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A 
Culture of 
Service
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Many businesses
just don’t care

Makes Cents…
Companies with strong cultures tend

to enjoy better returns on investment, higher net 

income growth, and 

bigger increases in share price 

than firms with weaker cultures.

‐Adam Zuckerman  International Survey Research
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You should care …

Better returns on investment

Higher net income growth

Bigger increases in share price 

You should care a lot …

Less Burnout

Lower Turnover

More Productivity

Higher Profitability
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S E  R  V   I   C   E
in Fabulous

“Our Business Strategy since 2005 has been 
to invest in company culture, with the belief 

That the culture will ultimately drive 
employee productivity, customer service 

quality and brand strength.”
‐ Tony Hsieh
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Zappos: Growth 

11

# 1 in 2011!
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127 years in a row!!

Attitudes, Feelings,
Values and Behaviors 
that characterize and
Inform a group and its

members
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Company Culture

14

Ask the people

15
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To live and deliver WOW!

Great Experience. 
(even if you don’t have to call us!)
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Zappos Customer Loyalty Team
(Calls – Emails – Live Chat)

Customers 
come back…
Customers 
come back…

75% +

& shop

More often!

& shop

More often!

Order 
>2.5x 
per 
year

Customers tell 

Their friends

Customers tell 

Their friends

40% +
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Do your
interactions with

each other 
resemble the
experience you

give to your customers?

Is it clear that
you are living 
your purpose
every day?
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jwolske@zappos.com
Twitter 

@zapposinsights
Facebook.com/zapposin
sights

Zapposinsights.com
For more information!

speaker@zapposinsights.com


