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ZAPPOS

To Kavovuv pe Xwovpop

O1 melateg ™S Zappos.com ivar QRUICUEVOL Y10, TV 10YVPY TLOTH TOLS KOI EIVOL
evkoro va katalafer kaveic yati. O Awcvfovov Zdufoviog, Tonmy Hsieh, Eyer
ONULOVPYNOEL Ui ETLYEIPNON OCIOG OLTEKOTOUUDPLWV OOAGPIWYV TOPEYOVTOS EVTVYIO TE
TEAOTES KO £PYaLOUEVOVS. AKOUN KOl 01 GOVAOEAPOL ETLYEIPNUATIES IKAVOTOLODVTAL
KaOws ovalntovy TEPIOTOTEPES TANPOPOPIES YIO. TO UOVAOIKO UEIYUO. YIODUOP,
ovuraleiog kol vyning moiotnrog eComnpétnons reiatwv. I1ag to kaver § Zappos,

Otav o Atevbivev Zoppovrog g Zappos, Tony Hsieh, tav o emitipog KaAespévog
otV eknounn «The Colbert Reporty», o mapovciactrg Stephen Colbert tov micoe va
ATOKOAOYEL TO HVOTIKO TNG TEPAOTING EMTVYIOG TG Zappos kal TV Pabidg miotng
TV tedatov G O Hsieh andvince 6t1 0 okomdg g Zappos ivar va mopadidet pio
KOTATANKTIKN eumelpio pali pe Kabe Kouti pouymv 1 TOTOLToIMV. XNUEPA, 1) ETALPELL
Bpioketon povipa otov kotdroyo Fortune tov «KoAidtepov Etopeidv otig omoieg
unopet va Epyaoctel Kaveioy.

Acvow0wetog Hyétng, AcuviOiotog Epyodotng

H Zappos.com 13pvOnke 10 1999 mg 10 mvevpatikd todi tov Hsieh kot tov Nick
Swinmurn. Méca og Aya ypovia 1 etoupeio pe €dpa to Las Vegas tpapnée v
TPOCOYN TOL W10KTNTN TS Amazon, Jeff Bezos. EvBovoidotke 1000, TOL aryopoce
Vv gtopeio vrocydueVog av unv avapelydel otov Eeywplotd Tpdmo, e TOV 0010 TN
drowovoe o Hsieh.

H pnyovn avalnmong Land yapoaktnpilel ) Zappos «omddeypa yio ToV TpOTO
Sraductoaknc emaphc pe Tovg Tehdregy.” Ko, akdpmn kot petd mv eEoyopd te omd
v Amazon, | Zappos 01011 |pnoe Tov Tpocavotoiono te. H adidkonn emdimén
amd TV etaipeio TG LIEPTAUTNG EUTMEPLAG Yo TOV TEAdTN elvarl TAEov Opviwn. H
Zappos TPOGPEPEL EEALPETIKA YPNYOPT ATOGTOAN Ywpic Tpdcsbetn emPdpovvon kot
KOAVTTEL T €000 EMGTPOPT|G GE TEPITTMON UM 1KAVOTOINONG TOV TEAATN 0T TO
TPO1oV Y10 omorodNTote Adyo, omoladnmote otryur). Katd tn yvoun tov Hsieh, 1
papka Zappos apopd Ayotepo o€ £va GUYKEKPIUEVO €100 TPOIOVTOG Kol TEPIGGOTEPO
otV Tapoyn KaAng e&ummpétnong teddt. ‘Exet mel, «®@a pmopodoape vo avijkovpe
o€ 0mOloONToTE KAAO0, 6TOV 0moio Ba S10POPOTOIOVUACTE HEGM TNG KOADTEPTG
ELTINPETNONC TOL TEAGTN KoL THG KOADTEPTC EUTEPTOC V1o TOV TEAGTN.»
OpapaticOnke, eniong, To EUPANU TG Zappos OTIC OEPOYPOUUUES KOL TO EEVOSOYEL,
€QOCOV 1 VAN PEGIO TANPOVGE TIG AKPIPBELG TOV TPOSAYPAPES.

Miao KovATOVpPO. EVOOKIN GG

H emituyio g Zappos €ykettar oty KOLATOOpO TG €TOpeiog Kot Tnv acvuvioiot)
eEwotpépeta, v omoia evBappHvel o Hsieh peta&d tov epyalopévav, tov Tointdv
KOl TOV GAAOV ETYEPNOEDV. «AV TETOYOVUE GTNV KOVATOVPO», ONA®GE, «OAa TO



A, Ommg M papka Kol 1 eEumnpétnon Tov TEANTN, anmAd o akolovOncouvv ...
O&hovpe va KaAlepynBel avt 11 KOLATOVPA, OGO TEPICGOTEPO OVOTTUGCOUACTEN.

O Hsieh yapaxtmpiotnke o¢ «o eEumvotepog AvOp®TOC oTNV TOAN OO TO TEPLOOIKO
v emyepnpotieg Vegas Inc.. O Hsieh moteder 611 ov gpyalodpevol mpémel vo
alcBdvovtal €ledBepor yuoo vo gival 0 €0wTOG TOVG. AVTO onuaivel OTL Ogv
YPOVOLETPOLVTAL Ol KANGES 0UTE YOpPNYoLVTOL £TOUES EPMTOMOKPIGELS YOl TOVG
EKTTPOCAOTOVG  €ELANPETNONG  TEANTOV  EVM  OPYOVAOVOVTOL  GLYVO  TAPTL
LETOUPIEGUEVOV KOl YIOPTEG Kol 6TOAGHOT o€ KAOe Tunpo. Me dAla Adyia, mapéyeTon
OTOVG EKTPOCAOTOVS £ELTNPETNONG TEANTAOV TO omapaitnto mepldmplo erevbepiog
KWWINOEWV, OOTE VA LETATPEYOLV TOV KOOE TEAATN 68 EvOOLG1DOON TEANT.

Kown Awookédaon yia Olovg

O Hsieh miotedel 1660 Pabid onv KovAtovpa TG Zappos, MOTE EYEL MG OMOCTOAN
TOV VO TN HOPOoTEL pe KdBe €va Tov TPOKEITAL VO OKOVOEL Xg £va TPOYPOLLO TOV
ovopaleton «Zappos Insightsy», ot «Evayyehmotéc e Etoupeiagy Eevayodhv opdadeg
tov 20 atopwv ota ypapeio g etarpeioc oto Las Vegas. Ta ypageia Eeyelilovv
oLVl amd apiceg Kol YPOUATIOTH UTAAOVIO, TOPOVCIALOVTAG GTOVG EMIOKENTES TV
EIKOVOL EVOC €PYOCLOKOD YDPOL TOV EMPPOPEDEL TNV ATOLKOTNTO KOL T1) OLOCKEONOT)
eloov pe toug wavomomuévoug meAdteg. YndAAnAot euoohv kOpveG Kot yTLTAVE
KOVOOVVIOL Y10l VO YOPETICOVY TOVG EMOKENTEG OTIG 16 efdopadiaieg Eevaynoelg kot
k@O Tuquo mpoomabel va mpooeépel €vo Mo eE®TIKO KoAwodpiopa omd TOo
nponyovpevo. «H apywn 10éa Ntav va mpocBécovpe Alyn dackédaomn», MAwoe o
Hsieh, aAld e€ediybnke oe guyevi| QuALQ, «koBOC TO emOUEVO TN ite: Mmopolpe
Vo, TO KAVOLpLE KOLM)r(C,pOL.»4

O Eevaynoelg yivovtal dmpedv, oAAd moAlol EMCKENTES EMAEYOVV VO, EYYPAPOVV GTOL
LOVOT|LEPO KOl OTO. SMUEPO CELVAPLO KOTAPAAAOVTOG KOGTOG GUUUETOYNG Yol VO
euPabvvovy otnv KovAtovpa TG Zappos. -Oélete va pabete mmg vao TposAapPavete
epYalOUEVOVG TTOL JECUEVOVTOL GTNV ETAUPIKT KOVATOVPA,; -Oa £YeTE TNV gVKAPi VO
HAnoete pe tovg €pYalOUEVOVLS GTO TUNUO dlayeipiong avBpdmveov ToOp®Y TG
Zappos. -Awydte vo pabete TL KAvEL TOVG TEAATEG VO Epyovtor Eavd ko Eavd; -
Potmote v Oudoa Apociowong Iehatov. -Xag €xel Aetyel 10 omitikd eayntd; -H
Kopueaio eumelpio TG S UEPNG EKTOUOEVTIKNG KOTOUOKAVMOONG €ival 1o yedua GTo
onitt tov Tony Hsieh, 6émov pmopei va yivelr ekteviig ocvl{nmon pe tov ido tov
AtevBvvovto ZOpBovAo 1o TNV eEvmmpétnon Tov Telatdv.

Oocot emBopodv va eVIpLENGOVY GTO. HLOTIKA €mTV)ioG TG Zappos, Ywpig va
tagwéyouvv oto Las Vegas, pmopodv va eyypagodv oty kowvotnta — UOvo yio Pén —
OV TOPEXEL TPOGPOCT O OMTIKOOKOVOTIKEG CLUVEVTELEELS KOl GUVOMIAIEG pE TN
dtoiknon g Zappos. ZnTnoTe T0 EVYEVIKA Ko 1 eTopeia Bo cog oteilel dwpedv Eva
avtitumo tov «devkwuoros Kovitovpas te Owkoyévelag e Zappos», Nio. €TMol0
oLALOYN oo 10€eC TV €PYAlOUEVOV OYETIKG LLE TNV OTOGTOAN Kot TS 0EIEC NG
etapeiog. O Hsieh exdidel tov dikd tov Eeywplotd top0, pe titho: «lIpoopépoviog
Evtoyion.



H Enopevn Ilpa&n g Zappos

Tv axohlovBei Aowmov; Kabog n Zappos avantdcoetor TALOV KAT® amd TNV OUTpPEL
™G Amazon, 1 omoio avamtOeGETAL, €mMioNG, ovveyms, kot o Hsieh agiepdvel

TEPLOCOTEPO YPOVO GE KOWMOVIKEG LANPECIES, OUAMeS kol apBpa, Bo pmopéoetl M
KOVATOUpO NG Zappos vo emPudoel 6Ty mopeiat avtng g ovamTuéng Kot g
mBovig petafaong oe véa nyecia; Oa dtatnpnoet n etarpeio TNV gunuepio TG Kot T
eNUN Tov KaAoL £py0doTn; Eyel d1e16600el 1 povadik nyetiky oepayidoa tov Hsieh
1060 Pabid OTIC ETOUPIKES TPOKTIKES, DOTE VO Topapeivel GOkt axkdun Kot Emeita

amd TV aAloyn nyeciag;

Epomioeig yia v Avaivon g Iepintoong

1.

Xvlnon Ilow givor Ta Wiaitepa YopaKINPIGTIKE KO TO VYOG TNG NYEGIOG TOL
emdekvoel o Hsieh ot Zappos; Xe moleg mAevpég ¢ nyeciag tov Kpivete OTL
VIapyxovV TpoPAnuaTe; Mmopel 1 CLUYKEKPILEVN NYETIKN TPOGEYYIoT va vioBeTtnOel
amd GAAOVG NYETEG Ko AAAOVS OPYOVIGHOVE 1) €Vl TPOCAPUOGUEVT ALGTNPE GTO
TPOCMOTO TOV GVYKEKPYLEVOL NYETT KO GT GUYKEKPIUEVT ETOPELDL;

. Zolnton Mmnopeite va Bpeite mapadelypoto TepIoTATIKOV 0T Zappos, OTov M

Oewpio Myeciog Oldpouns-otoyov tov House emoAnfevetar 1 StoyevdeTat,
E&nyeiote v amdvinon cog.

Enihvon Hpopinudtrov O Tony Hsieh sivar peydhoc otoyaoctg ko 1 Zappos
etvar avoueopnmta to wodl Tov. AcyoAeitor, OU®S, KOl PE OpOaoTNPLOTNTEG
QUAaVOPOTIOG Kol KOWOVIKNG OVATTUENG TTOL SEGUELOVLY TTOAD OO TO XPOVO TOL.

Towg, emiong, va emvonoel véeg 10€eG. UG EKTANdELTNG MYEGiag, ol Pripato o

mpoteivate

Meportépm ‘Epevva Evtomiote T1g tedevtaieg eEelifelc ot Zappos Kot Tig
tpéyovoeg dpaoctnpotteg tov Tony Hsieh. Awepevvnote koi cvykpivere 1
néBodo Kot Ta yapaktnplotikd nyecsiog tov Tony Hsieh pe ta avtictoya Tov nyém
™G untpkng miéov etarpeiag Amazon, Jeff Bezos. Xe mowa onpeio potdlovv ko
oe mowo. onpeia dapépovv; I'a moov amd Tovg dvo nyéteg Ba mpotiwovoaTe Vo
epyaleote; [Toog amd Tovug 000 elvarl KOADTEPOG OTIC OEOOUEVES GUVONKEC;



FOLLOW
THE STORY

> ZAPPOS “WORK-HARD PLAY-HARD” SETTING INCLUDES FREE
FOOD AND FULLY PAID MEDICAL AND DENTAL INSURANCE

Tnn_\' Hsich Talln.-s HRM to Kt-('p Zuppns One Step Ahead

s the CEO of
A.Zappos_com, a
popular online retailer
that sells shoes, cloth-
ing, handbags, and
more, Tony Hsieh (pro-
npunced shay) has led
the company through
an amazing growth
spurt. He's also forged
a creative and unigue
approach to hurnan
resources  manage-
ment. Zappos' distinc-
tive corporate culture
gives it an edge over
the competition, and
Hsieh is determined
to hire and retain only those employees who are truly com-
mitted to the values of the company.

Before becoming “Zapponians,” prospective hires go
through two different interviews. In the first one, Zappos in-
terviewers assess their technical proficiency. In the second
one, they evaluate the applicants ability to fit into the Zap-
pos culture, which is characterized by 10 core values. Hsieh
actually created the "cultural fit interview” himself. He in-
cluded questions such as: "On a scale of 1 to 10, how weird
are you?” “If they say ‘one,” we won't hire them. . . . We like
7s or Bs,” says Hsieh. He also notes that “qualified egotists
need not apply” because one of our core values is to "be
humble.”

Once hired, all employees, even executives, are required
to go through a four-week customer loyalty training, where
they not only spend time on the phone with customers but
also work at the company's giant warehouse in Kentucky. At
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the end of this "KY Boot Camp,” boot camp trainees are of-
fered a $2,000 bonus to quit and walk away. When asked why
he offers to pay new employees to leave the company, Hsieh
says that he wants only people who are committed to his
long-term vision. Interestingly, 97% of the trainees turn down
the buyout.

Hsieh also believes in creating a “work hard, play hard”
atmosphere. To keep Zapponians inspired, he throws a
weekly costume party at the main office. Hsieh has also
implemented several employee-friendly practices such as
providing free food in the company’s cafeterias and vend-
ing machines as well as paying 100% of medical and dental
expenses for employess.

The latest object of Hsieh’s entrepreneurial and
creative interests is downtown Las Vegas. He's relocat-
ing Zappos' corporate offices there to help reinvigorate
the center city. He's also spending $350 million of his
own money to buy land, renovate buildings, subsidize
schools, and back new entrepreneurial start-ups there.
Hsieh, who lives modestly, says he isn't worried about
making money. “No matter what happens, | don't see
my lifestyle changing.”

. WHAT'S YOUR TAKE?

Is Hsieh’s approach to human resource management just
an interesting oddity? Or, is it representative of the direc-
tions more organizations should be following to attract
today’s new generation of talented workers? What Zap-
pos approach could be used by just about any employer?
What might not fit at all? And if Hsieh moves more and
more toward community development projects like the one
in downtown Las Vegas, can his practices survive at Zappos
without him?



