
These grants have played a significant
role in assisting in the training and growth
of Zappos and its employees. All new
employees hired in the call center and cor-
porate office are required to go through four
weeks of ‘Customer Loyalty’ training before
starting their jobs and moving into their
career path.

The assistance provided by the CED
grants and MAP has helped a trained work-
force to grow a gross merchandise sales mar-
ket of $184 million in 2004 to a projected

$600 million in 2006. The TEN training
grants have provid-
ed Zappos over
$329,000 dollars to

train its workforce.
MAP and the Community

College of Southern Nevada
(CCSN) partnered to provide the training
including customer service, computer usage,

supervisory training and a variety of other
programs to meet the specific needs of the
Zappos employees.

The Zappos.com currently has a staff of
over 600 people. The vast majority of

employees work on the front lines taking
care of customers or shipping shoes out of
the distribution center. In addition to the
Nevada call center, Zappos staffs another
500 or so employees at their distribution
center in Kentucky. Zappos believes that
the most important key to growing and
maintaining their online sales success will
be their service-oriented culture. Zappos

invests time, money and effort to constantly
improve their corporate culture. MAP has
been a partner in
assisting Zappos
develop this cul-
ture, and has been
instrumental in assisting
Zappos.com develop a well-trained work-
force providing the best service and the
absolute best shopping experience to its
online customers.

Visit their website at ZAPPOS.com for
more information.

Take advantage of what so many compa-
nies are already tapped into. For information
about MAP go to www.mapnv.com.

ZAPPOS.com cover story

The assistance provided by the CED grants
and MAP has helped a trained workforce
to grow a gross merchandise sales market 

of $184 million in 2004 to a projected 
$600 million in 2006.
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ISO 9001: 2000 Internal Auditor Workshop - March 21-22 
Workshop location: CES Machine Products located on 8880 Double Diamond Parkway, Reno 89521

This unique approach to internal auditor training allows participants to perform actual audits with the help of a
professional coach. Seating is limited. Register online at www.mapnv.com and select the Courses and Events link.
Participants will:
• Understand basic auditing methodology
• Perform advanced process auditing
• Form audit teams
• Review and understand the ISO 9001:2000 standard
• Compare company documentation to the ISO standard
• Perform live audits on actual company processes
• Document and present audit findings

Registration: $549 includes lunch and the following materials:
ISO 9001:2000 Standard, ISO 9001 Survival Guide and a work-
book with CD including auditing procedures, checklists and
forms. Seating is limited so register today.
Instructor: Doug Anton has almost two decades of ISO 9000
experience and has guided scores of diverse companies through successful ISO implementations.

Audit...It’s not a scary word if you take this workshop!

“All of our participants felt it was time well spent. Doug has a “user-friendly”

approach that avoids a boring classroom environment. The training yielded many 

practical solutions and ways to help our organization improve.”

— Ada White, Vice President, Pro-Dex/Astromec


