued customers by issuing requested property

        
and receiving excess material. 

       W
hat is your favorite thing about working at DLA?

       I t
hink the care we provide each other in

 property management,

        
and to our customers, is awesome.  Everyone continues to make

        
the extra effort to support all; we have a hardworking team!

       
       Favorite memory at DLA?  I have the satisfaction of interacting

        
        

        
      w

ith more than 20 differe
nt customers daily, and

        
        

        
        

       I
 get to experien

ce their ju
bilation and see how

        
        

        
        

        
        

   DLA is able to provide them with needed

        
        

        
        

        
        

        
        

resources.

        
        

        
        

        
        

        
        

I personally see on a daily basis

        
        

        
        

        
        

        
      h

ow we are saving our customers

        
        

        
        

        
        

        
   thousands of dollars with the 

        
        

        
        

        
        

        
  services we provide.

DLAI AM


