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REI: A Differnt Kind of Company

It all started with an ice ax

• 1938: 23 climbers formed REI as a member-
owned cooperative

• Today, the largest consumer co-op in the U.S.
• 21M members
• 174 stores in 41 states + District of Columbia
• REI Experiences – classes, rentals, day tours and 

multiday adventure travel
• Our mission is to get people outside
• 70% profits shared with employees, members 

and outdoor communities
• Charter and mission as a co-op shapes 

everything we do
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The Voice of the Customer

• Continuous engagement with the customers truth
• Always on listening posts at every touchpoint that drive 

action
• Examples: Alaska Listens, Premera Listens, REI VoC
• Create empathy via customer stories and quotes, listening 

to customer service calls 
• Customer-facing employees are closest to the truth
• Gemba walks

Create action & empathy
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Why do we exist?

• Anchor your CX program in your mission and 
business model

• Alaska Airlines >> Easy/Efficient
• Blue Cross >> Improved outcomes/lower 

cost/better CX
• REI >> Enable life outside

• Gear & Apparel
• Life-changing outdoor Experiences
• Content: Expert Advice, Co-op Journal
• Community
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Serving Customer Journeys

Changing how we work

• Optimizing transactions >> Enabling end to end journeys
• Building journey maps & service blueprints to orient 

teams (Example: Lifetime Membership)
• Shifting from vertical to horizontal ways of working (Ex: 

Curbside pickup, Cycle)
• Seamless technology platforms
• New success metrics: CSAT, NPS, LTV
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Innovation is Key 

• Customers are changing, expectations are rising
• From optimizing known model to exploring new 

territory
• Innovation is hard
• COVID-19 created burning platform: Curbside 

pickup, virtual outfitting
• Innovation center of excellence to run 

experiments at scale
• Building new muscles around testing, failing, 

iterating, learning



Impact
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“I honestly don’t know how to put into words what these REI 
trips have meant for my mental and physical health during the 
pandemic. I’m not sure I would survive continuing to be a nurse 
if it weren’t for the change to get outside and adventure safely 
with y’all. Thank you so much for your work in making my 
life better and helping me sustain my career in 
healthcare during these challenging times."

We fight for a life outside



Thanks and Q & A


