CRAVIN’ SOMETHING SWEET? NEED A DAILY BUZZ?
MOO-VING IN THE RIGHT DIRECTION?

EXPRESS YOURSELF!

by Lee Lyons

VALPARAISO - Every day, thousands of morning
commuters get their gasoline, java buzz , a square
donut, and a heartfelt Good Morning from their
neighborhood Family Express store before heading
in to work. And every evening, thousands more
make a quick stop for milk, bread, or even, fresh

owers, before heading home.

In between times, an endless stream of
customers depends on the nearest Family
Express for everything from iced
fountain drinks to hot sandwiches
and fresh baked goods.

Some come for the service
smiling, friendly, intensely
positive and some come
for the convenience
there s a Family
Express near most
major intersections
and highways
throughout the
region but most
come for a
combination of
the two and the 18
signature brand
items that make
Family Express
stand out among a
landscape of

ordinary retailers.

We think of

ourselves as a

convenience store and
fueling center with a

unique di erence,

explains founder and

owner Gus Olympidis,
who started with one

store and a vision

back in 1975. Our
family serving yours is
what Family Express

is all about.

Building

relationships is our most
important goal,

Olympidis says. We

want our customers to know that we care about them
and their families. We want to give them the freshest
goods and the best value for their money. And we
want to give them the best and friendliest service.

Which may be why Olympidis opened his 50th and
51st stores this year and why their house brands,
unique style, and emphasis on customer service has
made them so popular.

Out of all of the brands we ve created for
Family Express, Olympidis says, the living
brand is the most important. Our employees are

FACT:

500 pounds of powered
sugar is used at the
bakery each day -
sweet!

Express
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Viogelpohl is currently experimenting with little
mu ns and new avors in an endless quest to add
to the product choices available to customers. The
same goal brings frequent changes and additions to
the stores inventories, with fresh owers and
plants joining lottery tickets and household
products on the store shelves and a constant desire
to improve and expand to meet customer needs.
One of the newest additions is the Buzzed energy
drinks, made in Valparaiso.

The distribution concept is the keys to all this
variety and freshness. Each store receives one
exceptionally well-coordinated delivery a day,
rather than 3 to 4 per week, per vendor, which often
amounts to more than 50 a week for chain
convenience stores, and the mountain of paperwork

the living brand . Their positive attitudes and
exceptional service is what de nes the brand and
makes it unique.

Employees are taught to greet every store
customer with a cheery Good morning and to
think of customers as guests and neighbors and
learn their names and faces.

Focus on customer service enabled
Family Express to open its 50th and 51st stores.

In order to create this company culture of
friendliness, Family Express is very selective in its
hiring process: only about one in every 50
applicants makes the grade and gets hired.

The end result is an atmosphere that is a model
of e ciency, cleanliness, and service that
Olympidis hopes will encourage customers to return
to his stores again and again and to depend on them
for a wide variety of their daily needs.

Every Family Express store is, rst, a fueling
center (in the company parlance), a place where

FACT:
2,700 sandwiches
are made daily,
both hot and cold
varieties - yum!

and sta time that goes with it. Tom Navarre, vice
president of Petroleum Marketing and Logistics,
oversees this end of the business.

Each store s order is customized
speci cally for the needs and
buying habits and its customers. Trays of Cravins
Market items are assembled at the
distribution center until there is a stack of bins,
tagged for a speci ¢ store, with just the
number of fresh-made goods and things like milk
and potato chips that the store is likely to need.

At the end of the line is the refrigerated loading
dock and the eet of Moo Trucks supervised by
Frank Pariso, Fleet Maintenance manager.

The distinctive Moo Trucks are so called
because of the happy farmer and cows decorating
the sides of the big semis, including one blue cow
who appears to be oating upside down. Its a bit
of company whimsy that goes well with the square
donuts and the fact that Moo Trucks horns say a
loud moo rather than honk out on the road.

customers can get gasoline for their cars, including
the increasingly popular E-85 hybrid gas. But the
Family Express stores are much more than mere

gas stations, o ering more than 15 unique brands
and hundreds of other services and national brands,
as well as their own specialized customer-oriented
company culture.

Freshness is almost an obsession with Olympidis,
just as important, perhaps, as developing a unique
service-style and brand selection. The combination

has resulted, for example, in Family
Express s own brands like the Java
Wave gourmetco ees, which are
made using Itered water and
Arabica beans, and which are
subject to a time schedule
that ensures freshness.
Craving something to
eat? Family Express s
own Cravins Market
o ers a selection of
hot and cold foods
and national
brands, but it s the
freshly made,
unique bakery
goods and
sandwich items
made fresh at the
distribution center
in Valparaiso that
give Cravins its
name and
reputation. There
they make 2,700
sandwiches a day in
both hot and cold
varieties, and 12,000-
13,000 bakery items,
including giantmu ns
insix avors and
square donuts
( because we dont cut
any corners ).
Responsible for all
this tasty production is
Dennis Vogelpohl, who
has been with the
company for 8 years,
and is currently the
Production Manager of the Bakery and the
Commissary at the Distribution Center. He
supervises a sta of bakers, sandwich makers, and
assorted helpers, who create Cravin s selection of
signature foods for the stores.
It s a 24-hour a day process, Vogelpohl
explains. There s always someone here, whether
it s cleaning crews or bakers coming in to make the
dough.
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FACT:
12,000 to 13,000
bakery items are

created every
day - wow!

All of which contributes to the goals of freshness
and value that owner Gus Olympidis envisioned,
while keeping the overall context light and friendly.

Serving our customers needs is our rst goal,
says Olympidis. Thats why we re here.

For a look at the Moo Trucks (or to nd out where
to buy areplica), or to get the latest sale and pro-
motional information and download coupons, visit
the Family Express website at
www.familyexpress.com .
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