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Nordstrom is renowned for its excellent customer service. Throughout their history, they have consistently provided some of the best services in the industry, says Robin Lewis, CEO of Robin Report.While other retailers have extensive employee leadership, Nordstrom is incredibly simple. Our staff member's handbook
presents one card that says: Use good judgment in all situations, Nordstrom spokesman Dan Evans told Business Insider. Nordstrom shared a handbook with us. Nordstrom Nordstrom Simple Post shows that Nordstrom trusts its employees, and can promote it better than average morale and retention. The company
also offers the second-highest wage in a fashion retailer, paying an average of $11.89 an hour, according to Glassdoor. By Suzanne Lucas October 15, 2014 / 5:00am/MoneyWatch Nordstrom famously has the shortest staff directory ever. Here's the full guide: Welcome to Nordstrom We're glad you're with our company.
Our number one goal is to provide excellent customer service. Set both your personal and professional goals high. We are very confident in your ability to achieve them. Nordstrom Rules: Rule #1: Use the best judgments in all situations. There will be no additional rules. Please feel free to ask your department manager,
store manager or general manager of the unit any question at any time. It's absolutely awesome and I wish it was real. I really do because it would be great if we lived in a society where the company could do that to their policies and what it would be. If all employees and managers were able to use good judgment and
you could trust your staff and management to make good judgments and stay away from the court, that would be awesome. But we know that this is not the world we live in at all. While it is true that Nordstrom is handing out these manuals to new employees, it is not complete. Why? There are tons of labor laws that
companies must abide by, or they will find themselves in court. And sometimes what someone might think is a good judgment someone else would think is a terrible judgment. If this happens, you end up treating similarly located employees in different ways. Now, treating two different employees differently doesn't really
matter if an employee with less pink treatment claims that you treat her differently because of her gender, or race, or pregnancy status. Result? Huge problems. So you know this isn't Nordstrom's only policy book. And, in fact, it is not. A two-second Google search raised the real Nordstrom policy guide. That's just 7,344
words. And this policy guide refers to other policies that Employees. It's, they may find, a little hard to put on the line to give away to every employee, and it doesn't sound as good in the press as to use the best judgment in all situations. There will be no additional rules. For example, social social politics kind of blows that
no extra rules out of the water. HERE it is: SOCIAL MEDIA GUIDELINES If you use social media accounts to connect and share information about Nordstrom, we ask you to use good judgment and follow these additional guidelines: Follow Nordstrom's guidelines and expectations, including Privacy Policy, Privacy
Training, Code of Conduct, and other Nordstrom guidelines. Follow the conditions for social networking sites. Follow the Approval Guidelines if you receive benefits or incentives to post on social media. Reveal your Nordstrom affiliation on your personal social biography and note that the opinions expressed are your own.
Do not disclose confidential, private or confidential information about the company (i.e. unannounced launches and promotions of products, internal sales results, company strategy, pricing information or comparison). Never give out personal information about customers or colleagues (i.e. personal addresses, phone
numbers, or credit card details) or add information you receive from social media to Your Personal Book, or other Nordstrom tools. Respect the privacy of each customer; don't share details about your visit. Always ask permission to post photos of customers or colleagues. Know that you may be legally responsible for the
content you publish. Respect brands, trademarks and copyrights. Make sure your posts don't create a real or perceived conflict of interest; for example, not when receiving direct advertising or compensation from competitors. Get approval from social networking, legal and privacy teams for contests or promotions aimed
at Nordstrom customers or employees. Now, of course, you could sum it up how to use good judgment on social media. In fact, these things are good judgments, but pay attention to the detailed rules. And, unfortunately, this is the world in which we live. If you don't have a social media policy, for example, or a sexual
harassment policy, or a racial discrimination policy, then you don't have a procedure in place if someone is illegally discriminated against, making your company open to legal action. Nordstrom does have a sexual harassment policy that includes instructions on what to do if you feel you have been sexually harassed. It's
all good. They need this kind of politics. So maybe their guidebook is just a map, but it's not a real guide. Real leadership is a subset of policies that make it clear that this card is not all employee information. There are other guidelines and documents to which Nordstrom employees are associated. How good must be.
The legal department would never have allowed this to happen otherwise. For years, the Nordstrom Employee Guide has had one 5×8 gray card containing these 75 words: Welcome to Nordstrom We are glad you are with our company. Our number one goal is to provide excellent customer service. Set both of yours
yours and high professional goals. We are very confident in your ability to achieve them. Nordstrom Rules: Rule #1: Use the best judgments in all situations. There will be no additional rules. Please feel free to ask your department manager, store manager or general manager of the unit any question at any time. During
that time, Nordstrom had the highest sales per square foot of performance in retail - nearly double. (thx Ian) You're probably like reading Bootstrapped, profitable, and proud: A story of the odd effects of the S. Vex Pedal, a question: Lately we featured a creative app-s ..., and as Consumer Reports got Apple's attention
when no one could from the minimum For years, the Nordstrom Employee Handbook had one 5×8 gray card containing these 75 words: Welcome to Nordstrom We're happy to have you with our company. Our number one goal is to provide excellent customer service. Set both your personal and professional goals high.
We are very confident in your ability to achieve them. Nordstrom Rules: Rule #1: Use the best judgments in all situations. There will be no additional rules. Please feel free to ask your department manager, store manager or general manager of the unit any question at any time. During this time, Nordstrom has had the
highest sales per square foot of performance in retail ----------------------------------------------------------- do your company have a #1 rule for its employees? When you review your employee's performance, does their employee evaluation include a review of his or her strengths and weaknesses in customer service? Regular
official assessments (quarterly, and even more monthly) will help your employees improve their skills. Do you provide regular training to your employees to make sure they provide a high level of customer service? Does your company survey its customers to find out their level of satisfaction? Are the results of the
customer survey used in the employee evaluation process? Remember that you can't manage what you don't measure, and you probably don't provide excellent customer service unless you survey your customers and provide continuous customer service training for your employees. Nordstrom is renowned for its
excellent customer service. Throughout their history, they have consistently provided some of the best services in the industry, said Robin Lewis, CEO of Robin Report. While other retailers have extensive guidance for employees, Nordstrom is incredibly simple. Our staff member's handbook presents one map that says:
Use good judgment in all situations, Nordstrom Dan Evans told Business Insider. Nordstrom shared a handbook with us. A simple message shows that Nordstrom trusts its employees, and can contribute to it better than the average morale and The company also offers the second-highest wage in fashion retailers,
paying an average of $US 11.89 per hour, according to Glassdoor. The site lights up every day in your inbox. Follow Business Insider Australia on Facebook, Twitter, LinkedIn and Instagram. Here's the good news: major airlines are reviewing their rules for booking and boarding flights - rules that led to one of the great
business debacle in recent history, United 3411. Here's the bad news: If the long-term lesson that aviation business executives (or any other business) pick up from this episode is that it's time to rewrite policy and practice to fine-tune bureaucratic procedures, then they've missed a huge, perhaps even historic, learning
opportunity. A truly important lesson that applies to companies in all kinds of areas is dealing with serious disadvantages in the approach to business, culture and customer service, which is based on rules, procedures and guidelines through common sense, improvisation and the ability of people of flesh and blood to
solve problems and make informed decisions. It's time for leaders to get out of their rule books and trust their people. Here's the good news: major airlines are reviewing their rules for booking and boarding flights - rules that led to one of the great business debacle in recent history, United Express Flight 3411. Here's the
bad news: If the long-term lesson that aviation business executives (or any other business) pick up from this episode is that it's time to rewrite policy and practice to fine-tune bureaucratic procedures, then they've missed a huge, perhaps even historic, learning opportunity. A really important lesson is a lesson that applies
to companies in all kinds of areas. This deals with serious disadvantages of an approach to business, culture and customer service that relies on rules and procedures by providing flesh and blood to a person to solve problems and make informed decisions. It's time for leaders to get out of their rule books and trust their
people. The Wall Street Journal published a detailed analysis of the recipe for the catastrophic decision that caused the crisis on the front page at Chicago O'Hare International Airport. His conclusion? The problem was not with United's staff, but with rules based on a culture in which 85,000 people are reluctant to make
choices that are not in the volume of rule books and the giant guides that govern life at the airline. In other words, employees at all levels did what they had to do - they followed the rules - but the result was a complete failure. When I read the analysis of the magazine, I couldn't help but think of another well-known
service organization, retail giant Nordstrom, and a longtime directory that 72,500 people in this company. Man. The Nordstrom Employee Handbook is placed on one map 5×8 and includes exactly one rule. Here's the rule #1: Use the best judgments in all situations. There will be no additional rules. Unsurprisingly,
Nordstrom's image and brand are built on heroic stories related to maintenance and problem solving. Sometimes these stories are even related to airlines. In one case, an employee discovered that a customer had left her luggage (along with her flight path) in the parking lot of a Nordstrom store in Connecticut. So he
jumped into his car, took her luggage to JFK, and got to her before the flight. There's no rule that can anticipate this kind of problem or answer! In truth, life in most giant organizations is much closer to the rules-obsessed culture of a big airline than the common sense freedoms of high-end retailers. Have you ever tried to
explain your special family circumstances to a health insurance provider? Or hoped for satisfaction during a painfully robotic conversation with a cellular company or Internet provider? Or asked for the exclusion of common sense from established policies and procedures from the financial services conglomerate? Good
luck with that! As leaders, we have become so obsessed with efficiency, performance and consistency that we have developed cultures that cannot handle exceptions to the rules that are invariably required by real life. And yet it's how we handle these exceptions, good or bad, that increasingly determines how we are
perceived by our customers, especially in a world where social media captures and enhances everyone's behavior. Mark White, a business theorist who studies what he calls adaptive organizations, draws an intriguing distinction between companies based on the principles of Roman law of governance and decision-
making and companies based on the principles of civil law. In Roman law, White explains, anything that is not explicitly permitted is prohibited. Therefore, Roman law companies rely on formal policies and bureaucratic procedures, predetermined rules and established practices. In common law, everything that is not
expressly prohibited is allowed. Common law organizations therefore rely on swift action, prompt reactions, common sense and common sense. Unsurprisingly, when it comes to service, empathy and the ability to do the right thing in difficult situations, common law organizations trump Roman legal organizations,
although the largest, most established companies remain stuck in Roman law thinking. One of my favourite financial companies is a young, fast-growing bank in the UK called Metro Bank. Metro is the ultimate contender for the brand, the first major new retail bank chartered in the UK since 1835. One big why he's
growing so fast and generating such a buzz is that he's built a culture around nimble, creative, common sense approaches to Customer problems are a huge difference from the bureaucratic, rules-based cultures of the big five UK banks. One of the few formal rules in the subway known as one to say yes, two to say no.
Translation: If a customer has a special request or a complex problem, each frontline employee is authorized to solve the problem (say yes) on the spot, without permission from above. If, however, the front-line officer believes that the situation should not be resolved to the customer's satisfaction (if the answer is not),
then that employee must obtain permission from above to reject the request. Imagine if that rule was in effect in Chicago O'Hara last week. Since you're thinking about leadership and culture after United 3411, don't just look for ways to fine-tune procedures and update your management for employees. Give your people
the opportunity to think for themselves, do what makes sense, break the rules when they are faced with situations where existing rules do not make sense. Rome may not have been built in one day, but the days of Roman legal organizations feel they are measured. Numbered. nordstrom employee discount rules
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