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exercises, 209
honesty/sincerity, 201-202
influence, tracking spheres of, 209

269



INDEX

Selling the relationship (Continued)
keys to success, 208
“measuring both feet,” 194-196, 209
personal book, 196—-198
product knowledge, 199-200
beyond sales, 198—199
vendors, 204—-205, 210
Shafii, Nader, 102—103, 126
Shoes/footwear departments, 47-51, 7374,
80, 194-196, 234
Shrinkage rate, 97-98
Simmons, David, 238
Smith, Charlene, 30-31
Soltello, Tammy, 163—-164
SPA Nordstrom, 52

Spector, Robert (personal stories as a customer):

car rental agency, 148—-149
Starbucks, 121
Speidel, William C. (Sons of the Profits), 10
SPH (sales-per-hour), 117
Starbucks Coffee, 121
Starwood Hotels & Resorts, 57. See also W
Hotels
St. Charles Medical Center in Bend, Oregon,
56-57, 106—107, 152-153, 245
Supplier Diversity Program, 101
Swift, James, 136—-137
System, creating your, 219, 229

Tardie, Kathleen, 199
Taylor, Lucky, 136-137
Teamwork, 231-251
across departments, business unit, and
geography, 242-244
employees judged by, 233
ethical behavior, 250
examples from other companies, 244—-248
exercises, 250—251
forms of, 237-239
heroics, 251
individual achievement versus, 234—236
keys to success, 248—249

McCarthy and, 215-217
ownership and, 239-241, 250-251
President’s Cup, 239
rewarding team accomplishments, 239
Telephone:
answering, 62, 63—64, 66—67, 80
as sales tool, 203-204, 216, 221-222
Thank you notes, 98, 105
Tindall, Robert, 206
Tires, returned (not sold by Nordstrom),
122-124
Today show, 78
Townsend, Brian, 197, 199
Training/orientation, 5-8. See also Employee
development/mentoring

Umagat, Leslie, 94, 159-160, 196, 200, 239

Underhill, Paco (Why We Buy: The Science of
Shopping), 61-62

Union lawsuit, 103—-105

Vendor relationships, 204—-205, 210

Wallin, Carl E., 5, 12-13, 14, 72
Wallin & Nordstrom, 13—14, 72-73
Web site(s):
creating, for your company, 59-63
KISS principle, 60—63
Nordstrom.com, 62, 64, 78=79
Weibel, Kathy, 235-236
Westin Hotels, 57. See also W Hotels
‘Whatever Whenever, 137-138
Whitacre, John, 119-120, 163, 165
White Glove Contest, 238—239
W Hotels, 57-58, 81-82, 106, 136—138, 152
Williams, Christerlyn, 197-198
Woodward & Lathrop department store,
Washington, DC, 102
World Trade Association, Seattle 1999
protesters, 136—137
Worthington, Laura, 206
WOW Program, 133—-134

270



