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Book Presentation

The Nordstrom Way by Robert
Spector & Patrick McCarthy

Book Abstract

MAIN IDEA

The Nordstrom Way is to focus solely and
exclusively on doing whatever it takes to create a satisfied
customer.

The underlying philosophy and culture of the
Nordstrom Way is disarmingly simple: Use your own initiative to
provide customers with exceptional levels of service. You’ll never
be criticized for doing too much for a customer, only for doing too
little. If you’re ever in doubt, err on the side of doing too much
rather than too little.

How the company organizes and empowers its
employees to use their initiative in practice is impressive.
Firstly, the company has a culture which lauds exceptional acts of
customer service and stresses employees are free to use their
initiative at all times and in all situations -- to act as if they
were entrepreneurs in business for themselves. But equally
importantly, the company then delivers on that basic premise by
supporting its employees in the decisions they make.

The result is employees find innovative and
appropriate ways to provide customers with knock-out levels of
service. Customers love it, employees thrive on the responsibility
and flexibility of their job and sales soar.

And paradoxically, the Nordstrom Way illustrates
the direct link which many companies fail to realize --
specifically that the more front-line employees are trusted and
empowered, the stronger the long-term relationship that can be
built between a company and its customers. When a company gets the
mix right (like Nordstrom has), it creates a sustainable
competitive advantage that endures and flourishes.

The Nordstrom Way is the gold standard of
customer service.

Important Note About This
Ebook

This is a summary and not a critique or a review
of the book. It does not offer judgment or opinion on the content
of the book. This summary may not be organized chapter-wise but is
an overview of the main ideas, viewpoints and arguments from the
book as a whole. This means that the organization of this summary
is not a representation of the book.

Summary of The Nordstrom
Way (Robert Spector & Patrick McCarthy)

America’s #1 in Customer
Service

Main Idea

Nordstrom is the gold standard of customer
service -- the measuring stick by which other companies (in a
variety of industries) measure themselves.

What’s interesting about that fact, however, is
that Nordstrom’s is not ju [...]
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