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How to Future 
Proof Your 
Dealership 

Ross Shafer



Chuck Shafer named Sales Mgr. - Chuck Colvin Ford Nov. 1958



CURRENT: 
Knowing 
Skinny 

Jeans are 
Popular 



RELEVANT: 
Knowing 
They’re  
NOT for  

YOU  



What I’m Not…



RossShafer.com

Charles	Shafer		
1927-2001

Chemeketa Reservation 
(Salem, Oregon) 

Puyallup Reservation 
(Puyallup, Washington)  
(Puyallup, Washington)

Blackfoot Nation

http://www.RelevantReport.com


Follow 
the  

Tracks 
of the 
Herd



VTRRossShafer.com VTR

http://www.RelevantReport.com


RossShafer.com

http://www.RelevantReport.com


Chuck	Shafer	1927-2001

RossShafer.com

“You Can’t 
Grow Your Future 

If You're Celebrating 
Yesterday’s 

Profits”

http://www.RelevantReport.com


Don’t	Limit	Your	Future	
Income			by	CelebraBng	
Yesterday’s	Profits.

Chuck Shafer

“You can create anything if you
have a blueprint.”



Maiden flight - May 1971



RossShafer.com

“Fear is the enemy of success”
CHUCK SHAFER

http://www.RelevantReport.com


vs. Univ. of Hawaii

Age 13

Age 16

Age 17

Age 14

Age 29

Age 19

Flipping Vehicles

Flipping Homes



RossShafer.com

TV& Film Production

Manufacturing & Distribution

Restaurants/Food Service Photography & Product Marketing

Building Industry
Retail Clothing

Flipping Broken Companies

http://www.RelevantReport.com


USA

Talk & Game Host



FUTURE PROOF: 
Innovate by  

Looking Outside 
The Car Business 



Hotel
Events

RossShafer.com

CRASH THE WRONG MEETINGS

http://www.RelevantReport.com


Association of Human Nature Convention



RossShafer.com

http://www.RelevantReport.com


RossShafer.com
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RossShafer.com

55,000 units

http://www.RelevantReport.com


RossShafer.com

http://www.RelevantReport.com


FUTURE PROOF: 
Tomorrow’s 
Dealership? 



Restaurant     Concierge Wash 
 Airport Parking    Higher Priced Cars

INSIDE THE STORE

Porsche Taycan - $150,000



Millennial Living Habits

Population Growth - (NAR)

OUTSIDE THE STORE

Mobility Services



You can still fail if you don’t give 
people what they really want. 



FUTURE PROOF: 
Eliminate ALL 
Transactional 

Friction 



VTR



VTR



You Don’t Have to 

Your Customers 



3,000 cashier-less stores





Don’t	Limit	Your	Future	
Income			by	CelebraBng	
Yesterday’s	Profits.

CSAT (Customer SATisfaction)

“Determine	what	customers	want	and	
deliver	that.	You	don’t	necessarily	have	to	

exceed	expectaBons.		
The	bigger	risk	to	loyalty	is	when	you	fail		

or	disappoint	them.”	  
 
 

Source:	Fleishman-Hillard	Research	Group	-	New	YorkRossShafer.com

http://www.RelevantReport.com


Don’t	Limit	Your	Future	
Income			by	CelebraBng	
Yesterday’s	Profits.

CES (Customer Effort Scoring)

“Service	organizaBons	create	loyal	
customers	primarily	by	reducing	customer	
effort;	NOT	by	deligh>ng	them	in	service	

interac>ons.”	  
 
 

Source:	Fleishman-Hillard	Research	Group	-	New	YorkRossShafer.com

http://www.RelevantReport.com


You Don’t Have to 

Your Customers 



Eliminate the 

  

Moments 



Don’t	Limit	Your	Future	
Income			by	CelebraBng	
Yesterday’s	Profits.

“Thanks for calling. 
My name is Jason.

How can I 
provide you with

outstanding 
customer care?”



Don’t	Limit	Your	Future	
Income			by	CelebraBng	
Yesterday’s	Profits.

cannot erase 

sources: The Customer Shouts Back - Ross Shafer Consultants, Inc. ‘wow survey’ 2016 

RossShafer.com

http://RossShafer.com




VTR

Does 

Work? 

VS.





10 yrs ago, on the verge of bankruptcy, customers said,
“the toys take long to build.”





Scores UP 21 points 
in 90 days



FUTURE PROOF: 
Insist on Being 
Other-Focused 



BE PROFESSIONALLY CURIOUS
VTRRossShafer.com VTR

http://www.RelevantReport.com


Don’t	Limit	Your	Future	Income			by	
CelebraBng	

Yesterday’s	Profits.

RossShafer.com

http://www.RelevantReport.com


Don’t	Limit	Your	Future	Income			by	
CelebraBng	

Yesterday’s	Profits.

RossShafer.com

Me

http://www.RelevantReport.com


RossShafer.com

“73% of 
managers

are discouraged
by the 

communication
skills of 

college-age 
students.”

http://www.RelevantReport.com


Maria		
Garcia



FUTURE PROOF: 
Trigger Emotions 

in Customers 



‘We don’t sell motorcycles. What we sell…



Supercar 
Saturdays





Don’t	Limit	Your	Future	
Income			by	CelebraBng	
Yesterday’s	Profits.

RossShafer.com

http://www.RelevantReport.com


Don’t	Limit	Your	Future	
Income			by	CelebraBng	
Yesterday’s	Profits.

RossShafer.com

http://www.RelevantReport.com


FUTURE PROOF: 
Elevate Your 
Superstars 

Quickly 



VTR



RossShafer.com

http://www.RelevantReport.com


GIVING BACK: FREE RESOURCES

www.RossShafer.com
Download (2) Free e-Books

http://www.rossshafer.com


Provide Ongoing 
Encouragement 
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