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World’s Largest Home Improvement Retailer 
 

Stores: 2,248  (as of 9/14/12) 

Operations: U.S., Canada, 

Mexico and China 

Associates: ~300,000 

Revenue:  $70.4B USD (FY11) 

Member of DOW; NYSE (HD) since 1981 
1) Continuing operations 



The Power of a Values-Based Business 
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Taking Care of Our Associates, Customers & Communities 



Inverted Pyramid 
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Customers and Associates First 



The Power of The Home Depot 
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Delivering a Best in Class, 
Interconnected Retail Experience 

Passionate About 
Customer Service 

#1 Product Authority for 
Home Improvement 

Disciplined Capital 
Allocation Driving 
Productivity and 

Efficiency 

Interconnected 
Retail 



We Sell Projects, Not Products 

•Broad       

Assortment 

•Style Relevant 

•Slow Turning •Small–Cube 

•High Value 

•Easily Shipped 
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Million 

Hours of 

Training 

Annually 



Customer Service 
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Training Model 
Self-Study 

Homework 

• Email 

• Phone calls 

with trainer 

Associate  

Coach 

• Virtual class 

• Pre-requisite eLearning 

Assessments 



Speed, Reach, Consistency 

Master Trainers in 

Atlanta train 

associates across 

the country 



Social Media & Interconnected Retail 
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The Warehouse 
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Online Community Fosters Solutions 
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Customer Service Results 
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1) U.S. Consumer University of Michigan , The American Customer Satisfaction Index 



Recognition Programs 
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Stay True to Your Values 




