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Background about the organization. 

 A company that was born in 1998, based from Vancouver, BC Lululemon has provided their 

guests with various styles of yoga, run and lifestyle gear. Lululemon is a company that contains 

approximately 2,861 employees. This company believes in building community and maintaining a 

healthy active-life-style. A Canadian brand that has succeeded throughout the years and has gone 

international. With several of stores open throughout the world, Lululemon prides themselves in their 

garments; if your garment does not perform for you, not to worry! Lululemon will take it back-anytime. 

Business Objectives. 

The objective is to ensure all employees are providing the guests with the proper education and 
the similar return quality process. 

 Providing outstanding customer service, with no confusion. 

 Staff meeting’s within each store, store support, head office, and guest education 
center. 

 Educate all Lululemon employees on the return quality process. 

 Everyone is using the same jargon (lingo) 

 Consistent guest experience-similar manner 

The guests will no longer receive different services when reaching out to the store, guest education 
center nor support office. All employees (educators, sales, head office, etc.) will be following the same 
quality return process using the same jargon. 

Creative Strategy and Tactics. 

 As the objective is to ensure all employees are providing the same quality return process to our 
guests, this process will take not just one member to succeed but a several. Therefore, this process is a 
team effort based.  In consideration of Lululemon priding themselves on their garment quality, because 
Lululemon has gone selling their products internationally the focus is also international. 

Target Audience. 

 The audience is ensuring all employees of Lululemon are all on the same page, preventing any 
confusion for the guests. To ensure all staff members are informed by the changes of the return quality 
process. 

Key Messages. 

1. Ask strategic questions 
a. What was the stores/educators reason for not accepting the return? 

i. What is the store location you visited? 
b. What is the problem with the garment? 
c. What were you using the garment for? 
d. How were you caring for the project? 

2. Picture Provided/Bring in garment. 
3. If the product is not performing for you, we would love to make this right for you. 

These three key messages will benefit the employees as it still displays what Lululemon prides 
themselves as with the performance of their product, as well as it displays better understanding before 
jumping into a resolution.  

 



Budget. 

   

Training Booklets: $12/Qty. 2861/$34.332 

Extra hours for staff meetings: $30 (2hrs.)/Qty. 2861/$85,830 

Development hours: 5 people/5 days/3 hours x $20/$1500  Total: $121,662 

Timeline. 

November 30  December 1 December 2 December 3 December 4 

Brainstorm 
ways to 
approach guest: 
Return quality 
process layout 

Changing the 
jargon (lingo): 

Strategic 
questions 

Email out the 
changes to the 
return quality 
process and 
provide 
management 
with booklets 
for employees 

Staff Meetings: 

Going over 
booklet and 
changes. 

Provide staff 
with the jargon. 

Implement the 
changes. 

Any guest who 
approaches 
stores/gec/store 
support will 
receive the same 
return quality 
process. 

Plan for Evaluation. 

 In order for Lululemon to know if the employees are on the same page and the guest are 
receiving the same guest experience throughout all channels, the company will keep a look out for 
number of quality returns that are being processed and any complaints. Furthermore, Lululemon will 
keep account the feedback surveys, and will take into consideration the amount of live chats, and emails 
that have to do with performance issues. Likewise, these numbers will be evaluated two weeks after the 
new return quality process has been implemented and will be looked upon the guests experience via 
email, live chat, and store experience and store support phone calls. To ensure Lululemon is successful 
in regards to the employees being on the same page, this will be observed by the guest feedback 
received in regards to no longer being told different things from different stores or channels.  

Conclusion. 

Lululemon is making changes to their return quality process ensuring that all guests are being 
handled in a similar manner when their garments are no longer performing; that being said, the 
objective is to ensure the employees are all on the same page. This plan is great as it still prides on the 
company’s quality slogan which is, “if our product does not perform for you, we’ll take it back-anytime.” 

$650 $4,650 $8,650 $12,650

Training Booklets

Extra hours for Staff Meetings.

Development hours

Chart Title

total Quantity Price



 References for Images in PowerPoint background: 

www.bargainmoose.ca  

 

 

 

(https://en.wikipedia.org/wiki/Lululemon_Athletica, n.d.) – Lululemon approximate employees. 

  

 

 

  

  

  

 

 

  

 

 

 

 

 

 

 

 

http://www.bargainmoose.ca/lululemon-sale/

