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• Connecting Organizational Culture &  
Human Resource Management	

• Discuss Zappos Case  	
• Share insights about working 

conditions in call centres	
• A first-hand look at Zappos	
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Given your reading about Zappos the 
idea that the company is now embracing 
a completely “bossless” corporate culture 
is:	

a)  Ridiculous, Tony Hsieh has a very bad idea.	
b)  Really smart, people in the company have been 

hired for this type of management.	
c)  Is a sustainable competitive advantage.	
d)  Completely in keeping with the company’s 

values.	
e)  Useless, its just a publicity stunt.	
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A way to keep customer service 
employees motivated is by:	

a)  Reducing their hours	
b)  Reducing their wages	
c)  Cancelling their vacation	
d)  Offering them incentive compensation 	
e)  Threatening to fire them	
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• What is organizational 
culture?	

• In PulsePress, enter your 
views.	
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A pattern of shared values, 
beliefs, and assumptions 

considered to be the appropriate 
way to think and act within an 

organization. 
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•  Lifecycle of an employee’s 
relationship with a firm from hiring to 
employee departure (and sometimes 
beyond). 

•  Scope: Hiring, compensation, 
training, staffing, performance 
management 

•  Important influence is the legal 
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• High levels of job stress, 
emotional burnout & job 
dissatisfaction 

• Employees withdraw 
– Absenteeism  
– Turnover 
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•  https://youtu.be/5YGc4zOqozo 



1.  Identify some HR policies and practices 
that enable Zappos to build a workforce 
that provides high quality customer 
service.  

2.  What are the benefits of this approach? 
3.  Some of these initiatives are expensive. 

Are they worth it? Pick a side & justify 
your position. 

In teams of 4-5, complete the worksheet. 
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Our belief is that if we get the 
culture right, most of the other 

stuff — like delivering great 
customer service and building a 

long-term enduring brand and 
business — will be a natural 

byproduct of our culture 
Tony Hseih, quoted in siteselection.com magazine 
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 We interview people for 
culture fit. We want people 
who are passionate about 

what Zappos is about-service. 
I don't care if they're 

passionate about shoes. 
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Chaos…a cultural statement 
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Everyone a desk…the same desk 
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Support is everywhere…including 
food and beverage 
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Each shift 
their own 
floor 
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Be itLive it

Know it
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Know your brand 
Build your culture to execute 
that brand 
Teach your brand to 
everyone, but particularly 
your employees who are 
your brand 



•  People are organizations 
•  Creating a positive organizational 

culture can be a competitive advantage, 
increasing employee and customer 
satisfaction 

•  Human resource management is a 
critical function within companies big 
and small 
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•  INTRINSIC: motivation comes from the 
task itself or from the sense of satisfaction 
in completing the task. 

•  EXTRINSIC: motivation comes from 
external factors; rewards such as money or 
grades. These rewards provide satisfaction 
that the task itself may not provide. 
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•  - 
•  - 
•  - 
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