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ARE YOU STILL 
RELEVANT? 

by Ross Shafer

(Future Proofing Your 
Organization)



What I’m Not…



RossShafer.com

Charles	Shafer		
1927-2001

Chemeketa Reservation 
(Salem, Oregon) 

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

Blackfoot Nation

15-yr old

http://www.RelevantReport.com


Follow 
the  

Tracks 
of the 
Herd



STAY RELEVANT: 
The ‘Herd’ will 

Always Tell You 
Where They are 

Going Next



VTRRossShafer.com VTR
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RossShafer.com

http://www.RelevantReport.com


RossShafer.com

Ryan
Shafer

http://www.RelevantReport.com


STAY RELEVANT 
“Steal” Successful 

“Blueprints”



Chuck	Shafer	



Don’t	Limit	Your	Future	
Income			by	Celebra6ng	
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


TV& Film Production

Restaurants/Food Service Building Industry

Retail Clothing

ABC		“Day’s	End”

USA

USA

FOX	“LATE	SHOW”

ABC

Manufacturing



FUTURE PROOF: 
Innovate by  

Looking Outside 
The Relocation 

Industry



Hotel
Events

RossShafer.com

CRASH THE WRONG MEETINGS

http://www.RelevantReport.com


Association of Human Nature Convention



RossShafer.com
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55,000 units

http://www.RelevantReport.com


STAY RELEVANT 
Eliminate Friction 

from every 
Transaction 



VTR



3,000 cashier-less stores





VTR



2,500,000+
patients love 

“Virtual” Doctor
Visits



STAY RELEVANT 
Don’t Over-Focus on… 
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Income			by	Celebra6ng	
Yesterday’s	Profits.

CSAT (Customer SATisfaction)

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

exceed	expecta6ons.		
The	bigger	risk	to	loyalty	is	when	you	fail		

or	disappoint	them.”	  
 
 

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

http://www.RelevantReport.com
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CES (Customer Effort Scoring)

“Service	organiza6ons	create	loyal	
customers	primarily	by	reducing	customer	
effort;	NOT	by	delighKng	them	in	service	

interacKons.”	  
 
 

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

http://www.RelevantReport.com
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NPS (Net Promoter Scores)

“…scores	of	(6	and	below)	give	us	a	vivid	
snapshot	of	our	failings.	We	learn	far	more	from	
customer	complaints	than	we	do	from	their	

compliments.”	  
 
 

Source:	Fred	Reicheld	-The	Ul6mate	Ques6on	RossShafer.com

http://www.RelevantReport.com


Eliminate the 

  

Moments 
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“Thanks for calling. 
My name is Jason.

How can I 
provide you with

outstanding 
customer care?”





VTR

Does 

Work? 

VS.





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



Play the “Express”
versions in
20 minutes!



Sometimes  
We Can’t See  

that WE Create 
the Problem 



STAY RELEVANT 
Be Intentionally 
Curious about  

Each Other



Be Personally & Professionally CURIOUS
VTRRossShafer.com VTR
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“73% of 
managers

are discouraged
by the 

communication
skills of 

college-age 
students.”

http://www.RelevantReport.com
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Yesterday’s	Profits.
‘Chief Trending 

Officer’
RossShafer.com
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http://www.springwise.com (My favorite weekly updates)

http://www.forbes.com/sites/stevecooper/2013/11/19/how-to-become-a-trendspotter/

www.Trendhunter.com (Cool inventions)

http://dupress.com/periodical/trends/business-trends-2014/   
(Deloitte University)

http://www.gartner.com/newsroom/id/2603623  (Technology trends)

http://www.infoq.com/research/software-trends-2014  (Software trends)

http://www.businesswire.com/news/home/20140101005013/en/Forrester-Top-Global-eCommerce-
Predictions-2014#.U-GCYlYQ7wI  
(Business Wire & Forrester Research)

TREND SPOTTING SITES

VTRwww.RossShafer.com				CONTACT	ROSS:		(email)		Andria@RossShafer.com

http://www.springwise.com/
http://www.forbes.com/sites/stevecooper/2013/11/19/how-to-become-a-trendspotter/
http://www.trendhunter.com/
http://dupress.com/periodical/trends/business-trends-2014/
http://www.gartner.com/newsroom/id/2603623
http://www.infoq.com/research/software-trends-2014
http://www.businesswire.com/news/home/20140101005013/en/Forrester-Top-Global-eCommerce-Predictions-2014#.U-GCYlYQ7wI
http://www.businesswire.com/news/home/20140101005013/en/Forrester-Top-Global-eCommerce-Predictions-2014#.U-GCYlYQ7wI
http://www.RelevantReport.com
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STAY RELEVANT  
What’s Emotional 

about Your  
Brand Story 



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



Airbnb wants 
customers to 

share how they  
experienced  
The Brand.

the Airbnb Community are Brand Spokespeople



1982

$84,000 in1982 6 days
8 cars

Home includes a 1,000 sf RV shop

Chuck & Lois Shafer



      In 1983, Chuck and Lois Shafer bought the single level, 3-bedroom 2-bath 
home at 455 W. Butler Lane as what they called their “retirement villa.”               
The 1,620 sq. ft home is located within minutes of Southern Oregon University, 
the Ashland Golf Club, the Shakespearian theaters, and the Ashland fixed based 
airport; where Chuck’s two airplanes were only four minutes from home. 
      Lois, on the other hand, was crazy about golf and gardening. Each 
year, their neighbors eagerly awaited the fresh fruits and vegetables Lois 
pulled from the expansive 1/4 acre irrigated garden.
      Chuck not only loved his planes but anything with a motor. So, in addition to 
their two car garage, he built a 1,000 sf matching shop where he could tinker on 
his cars, boats, and motorcycles. Of course, he installed a microwave for his Hot 
Pocket Pizzas.
      These days, Chuck undoubtedly tells his famous 'fish stories' in Heaven; 
while Lois recently celebrated her 91st birthday (with 74 friends) at a beautiful 
retirement community just two miles away. 
      Are you ready to create your own indelible-memory-life here, too?



STAY RELEVANT 
Elevate Your 
Superstars 

Quickly 



VTR



GIVING BACK: FREE RESOURCES

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

http://www.rossshafer.com


Provide Ongoing 
Encouragement 





Don’t	Limit	Your	Future	
Income			by	Celebra6ng	
Yesterday’s	Profits.

If you would like me to visit 
your company…  

CONTACT: 
Andria Early 520.704.9745 

Andria@RossShafer.com 
Ross  

Shafer

mailto:Andria@RossShafer.com

