
Leadership Principles for Creating Legendary
Customer Experiences Courtesy Of
Nordstrom
Nordstrom is a world-renowned retailer known for its exceptional customer
service. The company has been in business for over 120 years, and during
that time, it has developed a set of leadership principles that it believes are
essential to creating a legendary customer experience.

In this article, we will explore Nordstrom's leadership principles and how
they can be applied to any business. We will also provide some examples
of how Nordstrom has used these principles to create a superior customer
experience.

Nordstrom's leadership principles are based on the belief that the customer
is always right. The company believes that its employees should go above
and beyond to meet customer needs, even if it means breaking the rules.
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Nordstrom's leadership principles are as follows:

#1: Rule No. 1: Use your good judgment in all situations. This
principle gives employees the freedom to make decisions that they
believe are in the best interests of the customer.

#2: Serve the customer. This principle is simple, but it is the
foundation of Nordstrom's customer service philosophy. Employees
are expected to do whatever it takes to make sure that customers are
happy.

#3: Never tell a customer "no." This principle may seem unrealistic,
but Nordstrom employees are expected to find a way to say "yes" to
customer requests, even if it means going the extra mile.

#4: Empower your employees. Nordstrom believes that its
employees are its most valuable asset. The company gives its
employees the authority to make decisions and take risks.

#5: Create a positive work environment. Nordstrom believes that its
employees are more likely to provide excellent customer service if they
are happy and motivated. The company creates a positive work
environment by offering its employees competitive salaries, benefits,
and opportunities for advancement.

Nordstrom uses its leadership principles to create a legendary customer
experience in a number of ways. For example, the company:
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Empowers its employees to make decisions. Nordstrom employees
are given the freedom to make decisions that they believe are in the
best interests of the customer. This means that customers can get the
help they need quickly and easily.

Goes above and beyond to meet customer needs. Nordstrom
employees are expected to do whatever it takes to make sure that
customers are happy. This means that customers can expect to
receive excellent service, even if it means breaking the rules.

Creates a positive work environment. Nordstrom creates a positive
work environment by offering its employees competitive salaries,
benefits, and opportunities for advancement. This means that
employees are more likely to be happy and motivated, which leads to
better customer service.

Here are a few examples of how Nordstrom employees have used the
company's leadership principles to create a legendary customer
experience:

A Nordstrom employee once helped a customer find a dress for
her wedding, even though the store was closed.

A Nordstrom employee once drove a customer to the airport so
that she could make her flight.

A Nordstrom employee once gave a customer a full refund for a
dress that she had already worn.

These are just a few examples of the many ways that Nordstrom
employees have gone above and beyond to meet customer needs.



Nordstrom's leadership principles are a powerful tool for creating a
legendary customer experience. By empowering its employees, going
above and beyond to meet customer needs, and creating a positive work
environment, Nordstrom has created a company that is known for its
exceptional customer service.

Any business can learn from Nordstrom's example. By adopting these
leadership principles, businesses can create a customer experience that is
truly unforgettable.
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The Race to Control Cyberspace: Bill Gates's
Plan for a Digital Divide
Bill Gates has a vision for the future of the internet. In his book, The Road
Ahead, he argues that the internet will become increasingly important...

My 40 Year Career On Screen And Behind The
Camera
I've been working in the entertainment industry for over 40 years, and in
that time I've had the opportunity to work on both sides of the camera.
I've...
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