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	 	 The	WarFighter

DDC Customer 
Support 
Operations 
collaborating 
as Air Force 
transforms 
maintenance

The	Defense	Distribution	Center	Air	Force	
Customer	Support	Team	is	engaging	with	Air	
Force	and	other	Defense	Logistics	Agency	
field	activities	to	improve	understanding	as	
the	Air	Force	transforms	its	maintenance	
operations.

The	Air	Force,	like	the	rest	of	the	
Department	of	Defense,	is	committed	to	
improving	war-fighting	capabilities	through	
transformation.	The	Air	Force	was	conceived	
as	an	organization	to	take	advantage	of	new	
technology	of	flight	to	support	the	goals	of	
national	security.	

DDC’s	Customer	Support	staff	hosted	a	
recent	gathering	of	Air	Force	and	Defense	
Supply	Center	Richmond	representatives	
to	discuss	maintenance	transformation	at	
Oklahoma	City	Air	Logistics	Center,	or	OC-
ALC.		Discussions	centered	around	Air	Force	
transformation,	Distribution	Planning	and	
Management,	Distribution	Reengineering,	
and	Customer	Support.		

“This	type	of	communication	is	critical	to	
improving	understanding	between	DDC	and	a	
customer	who	is	making	important	changes	to	
their	business,”	said	Denise	Parker-Kanelos,	
DDC	customer	operations	support	chief.

DDC’s	Defense	Distribution	Depot	
Oklahoma	City,	Okla.,	or	DDOO,	is	also	
engaged	with	OC-ALC,	its	largest	customer,	
and	meets	weekly	to	discuss	supply	chain	
management	and	is	a	fulltime	member	of	the	
OC-ALC	Transformation	cellular	design	team.	

“DDOO	and	the	OC-ALC	are	forging	
an	excellent	working	relationship.”	said	
Dennis	Goodnight,	DDOO’s	BRAC	and	
Transformation	Project	Officer.		“By	learning	
their	processes	and	helping	them	redesign	
the	ALC,	it	gives	us	some	insight	to	their	
unique	needs	and	enables	us	to	provide	better	
support.		We	are	excited	about	the	opportunity	

2003,	Gagnon	departed	in	May	
2006	for	a	six-month	tour	in	
Kuwait.		At	the	Defense	Logistics	
Agency	Contingency	Support	
Team	in	Kuwait,	he	was	assigned	
as	the	Officer	in	Charge	of	Class	
IX	components.		Gagnon	managed	
a	team	of	material	expediters	who	
procured,	tracked,	and	shipped	
critical	repair	parts	within	the	theater	
of	operations.

DLA	maintains	a	stock	of	these	
repair	parts	and	components	that	are	
what	the	U.S.	military	calls	Class	IX	
material.		These	can	include	items	as	
small	as	batteries	and	spark	plugs	to	
expensive	high-end	parts	for	tanks,	
hummers,	and	helicopters.	

DCST’s	mission	is	to	use	their	
supply	expertise	to	anticipate	the	
needs	of	the	war	fighter	and	quickly	
move	critical	supplies	to	its	customers.		
These	parts	are	essential	to	all	U.S.	
and	coalition	forces	that	operate	in	the	
joint	operations	area.

“Typically,	we	worked	80-hour	work	
weeks,”	says	Gagnon.		“Sometimes	my	
team	and	I	worked	more,	depending	
upon	the	needs	of	our	customers.”		
Operating	in	an	environment	proved	
to	be	rigorous	and	exhausting	for	the	
Lieutenant	and	his	team.	

Despite	the	long	hours	and	tiring	
work,	he	found	the	experience	to	be	
extremely	rewarding.		“I	not	only	
had	the	opportunity	to	liaison	with	
key	players	throughout	the	DLA	
enterprise,	I	also	had	the	distinct	
privilege	of	working	together	
with	logisticians	across	all	other	
services.”		Gagnon	expresses	that	
the	professional	knowledge	acquired	
during	his	deployment	will	carry	
him	throughout	his	career	in	the	
Supply	Corps.		More	importantly,	
he	leaves	Kuwait	with	the	assurance	
that	his	efforts	contributed	to	
helping	U.S.	servicemen	stay	alive	
in	the	Middle	East.

Gagnon’s	next	tour	of	duty	is	in	San	
Diego	at	Amphibious	Construction	
Battalion	ONE.

to	partner	with	our	biggest	customer	as	we	
transform	together.”

The	first	business	unit	Air	Force	is	
transforming	at	OC-ALC	is	the	repair	and	
overhaul	of	the	F100	Aircraft	Engine,	part	
of	OC-ALC’s	76th	Maintenance	Wing.		The	
F100	transformation	is	expected	to	take	27	
months	and	result	in	a	30	percent	reduction	
in	time	and	14	percent	reduction	in	unit	cost.		
Work	began	in	May	2005.	

The	Air	Force	selected	Battelle	to	execute	
their	Maintenance	Transformation	Program	
Contract	at	the	OC-ALC.		Battelle	will	
collaborate	with	OC-ALC’s	76th	Maintenance	
Wing	to	implement	an	effective	transformation.		

The	F100	transformation	efforts	incorporate	
Lean	manufacturing	techniques,	and	will	
affect	supply	chain	management	and	facilities.		

Lean	is	a	program	for	continuous	process	
improvement	and	is	widely	used	throughout	
DOD	and	commercial	industry.

Dialog	is	crucial	in	understanding	how	
DDC	contributes	to	the	overall	Air	Force	
enterprise	effort,	Parker	said.		DDC’s	
Customer	Support	staff	continues	to	engage	
the	Air	Force	Supply	Chain	Management	IPT	
on	a	bi-weekly	basis.	

In	one	instance,	the	DDC	Business	
Planning	Office	processed	a	request	for	
310	different	items	in	support	of	the	F100	
Lean	efforts	at	OC-ALC.		Of	these	items,	
DDC	enabled	270	of	the	items	to	be	stocked	
directly	at	DDOO	based	on	the	demand	
history.		Furthermore,	DDC	processed	
numerous	redistribution	orders	moving	
material	based	on	availability	to	DDOO.		
DDC	Business	Planning	continues	to	apply	
hands-on	attention	to	these	and	other	Lean	
efforts.

Additionally,	in	collaboration	with	Battelle,	
DDOO	proposed	an	improved	Maintenance	
Turn-in	Process	and	the	repositioning	of	fast	
moving	DLA	items	next	to	the	maintenance	
shops.		As	a	result,	extra	space	was	made	
available	for	the	positioning	of	faster	moving	
items	along	side	the	maintenance	operations.		

DDOO	support	time	to	Maintenance	was	
reduced	from	18	hours	to	18	minutes	on	
some	items.		Turn-in	points	were	streamlined	
to	two	locations	and	are	now	moved	to	
transportation	several	times	per	day.		

DDOO	continues	to	work	in	conjunction	
with	future	transformation	planning	and	
partners	with	Air	Force.


