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ABSTRACT: 
In the business world much is being discussed the developing dimension of rivalry, creating center 

abilities and ceaseless advancements for interminable survival. What's more, much more is being looked into 
and proposed to guarantee this occurs. Be that as it may, every one of the endeavors are placed in to support 
the branches and not the roots. Each association needs clever plans to be created as administrations and 
items by its representatives, yet neglect one essential inquiry they ought to ask themselves. Is legitimate 
condition for the age and taking shape of the thoughts given? This condition can be given through 
extraordinary association culture which gives opportunities to progress and not simply survival.  

The convictions, belief systems, standards and estimations of an association frame its way of life and 
this thus chooses the manner in which workers carry on and cooperate among themselves and with the 
partners. In what manner can the dividers of limited expert, strict order and stringent standards and 
directions guarantee out of the crate considering. Be it the onion rationality or the icy mass theory the truth 
of the matter is until and except if more profound arrangement of qualities are lined up with the associations 
vision achievement might be brief.  

This casestudy about the association, "Zappos"discusses how the hierarchical culture be formed with 
the vision of the association and what are the effect it has on representative profitability, authoritative 
development and competency building. The organization Zappos.com achieved more noteworthy statures of 
progress through 'Zappo the board'. Rather than searching for new blue seas it imaginatively made the red 
sea bluer. 
 
Keywords:  Hierarchical culture, zappos.com, Fun environment,Work condition, Blue Ocean Strategy. 
 
INTRODUCTION: 

The culture of an association has an extraordinary effect in the profitability of the workers. Prior 
organizations were exceptionally stringent in their tenets and directions. The work air was exceptionally 
static and genuine. Be that as it may, there is a change in outlook in the work put culture. An ever increasing 
number of organizations are settling on "fun with work "idea. Despite the fact that this has not infiltrated 
much profound into the Indian organizations circulatory system, yet it 
is advancing. There are some remote organizations which pursue this 
sort of work culture and have without a doubt turned out to be 
incredible achievement. This is a contextual analysis about working 
environment condition and its way of life at "ZAPPOS".com .We might 
want to offer credit to its style of the executives including 'fun culture' 
and named it as "Zappo management".Zappo the board as per us 
implies influencing representatives to perform and concentrating on 
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the final product instead of the methods and courses by following the innovative style of culture.  
 In the focused vicious rivalry or rather the red sea organizations are always searching for new roads, 
new plan of action and in a fit to make new open doors overlook what is close by and how might it be best 
utilized. Could the red be made bluer? At the point when Zappos.com entered the market of online business, 
they didn't focused on the specialty showcase, neither did they pursued any new plan of action nor offered 
any exceptional item. They didn't likewise pay special mind to any blue sea either.What they offered were 
simply low contribution item – shoes while particularly staying in the red sea. Than what did they do to end 
up No.6 in Fortune Magazine - Fortune's rundown of the 100 Best Companies to Work For in only 10 years? 
 
LEARNING FROM THE CASE 
 This contextual analysis investigates the immaculate region of 'fun authoritative culture".  
 It features by what method would employees be able to end up the center competency of an 

association.  
 It examines the different parts of authoritative culture.  
 It incites the manner of thinking of perusers concerning how fun can be reclassified to be more 

beneficial at work environment.  
 How authoritative culture can turn into a wellspring of upper hand?  
 Does this sort of authoritative culture ought to be grasped into Indian association? 

 
THE SHOE – ZAPPOS.COM 
 What is the principal thing that strikes a chord when the word Work and work environment 
cropsup? For the greater part of us it will be the obligation, the duty or need, yet what will occur if this 
definition winds up fun, anticipating exercises and want to perform. Ever thought about how it will land a 
position at an association where everything is peculiar, fun and exciting, testing? How it will be the point at 
which your CEO comes to office spruced up in pants and T-shirt? How it will be, if at your office you can go to 
meet in your night robe? That is, the place the emphasis isn't on the best façade that an individual is 
wearing. Be that as it may, testing the limits of innovativeness, and advancing the idea of versatility to 
change. Associations are persistently discussing the quick changing worldwide condition, client base and 
requests. In spite of the fact that monitoring these critical survival changes for what reason would they say 
they are not adjusting? The appropriate response lies in the way that the associations discussing fast 
financial changes are they ready to acknowledge any adjustment in their work schedules and standards and 
directions. In the event that a client can enter any store in night robe and still be the ruler for what reason 
can't a representative come to work in Bermudas or pants or nightgown and still be more beneficial? Keep in 
mind that we are taking about versatility to change for survival in the market. Here the thought is to 
concentrate on execution and results and not the technique embraced. Generally, the administration of an 
association sit idle on making the things right and not doing thethings rightly.The thought propounded may 
appear crazy,but there is one organization which pursues such culture .Andthe intriguing part is with such 
sort of fun condition and hierarchical culture, despite everything it made up to the No.6 position in the 
rundown of Fortune magazine's Best organizations to work for in 2011.(CNN Money)  
 The organization on the off chance that is ZAPPOS.COM. Zappos has intentionally made this sort of 
hierarchical culture, which causes them line up with the business objectives and the evolving condition. The 
organization has received imaginative and creative social ways and techniques to endure the opposition. In 
the red waters they have straightforwardly focused on the base of theorganizational culture ice shelf.  
 An investigate Zappos .com home office in Henderson is sufficient to get the thought concerning 
why this organization was deputed at No.23 by Fortune Magazine in 2009, No. 15 out of 2010, and No. 6 out 
of 2011 rundown of Best organizations to work for. Culture at Zappos assumes a noteworthy job for all these 
achievements.(Dick Richards, 2012). The working environment Culture characterized at Zappos is carefree. 
At Zapposit is about how it used its 'fun culture' deeply to make progress. 
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BIRTH OF ZAPPOS: 
In 1999, NickSwinmurn, author of Zappos was strolling around a shopping center in San Francisco, 

searching for a couple of shoes.He was not ready to discover neither a correct fit, nor the correct shading or 
size.He put in around onemore hour at the shopping center yet finally went home flat broke and upset.At 
home, he surfed the net to look through the coveted shading and size on an online store yet again he was 
disappointed.One intriguing actuality that he got entranced about was that, however there was bunches of 
"mother and pop" shoe moving on the web stores,there was no major online retailer. So Nick chose to stop 
his normal everyday employment and open his very own online shoe retail location.  

This episode roused him to approach Tony Hsieh and Alfred Lin with a thought of opening on the 
web shoes store. At first Hsieh was questionable about the offer and nearly erased Nick's voice mail,But 
when heard Nick referencing that "footwear in the US is a 40 billion dollar market and 5% of that is as of now 
being sold by paper mail arrange indexes," he and his another accomplice Lin chose to contribute 
$500,000.They contributed through their speculation firm Venture Frogs.Thus, the introduction of Zappos 
occurred in June 1999. 
 It was at first propelled under the name "Shoesite.com",but later initiated as "Zappos"meaning shoes in 

Spanish.  
 Zappos.com advanced itself to give best administration online in shoe business as well as in some other 

classification  
 Later, Hsieh joined Zappos as co-CEO and the organization was procured by Amazon.com in 2009. 

(Wikipedia)  
 Zappos stocks 3 million sets of shoes, purses, and clothing and extras, gaining practical experience in 

around 1,000 brands that are hard to discover in standard shopping centers.  
 With 7,000 subsidiary accomplices, Zappos.com appropriates up-to-date and tolerably valued footwear 

to disappointed and shop-worn clients across the country (Hoovers, 2012)  
 

 
 

Figure 1: Zappos fulfillment center 
Source:http://en.wikipedia.org/wiki/Zappos.com 

 In 2001, their yearly deals expanded to $8.6 million.In 2004 gross deals was $184.  
 Zapposalso has their very own satisfaction focus in Shepherdsville, Kentucky.  
 During 2004, Zapposheadquarter had been moved from San Francisco to Henderson,Nevada and now it 

will be moved to Las Vegas amid 2013.(Wikipedia)  
 They likewise serve the specialty shoe showcase which incorporates American-made shoes,Vegan 
shoes, and tight and wide width shoes. Tony Hsieh states that "our whole goal is we want to build the best 
brand of customer service. Hopefully, 10 years from now, people won’t even realize that we started selling 
shoes."(Jeremy Twitchell) 
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ACCORDING TO ZAPPOS: 
One of the symptoms of empowering unusual quality is that it urges individuals to consider unheard 

of options and be more creative. When you consolidate a little bizarreness while ensuring everybody is 
additionally having some good times at work, it winds up being a win-win circumstance for everybody. 
Representatives are more occupied with the work that they do, and the organization all in all turns out to be 
more beneficial and innovative.(Dr.Beth Cabrera,2011) 
 
THE SOLE/SOUL - WORKPLACE CULTURE 

Culture is the condition that encompasses you at work constantly. Culture is a ground-breaking 
component that shapes your work delight, your work connections, and your work forms. Yet, culture is 
something that you can't really observe, with the exception of through its physical indications in your work 
put.  

Culture resembles identity of a man. Like identity is comprised of Values,beliefs, fundamental 
presumptions, interests, encounters, childhood, and propensities that make a man's behavior.Likewise 
culture is comprised of the qualities, convictions, basic suspicions, states of mind, and practices shared by a 
gathering of individuals. Here, it sounds in a group shared enthusiasm of gathering of individuals.  

The fundamental qualities, convictions and rules that fill in as an establishment for an association's 
administration framework and in addition the practices and practices that both epitomize and strengthen 
those essential principles."(Dan Dension, the University of Michigan Feb 23, 2011)  

"Culture is the spirit of the association — the convictions and qualities, and how they are showed. I 
think about the structure as the skeleton, and as the fragile living creature and blood. Furthermore, culture 
is the spirit that holds the thing together and gives it life compel." (Henry Mintzberg, 2011)  

Work societies, that blend of practices and belief systems emerging from the connections of 
individuals with their workplaces, have been molded in all by assorted variety—decent variety of business 
openings, populace, and lodging. The manners by which individuals discover occupations, the rhythms of 
business, the span of the working environment, the way toward getting to and from work, how the workday 
is composed, control connections and chains of importance, how specialists learn and deal with their 
errands, how they mingle and arrange family life, how casual laborer conduct collaborates with authorized 
expert and tenets—every one of these things establish work culture. There are various work societies, 
mirroring the contrasts among gifted and untalented work, proficient, professional, and administration 
work, and specialists' personalities by race, sex, age, and ethnicity. Work societies have likewise changed as 
the idea of work has changed over the past100 years.  

Working environment culture is the circulatory system of any organization. Making a working 
environment where individuals play and have a ton of fun is great business. A fun workplace prompts greater 
inventiveness, expanded gathering cohesiveness, less clash, less pressure, and less turnover. It is additionally 
an extraordinary method to draw in new workers. (Susan M.Heathfield)  

Schein (2009), Deal and Kennedy (2000), Kotter (1992) and numerous others express that 
associations regularly have extremely varying societies and additionally subcultures (Wikipedia).  

Culture of the organization depends on its trusts, qualities and assumptions.Other certainties of a 
hierarchical culture depend on its physical structures, customs and ceremonies,stories and legends and 
finnaly dependent on its language.(Steven.L.Mcshane,2000).  

Working environment culture at India is not quite the same as the western nations. In western 
nations, work time will be for the most part for 8 hours not at all like India where genuine work begins after 
8 hrs. Zappos has extremely unique sort of work environment culture.  

Each association has its own working environment culture .Some are not kidding, some are carefree, 
yet whatever might be the working environment culture, it should help in bringing incomes and benefits. 
Does working environment culture impact the profitability truly? The appropriate response is 
unquestionably yes for Zappos. Com. 
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THE INSOLE - MANAGEMENT 
CORE VALUES AT ZAPPOS: 

Zapposemphasize more on organization culture and guiding principle. Hsieh's conviction is that "on 
the off chance that we get the way of life right, everything else, including the client benefit, will fall into 
place."(Jeremy, Twitchell, 2009)  

Each association lives by its vision and mission however Zappos give more significance to its ten basic 
beliefs that is known by every single staff of the organization.This is the place Zappos emerges in making 
utilization of blue sea procedure of eccentric techniques.  
1. Deliver WOW Through Service  
2. Embrace and Drive Change  
3. Create Fun and A Little Weirdness  
4. Be Adventurous, Creative, and Open-Minded  
5. Pursue Growth and Learning  
6. Build Open and Honest Relationships With Communication  
7. Build a Positive Team and Family Spirit  
8. Do More With Less  
9. Be Passionate and Determined  
10. Be Humble 

Zappos not only believes in happiness and fun loving environment, it also insists on building open and 
honest relationships with the employees.This is one of the core values.Hsieh in his book ,”Delivering 
happiness:A path to profits ,passion and purpose stated that ,his company  believes in the strong, open 
relationships as the company culture is the one which differentiates Zappos from the other companies and 
mark its employees loyal.They believe in honesty and openness which will ultimately lead to faith and 
trust.At Zappos, the management valuesstrong and positiverelationship not only with the employees but 
also with the managers, vendors, customers,business partners, team workers and co-workers.Emotional 
connection is most significant at Zappos.Apart from emotional connection, company culture also embraces 
on compassion, loyalty,integrity and open communication.One particular incident mentioned by the CEO in 
his book proves that his company culture exists not just in words but also by action.From employee’s point 
of view, itis the place, where environment is warm, open, friendly, exciting and supportive.Robin.P, an 
employee of zappos stated her experience in that book,In 2007  her husband suddenly  passed away and she 
was so numb andworried about what to do next for her children. Unlike anyother person at that moment 
she would had called any close friends or relatives but rathershe made a call to her senior manager at 
Zappos. There she felt the strong connection with her employer. That is the bonding and the culture created 
by Zappos team .Story doesn’t ends here, it still continues. Her senior manager showed great compassion 
and supported her so well that, this lady felt Zappos as home away from another home.Zappos also believe 
inopen and honest communication,which build the base for the trust in the relationships. (Tony Hsieh, 2010) 

Each and every manager at Zappos is supposed to spend 10-20% of the department’s time on employee 
team building activities. It is believed that this makes employees to be at ease with the company culture 
which helps them to build relationships which is one of the core values.Team building activities include 
dioramas contest from movies, Easter egg hunt, and cook outs.It also sponsors a couple of family events a 
year, three big company-wide events,a summer picnic,a January party at Tony’s place and a vendor party .It 
also organizes smaller events such as theater,bowling alley parties to mention a few. Even managers are 
encouraged to goof off with the people they manage. (Susan M.Heathfield) 

New employees also participate in a scavenger hunt to meet people and unearth new things about the 
company. They get graduate to the regular work with music, distribution of certificates, cheering by 
employee’scrowd. Once all this great bangups are done, employees go through orientation program to get 
familiar with the company’s core values.(Susan M.Heathfield) 
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Zappos provides its employees with free meals, full benefits and a nap room. Each department has its own 
theme. In addition to the rainforest theme ,where the company executives sit,they also have row of Elvis 
impersonators,arrow of cheerleaders ,a mysterious row known only as Area 52 (creepy voice-altering 
megaphones included) ,to name a few. 
 Individuality is another stuff which is focused at Zappos. For example Jamie Naughton, a human 
resources employee has won the title Assistant Cruise Ship Manager.The company always not prefers giving 
the serious title to employees and have more fun loving environment such as parties,parades, because it 
believes that it opens up trust and communication to go to beyond their job descriptions to bring customers. 

At Zappos it is the culture that is the “KING” and they believe in”Work hard, Play harder”rule.Hsieh 
feels that creating a good culture bring alignment into the organizational goals. (Jeremy Twitchell, 2009) 
 
THE MIDSOLE – HR FUNCTIONS 
HIRING CULTURE: 

Organization's qualities spin aroundthe guiding principle that is making fun and a little unusual 
quality and areadventurous, innovative and liberal. Meetings led at Zappos are so exceptional and bizarre 
.For instance, one worker went to a marketing group acknowledgment meeting at a bar and he likewise 
cooperated with the representatives of Zapposin different social setting before at long last tolerating to the 
offer.  

Zappos candidates must experience two meetings; one is thepersonality meet and anotheris 
proficient inclination meet. In the identity meeting or "culture talk with", they are posed inquiries to check 
whether they would fit in with Zappos socially, similar to "how peculiar are you on a scale from 1– 10" and 
"what is your subject song?Zappos considers social fit important. Regardless of whether the employing 
procedure goes moderate, it accentuation more upon "social fit", which has half Weightage in the 
contracting process.If the planned hopeful doesn't pass the social meeting, he can't move further to meet 
the procuring director. Zappos enlisting group has created five conduct based inquiries, which catches the 
substance of the guiding principle of Zappos.This encourages the Zappos group to evaluate the social attack 
of the forthcoming competitor.  

Zappos contracting and initiative group needs to grabevery opportunity in enlisting the best 
representative and they have utilized the blue sea methodology where, Candidates are requested to send 
video covering letter. Zapposbelieves that this routine with regards to sending video covering letter enables 
the enlisting to group recognize the inventive people from the forthcoming applicants. Zappos initiative 
needs to seize however many open doors as could reasonably be expected to decide whether a candidate 
will fit with the organization's basic beliefs which incorporate "make fun and a little unusual quality." To that 
end they urge candidates to present their resumes with a video introductory letter. (Joseph A.Michelli) 
 
STEPS IN INTERVIEW PROCESS: 
1. The enlisting telephonicscreening.At this stage, enrollment specialist checks for fundamental guiding 

principle coordinate (social fit) and about his past professions.  
2. Then, the specialized telephonic screening is directed by procuring director who checks for specialized fit 

at larger amount.  
3. If the competitor passes the underlying screening process(both selecting and specialized telephone 

screening), at that point nearby meeting will occur.  
4. During on location interview,candidates are taken around the workplace for a visit .This is essentially to 

enable the contender to get acquainted with physical condition , hierarchical structure ,Zappos history, 
culture and furthermore it enables the questioner to evaluate the applicants disposition and subliminal 
personality.  
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5. Basic aptitude evaluation is led, and thentechnical meet is completed for 30-45 minutes at that point 
pursued by lunch with Zappos team.This lunch setup is to make competitors agreeable and it is 
additionally an off-site meet.  

6. At last guiding principle meet is conducted. (Zapposinsights 1)  
 Zappos has family fundamental belief evaluation direct, which it makes use amid the meeting 
procedure. (Zappos Insights 2).The HR directors really assume the job of the HR analyst as they don't take a 
gander at a hint of a greater challenge and settle on a choice but instead test the oblivious personality and 
state of mind through different activities.Every contract doesn't occur a similar way, some depend on 
accord, and some depend on casting a ballot framework. The criticism is straightforwardly gone into the 
framework by the procuring team.Their sentiment settles on a choice with respect to the choice of 
forthcoming candidate.They handpick their representatives, in light of the fact that each competitor can't fit 
into Zappos culture. (Susan M.Heathfield).This is again an imaginative practice embraced by the organization 
to make the red sea bluer. 
 
TRAINING: 
 All recently procured representatives aside from those at the Kentucky Fulfillment Center, even 
officials, are required to experience a 4-week client reliability instructional class, which incorporates 
something like 2 weeks of chatting on the telephone with clients in the call focus. When the preparation 
program is over new workers are offered $1000 to stop after the preparation time frame is finished, This is 
the training received to weed out the activity bouncing individuals who will hop to another organization who 
pays more money related advantages .Over 97% of the learners turn down the offer.(Max Chafkin,2009)  

Preparing division additionally guarantees that all these fundamental belief are been implanted into 
the circulation system of the representatives. They fare thee well, that each worker hears, learns and 
pursues similar qualities. 
 
COMMUNICATION POLICY: 

At Zappos, they put stock in "NO entryway policy".Zappos has an extremely special work 
environment culture.Hsieh, CEO, Zappos has faith in open entryway arrangement .however he tongue in 
cheek says that, "best open entryway approach is better not having entryway". He doesn't have a corner 
office or even full cubicle.He sits in a desk area alongside his different workers .this encourages him in 
associating with them more often.It gives clear bits of knowledge about the corporate approach received at 
Zappos. On the planet, where the chiefs are receiving an open-entryway arrangement; Tony has embraced 
an inventive blue system to exceed expectations in the red sea.  

At Zappos, the earth is full with bliss, transparency, opportunity. Zappos is with the end goal that, 
group is enabled to convey just a single thing: that is "Happiness".Zappos workers firmly trust in "P-E-C" – 
Personal passionate association and this is additionally been underlined in their correspondence policy.The 
client official agents at Zappos are urged to settle on choices all alone. Indeed, even call focus workers are 
not offered content to peruse from and there is no time limit for call. The longest call was for 8 hours. 
Sound, who is working at Zappos clarifies that, it's about close to home enthusiastic association with clients 
that issues a great deal and not the call timing.  

They likewise have faith in de-brought together expert. One episode expressed by Hsieh himself 
clarifies about the opportunity given by the organization to the workers. He calls attention to that 
Zapposdoesn't have explicit strategies for representatives to manage client benefit circumstance. There was 
a woman who requested boots for her better half .Her significant other met with a pile up and passed away 
the exact following day. When she reached the call focus agent asking for him to drop back the request, the 
rep without advising the manager sent her a bundle of roses for the memorial service of her better half and 
charged it under the organization name .At burial service, that woman imparted her experience to others as 
well as ended up long-term client alongside the others present at the burial service. This specific occurrence 



“MAKING THE RED BLUER: AN ORGANIZATIONAL CULTURE CASE STUDY OF ZAPPOS.COM”                         VolUme :8, ISSUe : 3, aprIl- 2018 
_____________________________________________________________________ 

________________________________________________________________________________________ 
 

Available online at www.lbp.world 
 

8 
 

features the Zappos culture about opportunity gave to their workers and doing phenomenal things. (Max 
chafkin) 
 
THE OUTSOLE – CREATING ORGANIZATIONAL VISIBILITY  
ZAPPOS TOUR: 

A one of a kind thing that occurs at Zappos is the "organization tour".Zappos visit is the blue 
methodology embraced by Tony to make perceivability for the organization .It can likewise be expressed as 
advertising system. Organization has developed generally through verbal. AtZappos tour,visitors from 
outside are permitted to take a visit at the organization, to associate with the representatives, watched 
every day business, make inquiries about the work, and stand amazed at the improved work 
areas.Employees are additionally pleased to exhibit their working environment and culture.Guests are 
welcomed with ringing cowbells, representatives marking .It is blend of fun and tad weirdness.This sort of 
hierarchical culture is extremely uncommon to discover in this genuine business world. It's extremely 
stunning to discover that such culture exists and with such culture organization like will resemble to Zappos 
make to the best entertainer.  

The worker at Zappos composes at their organization writes that, they come to work with a grin and 
leave home with a grin. (Erin.kJones, culture book), you realize that Zappos "wowed' the clients as well as 
made a similar impact with the employees.(Maxchafkin).And a cheerful employeeis the best open 
connection officer that an organization can have. 
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