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PART 2:   
FINAL EVALUATOR’S comments on revised paper 
(if any)  

Authors’ response to final evaluator’s comments  

I would have liked to know how Zappo “delivers 
happiness”. Which activities support this assertion   
Suppose I am a consumer. How am I received when 
I contact with Zappo? What is the process the firm 
follows to “deliver happiness” to me? What they do 
to make me happy? 
Think about it for the next article.  

Thank you for your comments. The  researcher believes that the proactive communicatio n 
and careful employee selection made the secret rece ipt for happiness. The founder and 
CEO communicate with consumers and employees every day and he is trying to 
understand their needs through proactive communicat ion. After that, he and his team 
work to satisfy their needs and make consumers happ y.  Thank you for mentioning ideas 
for next paper. I think it’s a great idea! 

 


