
How to Drive Customer Experience Excellence with a Values-Driven 
Service Culture 

 

Co-author of The Nordstrom Way, Robert Spector joined CEO of Solvvy, Mahesh Ram on Wed, Sept 20 
in a webinar produced by Solvvy to discuss the future of customer service in an omnichannel world. They 
explored core values like trust, loyalty, innovation and adaptation that every service culture should adopt 
in order to be successful.  

 

 

 

 

 

 

 

The morning of Sept 20th also marked the launch of the third edition of ‘The Nordstrom Way’ authored by 
Robert Spector and breAnne O. Reeves. In the book, the authors illustrate and explain the Nordstrom 
approach and make new assessments about the future of customer service.  

In the webinar, Robert Spector shared core values that define 
Nordstrom while Mahesh Ram added a digital spin to it, 
elaborating on how these core values translate into the digital 
world. They shared useful tips around building a delightful 
customer experience.  

Spector noted that meaningful personal and business relationships 
are based on trust and loyalty. Nordstrom believes in empowering 
its people to take care of its customers which is entrenched in its 
culture and values. At the time of joining, every employee receives 
a 5½”x7½” card entitled “Nordstrom Employee Handbook” with 
only one rule: Use good judgement in all situations.  
 
In the digital realm, trust directly correlates to taking extraordinary 
measures to secure your customer’s data by putting the necessary 
safeguards in place, explains Ram.  

 

“Digital trust is about protecting our customer's valuable information and securing 
their data.” 

Mahesh Ram, Solvvy 
Interestingly, in the digital realm, the biggest change has been the value that companies place on their 
consumers’ time, according to a recent Forrester research. In fact, the companies that win deliver both 
consistency and speed across all support channels. A key metric that Solvvy tracks in its dashboard is the 

https://www.linkedin.com/company/3826060/


years and decades of time it saves its customers. GoFundMe lives by its brand promise of responding to 
all of its customers within five minutes every single day!  

In these changing times, innovation and adaptation are the only constants. Spector detailed how 
Nordstrom survived world wars, great depression, various recessions and the onslaught of online by 
constantly innovating. Nordstrom is taking the physical assets and leveraging them in a digital world. After 
adding an online presence, the fashion chain is all set to launch a new retail concept in Hollywood in early 
October where customers will be able to shop, access services and socialize – all at the same time. 

 

“Retail is where the social order and the economic order meet.” 

Robert Spector, RSi 

 
In the digital economy, innovation is using technologies like artificial intelligence, machine learning and 
natural language processing to replicate great customer experiences, many magnitudes of order. 

Spector narrated the story of how Nordstrom helped a customer with cerebral palsy named Morgan who 
had different shoe sizes by breaking up its pair of shoes and charging her for only one. This compelled 
her emotional Mom to write, “We left feeling special not because of Morgan’s needs, but because of the 
way we are treated.”  
 
Tune into the webinar replay to hear more incredible stories of delight, joy and promise!  
 
 

WATCH WEBINAR REPLAY 
 

https://go.solvvy.com/webinar-the-nordstrom-way-on-demand-replay.html 
 

https://go.solvvy.com/webinar-the-nordstrom-way-on-demand-replay.html

