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Nordstrom's Recipe for Premium Customer Devotion

Where exceptional service meets curated style, Nordstrom turns every shopping experience
into a personalized luxury journey that customers cherish and revisit.

Jason Morris is the Chief Technology and Information Officer (CTIO) at Nordstrom. He oversees
all technology functions there, including engineering, data science, and analytics teams.

Deniz Anders is the current Chief Marketing Officer at Nordstrom, responsible for brand strategy
and emphasizing meaningful connections with customers across all channels and touchpoints.

Nordstrom announced total revenue of about $15.1 billion for fiscal year 2024.

Nordstrom employs approximately 89,000 people worldwide across its full-line stores,
Nordstrom Rack outlets, and corporate offices.

At its core, Nordstrom's brand philosophy centers on delivering exceptional customer service
and personalized experiences, built on values of service, style, and relationship-building that
cultivate long-term customer loyalty.

¢ "Nordstrom Service" is known for exceptional customer care in retail.

e Personal shopping services and styling consultations create a premium experience.
e Empowered employees are authorized to make customer-centric decisions.

e Strong partnerships with luxury and contemporary brands.

¢ Quality-focused product selection across fashion, beauty, and lifestyle.

e Strong brand trust built over 120+ years of operation.

¢ "The customer is always right" philosophy is deeply embedded.
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Nordstrom is recognized as a top-tier department store renowned for its excellent customer
service and high-quality retail experience.

Technology-driven personalization, combined with investments in RFID, data, and Al, enhances
availability, relevance, and service speed without compromising the human touch.

While facing challenges from digital disruption and changing shopping behaviors, Nordstrom's
reputation for exceptional service and quality curation continues to set it apart from
competitors and justify its premium positioning.

Builds a strong emotional bond with customers who value service, quality, and personalized
shopping experiences.

Trust and reliability, a longstanding reputation, customer loyalty, reduced purchase anxiety, and
support for premium positioning.

Consistent brand storytelling, editorial content, lookbooks, and designer collaborations help
strengthen the brand's credibility and preserve its cultural relevance.

Omnichannel excellence, frictionless pickup, returns anywhere, appointment styling, and a high-
functioning app deliver consistency across digital and stores.

Nordstrom manages technology centers and partnerships worldwide, with major investments in
cloud infrastructure, data analytics, and customer experience platforms.

What has your experience with Nordstrom been like, and which aspect impresses you the
most—their legendary customer service, personalized styling, or seamless luxury shopping
experience?
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