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Background 

 Walmart Stores Inc. is a force to be reckoned with and a household name in the United 

States. In 1991 the company opened its first international store in Mexico City Mexico. Two 

years later the company’s international efforts expanded and Walmart International was born. 

The company currently has 5, 651 stores in 26 countries outside of the United States. These 

stores employ 780,000 associates. About 90 percent of the stores operate under a different name 

than Walmart, but according to the company, they all operate under the premise of saving people 

money so they can live better lives (“International,” 2012). 

The Situation 

 While Walmart International continues a periodic slow growth, it is not steady or 

dependable. The company has invested billions into developing its international division. 

Although a few of its international stores have seen some success, the company was forced to 

close its locations in two countries in 2009 and risks closing more if changes are not made soon 

(Boyle, 2009). 

 The biggest issues center around each store winning the hearts and minds of the local 

people in each individual country including its employees. Some countries equate the slogan 

lower prices with inferior products. Since the company’s slogan involves promoting its lower 

prices, this could be an issue in these countries. The company has also experienced poor 

customer service from untrained employees, communication problems between the company and 

store managers, and misunderstandings have caused the company to provide products and 

services the majority of individuals in a particular country cannot use. Without correcting all of 

these issues the company could face closing more of its stores (Boyle, 2009). 
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The Audience 

There are internal and external audiences who need to be addressed immediately to see 

the best and quickest turnaround of this situation. The primary internal audience includes the 

employees who work for the company at all levels and in all nation locations. This includes 

everyone from Walmart executives to the associates and managers at each Walmart International 

location. The executives need to establish a plan to investigate the culture of each country and 

determine what is best. The managers and associates need better training on what is expected of 

them and how they should treat customers.  

The external communication should be directed at the customers and potential customers 

in each country with a Walmart owned store. The company needs to reach out to this audience 

and show them through words and actions that shopping at Walmart can offer them great 

opportunities, provide them with quality services, and save them money. This is especially 

important as many countries try to wiggle out of an internationally bad economic situation. 

The Goals and Messages 

 The goals of this plan are to improve customer service, improve employee relations, 

demonstrate to consumers across the Walmart globe the advantages to shopping at one of their 

stores, to increase the amount of customers at each location, and to increase Walmart revenues at 

a greater and more even rate throughout each year to come. Within these goals are several 

messages. The main message is that Walmart cares enough to learn about its customers or 

potential customers. Another is that the company promotes the best working atmosphere for its 

associates and the best shopping experience for its customers. Finally the goals will also send the 

message that saving money can have great results for all involved.  
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Strategies and Tools 

 The first strategy is to stop believing that a one size fits all approach will work. Research 

should be conducted on each country and region within those countries that house Walmart 

owned stores. It would include researchers talking to the local people and the local officials. It 

would also include visiting competitors in each location to observe the types of products and 

services these stores carry. This is the best way to discover what the people in each area need and 

want as far as products and in a good shopping experience. This will be done with a small team 

of researchers who will report back to company executives. Once the important products and 

services have been determined buyers for each location will set about ordering these items on a 

quick but gradual basis. 

 The second strategy will be developing a set of customer service standards as well as 

general standards for employee behavior and expectations. These will originally be based on US 

standards, and altered after representatives meet with members of the more successful 

international locations. Once established they can be distributed to each employee in the 

appropriate language of that location. It will also include an international hotline that will allow 

employees to ask questions or to report employees who are flagrantly ignoring the policies. 

 Retraining will also be involved, but it can be done on a more gradual basis and based on 

the most pressing needs. Teams that include executives as well as top performing Walmart 

associates will travel to the different locations and hold mandatory training seminars. The 

locations with the worst customer service or the most pressing need will receive the first training 

seminars. These will be selected based on the research conducted in the earlier strategy as well as 

financial reports. 
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 The final strategy, equally as important as the others, will involve reaching out to the 

people of each Walmart location. This involves promotion, promotion, promotion. The best way 

is through special events, press release and advertising. The marketing and advertising 

department will develop specific strategy in this area, but in the mean time the public relations 

team can begin implementing special and free events that will attract people to come to the stores 

and give them a try. The primary event will be a special fair that offers different stations setup 

around the store. Each station will promote something different through cooking and product 

demonstrations. This would show the public that Walmart provides good quality products that 

they can use. At each demonstration and throughout the stores would be the price comparison 

signage that would show how much the customer saves as well as the benefits to this product. 

The demonstrations could continue on a smaller basis once or twice a month, but the signage 

could remain up where customers could see it indefinitely. Various stations could include a 

hands on feature where customers can sample or try the products. Each station would also have 

demonstrators who could answer a variety of questions and give out coupons that could be 

collected and redeemed for a one time discount at the store on the total purchase.   

  Promoting these events and the changes to the stores would include television and radio 

spots when available, newspaper advertising when available, press releases to the local media, 

and signage throughout the area. These public relations tools including their use, design and 

frequency would need to be determined based on the local research results on customs and 

regulations for the individual areas. 

Monitoring 

 Financial statements from each location would be the best way to monitor the program’s 

success. Each country would need to be looked at separately since each country is different in its 
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cultural makeup and behaviors. Employee turnover rates would be evaluated to see if the 

company and management were living up to its standards and the number and type of calls to the 

hotline would be recorded. Customer service would be evaluated through the financial success 

and improvements at each location, but they could also be reviewed through a short survey 

depending on the culture and the willingness of the people to participate in such surveys. 

Timeline 

 Since this is a critical situation many of these issues would need to be addressed 

immediately. The most urgent need would be for the research to be conducted. Other portions of 

the plan would be based off of this research. Once the most critical areas are determined based 

on financial records, the research teams would be dispatched, spend about a week conducting the 

research and return with their written findings. These would then be delivered to executives in a 

meeting and the results would be communicated with those dealing directly with that particular 

country and set of stores. 

 While the research is conducted, the original set of employee and customer service 

standards can be developed. Once the research is complete, the standards can be revised to better 

merge Walmart standards and policies with the customs of the stores location. Within a month of 

the final research report, the standards should be printed and distributed to the location. Within a 

year each store should have an established set of standards to follow. Also within the first year 

each store should be trained on proper customer service techniques. Each training session will be 

held within a month of receiving the printed employee and customer service standards. 

 Promotion of the new stores including the appropriate press releases, and television, radio 

and newspaper ads, should begin about three months after this plan is put into action. The plan 
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will be monitored for about a year and necessary revisions will be made. The financial 

monitoring will continue as it does with all stores, including US locations, indefinitely. 

Conclusion 

 Walmart Stores Inc. has a great opportunity to really make itself a global force. Once it 

begins recognizing that each country is individual with different customs and beliefs, it can tailor 

the shopping experience to fit a wider range of consumers. This will expand its reach and in turn 

expand its profits. 
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Presentation Outline 

Topic and Welcome Statement: Welcome to Hladik Communication Consulting Inc.’s 

presentation on Walmart Stores Inc.’s international business operations. This presentation 

contains the necessary measures to salvage the company’s international business dealings by 

improving the relationship between the company and its international associates and customers. 

My name is Michele Hladik. I will be giving you are presentation and answering your questions 

today. I will also be your primary contact on this project. 

I. Walmart Stores Inc. is a force to be reckoned with and a household name in the 

United States, but it has experienced numerous problems in its international 

locations and faces closings in several countries. 

a. The first international location opened in Mexico City in 1991. 

b. The company now has 5,651 stores in 26 countries outside of the United 

States. 

i. About 90 percent of these international locations operate under a name 

other than Walmart. 

ii. They employ 780,000 employees. 

II. Walmart International has already closed its South Korea and Germany locations 

and risks closing more if sales do not improve. 

a. Growth at these locations is slow and undependable. 

b. Billions have been invested in these operations and could be lost if the 

locations are forced to close. 

c. The biggest issues involve winning the hearts and minds of consumers as well 

as the associates in each individual country. 
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i. To do this they must learn more about each country. 

ii. They must also recognize that each country and region is different. 

1. Poor customer service by employees has affected business. 

2. Confusion and misinterpretation over the Walmart slogan has 

also had a negative impact. 

3. Poor communications and training with employees can also be 

blamed. 

III. There are several internal and external audiences who need to be addressed 

immediately to see the best and quickest turnaround of this situation.  

a. The primary internal audience includes the employees who work for the 

company at all levels and in all nation locations.  

i. Walmart executives are the first level of internal communications. 

1. They need to establish a plan to investigate the culture of each 

country. 

2. Once investigated these reports need to be seriously considered 

and changes implemented. 

ii. Walmart associates and managers at each Walmart International 

location are the second level of internal communications.  

1. The managers and associates need to know what is expected of 

them. 

2. They also need better training on how they should treat 

customers.  
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b. The primary external audiences are the customers, potential customers in each 

country with a Walmart owned store.  

i. The company needs to reach out to this audience and show them 

through words and actions that shopping at Walmart can offer them 

great opportunities, provide them with quality services, and save them 

money.  

ii. This is especially important as many countries try to wiggle out of an 

internationally bad economic situation. 

IV. The key goals and messages of this plan is to improve customer service, improve 

employee relations, demonstrate to consumers across the Walmart globe the 

advantages to shopping at one of their stores, to increase the amount of customers 

at each location, and to increase Walmart revenues at a greater and more even rate 

throughout each year to come.  

a. These let the public know that Walmart cares enough to learn about its 

customers or potential customers.  

b. They also show the company promotes the best working atmosphere for its 

associates and the best shopping experience for its customers.  

c. Finally the goals will also send the message that saving money can have great 

results for all involved.  

V. There are several strategies and tools that will help us accomplish our goals. 

a. The first strategy is to stop believing that a one size fits all approach will 

work.  
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i. Research should be conducted on each country and region within those 

countries that house Walmart owned stores.  

1. Research would include researchers talking to the local people 

and the local officials.  

2. It would also include visiting competitors in each location to 

observe the types of products and services these stores carry. 

3. This will be done with a small team of researchers who will 

report back to company executives.  

4. Once the important products and services have been 

determined buyers for each location will set about ordering 

these items on a quick but gradual basis. 

b. The second strategy will be developing a set of customer service standards as 

well as general standards for employee behavior and expectations.  

i. These will originally be based on US standards, and altered after 

representatives meet with members of the more successful 

international locations.  

ii. Once established they can be distributed to each employee in the 

appropriate language of that location.  

iii. It will also include an international hotline that will allow employees 

to ask questions or to report employees who are flagrantly ignoring the 

policies. 

c. Retraining will also be involved, but it can be done on a more gradual basis 

and based on the most pressing needs.  
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i. Teams that include executives as well as top performing Walmart 

associates will travel to the different locations and hold mandatory 

training seminars.  

ii. The locations with the worst customer service or the most pressing 

need based on the research process, will receive the first training 

seminars.  

d. The final strategy, equally as important as the others, will involve reaching out 

to the people of each Walmart location.  

i. This involves a lot of promotion.  

ii. The best way is through special events, press release and advertising. 

1. The primary event will be a special fair that offers different 

stations setup around the store.  

a. Each station will promote something different through 

cooking and product demonstrations.  

b. This would show the public that Walmart provides 

good quality products that they can use.  

c. Each hands on demonstration throughout the stores 

would display special signage that would show how 

much the customer saves as well as the benefits to this 

product.  

d. The demonstrations could continue on a smaller basis 

once or twice a month, but the signage could remain up 

where customers could see it indefinitely.  
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2. Promoting these events and the changes to the stores would 

include television and radio spots when available, newspaper 

advertising when available, press releases to the local media, 

and signage throughout the area.  

VI. Financial statements from each location would be the best way to monitor the 

program’s success.  

a. Each country would need to be looked at separately since each country is 

different in its cultural makeup and behaviors.  

b. Employee turnover rates would be evaluated to see if the company and 

management were living up to its standards and the number and type of calls 

to the hotline would be recorded.  

c. Customer service would be evaluated through the financial success and 

improvements at each location, but they could also be reviewed through a 

short survey depending on the culture and the willingness of the people to 

participate in such surveys. 

VII. Since this is a critical situation many of these issues would need to be addressed 

immediately.  

a. The most urgent need would be for the research to be conducted and once it is 

completed, other portions of the plan could be implemented as needed.  

i. The most critical needs for immediate research would be determined 

based on financial records. 

ii. The research teams would spend about a week conducting the research 

and return with their written findings which would be presented to 
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Walmart International executives in a meeting and then communicated 

with those dealing directly with that particular country and set of 

stores. 

b. While the research is conducted, the original set of employee and customer 

service standards can be developed.  

i. Once the research is complete, the standards can be revised to better 

merge Walmart standards and policies with the customs of the stores 

location.  

ii. Within a month of the final research report, the standards should be 

printed and distributed to the location.  

iii. Within a year each store should have an established set of standards to 

follow and each store should be trained on proper customer service 

techniques.  

iv. Each training session will be held within a month of receiving the 

printed employee and customer service standards. 

c. Promotion of the new stores including the appropriate press releases, and 

television, radio and newspaper ads, should begin about three months after 

this plan is put into action.  

d. The plan will be monitored for about a year and necessary revisions will be 

made.  

Conclusion 

 Walmart Stores Inc. has a great opportunity to really make itself a global force through 

Walmart International. Once it begins recognizing that each country is individual with different 
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customs and beliefs, it can tailor the shopping experience to fit a wider range of consumers. This 

will expand its reach and in turn expand its profits. Thank you for allowing us the chance to 

present our presentation. I’d be happy to answer any questions you may have at this time. 
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