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If in the old world you devoted 30% of your attention to building a great service and 70%

of your attention to shouting about it, in the new world that inverts. (p. 77)
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4. o = Jxjo| T2 AlLf2|2E web 103t 20 AJTHO|A PRO| {02 O %

1.0 0| A=

Company / PR Function (INITIATES stories)

--> Journalists / Media (FILTER stories and MAKE the stories FAMOUS)
--> Consumers (CONSUME stories)

2.0 oA &=

Consumers (CREATE/POST stories based on their real experiences, whether they are
good or bad)

--> Consumers (VOTE for stories by trackback or replies)

--> Consumers (CAN MAKE stories FAMOUS)
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End Notes

i Do you think they did it for the PR?
(Source: http://sethgodin.typepad.com/seths_blog/2007/10/do-you-think-
th.html)

Of course not.

I heard from a dozen people last night, all pointing me to: I Heart Zappos.

A woman had a touching and memorable experience with Zappos and wrote about
it. It's really clear that there was no PR intent at all, it was just one human

reaching out to another.

And that's my point. What would the people in your organization do? Are there so
many rules and procedures it would never happen? So much suspicion and

oversight it never could happen?

[ Heart Zappos (Source: http://www.zazlamarr.com/blog/?p=240)

I really do.

One bright, extraordinary note in all of the sad stuff of the last few weeks - in May
we had ordered several pairs of shoes from Zappos for my mom. She’d lost a lot of
weight, and her old shoes were all too big. She had a whole new wardrobe of
clothes in pretty colors, that fit, so I wanted her to have some pretty shoes that fit,
too, when I took her up to Oregon to stay where her sister is. Out of seven pairs,
only two fit. Not bad considering she’d never been this thin, so I was winging it,

and the return shipping is free.
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The rest were here waiting to be returned. Because of various circumstances - lost
label, my mom being hospitalized and me being away, the shoes were never sent
back. There’s a time limit on the return of 15 days. Remember this. When you do a
return to them, they pay the shipping, but you have to get the shoes to UPS

yourself. Remember this, also.

When I came home this last time, I had an email from Zappos asking about the
shoes, since they hadn't received them. I was just back and not ready to deal with
that, so I replied that my mom had died but that I'd send the shoes as soon as I
could. They emailed back that they had arranged with UPS to pick up the shoes, so
I wouldn’t have to take the time to do it myself. I was so touched. That’s going

against corporate policy.

Yesterday, when I came home from town, a florist delivery man was just leaving.
It was a beautiful arrangement in a basket with white lilies and roses and
carnations. Big and lush and fragrant. I opened the card, and it was from Zappos. I
burst into tears. I'm a sucker for kindness, and if that isn't one of the nicest things

I've ever had happen to me, I don’t know what is. So---
IF YOU BUY SHOES ONLINE, GET THEM FROM ZAPPOS.

With hearts like theirs, you know they’re good to do business with
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