It’s Not About The Shoes 200 e

How Zappos Rebuilt Itself with a Single I1dea

Culture and Core Values as Our Platform

'The Internet is hot... so what can we sell online?

How to Sell Shoes Online?

10-C01‘e Values, Zappos, 9

: Deliver Wow through service

Embrace and drive change

Create fun and a little weirdness

Be adventurous creative and open-minded

Pursue growth and learning

Build open and honest relationships with communication
Build a positive team and family spirit

Do more with less

Powered by Service, risich, 142

-Risk-Free Purchasing through free shipping both ways

-365 day return policy

-Marketing based on engagement rather than creating buzz
-24/7 Warehouse inefficiently run to enable the fastest

filling of orders (some orders can be delivered in as little as 8hrs.)

-No Upselling and call center calls are not timed.

CLT, Customer Loyalty Team, Hsich, 131
Zappos name for their call-center. Most companies
have satellite call-centers to handle customer service
but in order to stick to their mission their entire

call-center had to be integrated into their headquarters

and was renamed the “Customer Loyalty Team”

Deliver WOW Through Service, iisich, 161

“At Zappos, anything worth doing is worth doing with WOW. Wow
is such a short, simple word, but it really encompasses a lot of things. To
WOW, you must differentiate yourself, which means do something a

little unconventional and innovative. You must do something that’s above

and beyond what’s expected. And whatever you do must have an

emotional impact on the receiver. We are not an average company, our
service is not average, and we don’t want our people to be

average. We expect every employee to deliver WOW. “ Hsieh, 160

Zappos is run online and does not have a ware-

1

2.
3.
4.
5.
6.
7.
8.
9.

Be passionate and determined

Be Humble

house, how can they fill orders and carry hun-

dreds of brands? Chatkin

Embraces drop shipping Moves to Kentucky BIG IDEA

Buys own warehouse
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Delivering Happiness

©

3 TYPES OF HAPPINESS

SELF

HAPPINESS

ACTUALIZATION
SELE;SI#IACAZFEPSCY HIGHER PURPOSE
e CREATIVITY MORTALITY
Happiness Framework risich, 233 FLOW and ENGAGEMENT,
ACCEPTANCE OF FACTS
-Perceived Control
Perceived P SELF ESTEEM
-Perceived Progress ACHIEVEMENT STATUS
_Connectedness RESPONSABILITY
-Vision / Meaning (Being a part of something bigger than yourself)
PASSION
FLOW and ENGAGEMENT,
Time flies

ALL IN

CEO Tony Hsieh decides to sell his own
house and invest $2,000,000 of his money

PLEASURE
ROCKSTAR,
chasing the next hight

TIME ®

to save the company.

2006
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CEO Founder Nordstrom Executive

Tony Hsieh Nick Swinmurn Fred Mossler

2005

$370,000,000
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g Katherine Bennett

Alexander Livingston

1999 2000 2001 2002 2003 $184,000,000 el

$1,600,000 $8,600,000 $32,000,000 $70,000,000
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