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Delivering Happiness of Zappos

Woo-Sung PARK -Jin-Hong SEOK

The purpose of this study is to identify and to introduce best practice of Happiness
Management. For case study, we have selected Zappos that have Happiness Manage-
ment of high level.

Findings indicate that first, Zappos was entered pre introductory stage at 1999. In
this stage, Zappos have no capacity to do Happiness Management. Second, Zappos
was entered introductory stage at 2001. Zappos begin to Happiness Management
with Contact Center open. Third, Zappos was entered plateau stage at 2004. Zappos
move to Las Vegas, build a “Zappos Culture Book’ and ten core values. Fourth,
Zappos was entered transition stage at 2008. Zappos announced ‘Delivering Happiness’
and Amazon acquired Zappos in 2009.

As a whole, this study has an academic significance in the way that Happiness
Management of Zappos. And, the Zappos's ‘Delivering Happiness can be one of the
role model to many companies.

Key words: Delivering Happiness, Zappos, Case Study
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