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Every employee in Zappos started as a customer loyalty team member (C.L.T.), regardless of
the employee’s future role. New hires learned about the kinds of things C.L.T. members did to
~“WOW ™" or surprise cusomers with fantastic service. The new hires even spent two weeks
taking phone calls from customers. Zappos’ customer service included some straightforward
but unusual standard practicesM a 365 return policy, free shipping both ways, 24-hour
customer service, a toll-free phone number for service inquires prominently displayed at the
top of every page, and assistance in reaching competitors if Zappos could not satisfy a
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customer request. Most call centers were sterile and could experience turnover as high as 300
percent annuallyM their main goal was to keep service costs down. Zappos, however, did not
see its call center as an expense; rather, as Hsieh explained, ~We believe that it’s [telephone
customer service] a huge untapped opportunity for most companies, not only because it can
result in word-of-mouth marketing, but because of its potential to increase the lifetime value of
the customer. " The team member’s job was to WOW customers. They answered the phone
cheerfully but without a script, a standard tool for most phone reps. They were not
compensated on how many calls they handled during their shifts but were told to spend as
much time with customers as it took to resolve their issues. Zappos even kept a record of the
Jongest customer callM the last was on July 5, 2009 when a C.L.T. member spoke for 5 hours,
25 minutes and 31 seconds. The call began as an inquiry into the Masai Barefoot Technology
shoes but evolved to personal topics, including the customer’s sister. These conversations
helped build the brand, as Hsieh explained: ~We want our representatives to let their true
personalities shine during each phone call so that they can develop a personal emotional
connection with the customer. " (20%)
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5. What is business model? Is it possible for a firm to pursue more than one business model at the

same time? (12%)
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