
 
 

Looking for more speaking-driven activities? Try analyzing this case study with your learners. It 

is ideal for Business English B1+ learners. Reach out to me for more resources like these. 

 

Case Study 1: Company Culture  

Introduction 

Zappos, an online shoe and clothing store, is famous for its great customer service and unique 

company culture. This case study looks at how Zappos' culture helps the company succeed, the 

main parts of this culture, and the results it brings. 

Background 

Tony Hsieh, the former CEO of Zappos, believed that a strong company culture leads to happy 

employees and excellent customer service, which then leads to business success. 

Key Parts of Zappos' Company Culture 

1. Core Values: Zappos has ten core values that guide the company. Some of these include 

delivering WOW through service, being open and honest, and having fun. 

2. Hiring for Culture Fit: Zappos hires people who fit well with their core values. They 

even offer new employees $2,000 to quit if they don't feel they fit in, ensuring that those 

who stay truly want to be there. 

3. Employee Empowerment: Employees at Zappos are encouraged to take charge and 

make decisions to provide the best customer service. This leads to creative solutions and 

happy workers. 

4. Continuous Learning and Development: Zappos invests in training and developing 

their employees, offering many opportunities for growth and improvement. 

5. Open and Honest Communication: Zappos values transparency. They have regular 

meetings and open channels for employees to share their ideas and feedback. 

6. Community and Family Spirit: Zappos creates a sense of community among employees 

with team-building activities and social events, promoting a balanced work-life 

environment. 

Results of Zappos' Company Culture 

1. High Employee Satisfaction: Zappos is known as a great place to work. Happy 

employees stay longer and work harder. 



2. Exceptional Customer Service: The strong culture and values lead to outstanding 

customer service, making customers loyal and spreading good word-of-mouth. 

3. Business Growth: Zappos' culture has helped it grow successfully. In 2009, Amazon 

bought Zappos for about $1.2 billion. 

4. Innovation: Empowered employees are confident to suggest new ideas, leading to 

constant improvements in how the company operates. 

Conclusion 

Zappos shows that a strong company culture can lead to great business success. By focusing on 

core values, hiring the right people, empowering employees, encouraging learning, and keeping 

communication open, Zappos has created a workplace where employees and customers are 

happy. This case study highlights how important company culture is for achieving success. 
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