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“You can create anything if you
have a blueprint.”
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“Fear is the enemy of success”
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CSAT (Customer SATisfaction)

“Determine	what	customers	want	and	
deliver	that.	Don’t	over	promise.	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
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CES (Customer Effort Scoring)

“Service	organiza6ons	create	loyal	
customers	primarily	by	reducing	customer	

effort	–	(i.e.	helping	them	solve	their	
problems	quickly	and	easily)	–	NOT	by	
delighJng	them	in	service	interacJons.”	  

 
 

Source:	Fleishman-Hillard	Research	Group	-	New	YorkRossShafer.com
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NPS (Net Promoter Scores)

“While	we	want	scores	of	(9)	and	(10)…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
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Does This 
Blueprint 

Work? 
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10 yrs ago, on the verge of bankruptcy, 
customers complained 

“the toys take long to assemble.”



Complaints led to losing 1,000,000m subscribers in just 
one quarter.



By coaching Linemen, Meter Teams, Call Centers, Admin, & 
Designers, we corrected customer complaints and 

empowered on-the-spot fixes.
 

In 90 days, their J.D. Power scores rose 21 Points.
Now, #1 in their industry. 



Tell a Brand Story 
that Makes People  
FEEL SOMETHING 



“We don’t sell motorcycles. Instead, we sell…
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HUGE PROFIT IN ADD ONS. 
GET MORE OF THE CUSTOMER’S WALLET





Shorter  
Inseams 

Shorter 
Sleeves 

Scaled 
Proportions

ARE YOU  
5’8” or 

UNDER?



Airbnb encourages 
their customers to 

share how the brand  
impacted their lives.







Our Half-Cup Sizes Come  
with a100% Guaranteed Fit
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The Intentional Genius  
of Facebook
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What’s	on	your	mind?
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“48% of employers are dissatisfied with the oral 
communications skills of college students.”

Source: Achieve Academic Standards VTRRossShafer.com VTR
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AFTER TODAY’S MEETING: FREE RESOURCES

www.RossShafer.com

Download My Free e-BookLeadership Video Blog
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Organizations with 
CHARACTER  

last 63% Longer

https://www.inc.com/magazine/201407/jason-fried/the-challenge-in-business-is-staying-in-business.html
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Chuck	Shafer	1927-2001
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“I want to know 
who you are when 

you don’t think 
anybody is 
looking.”
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Leah,	Ross,	Lauren	(Lolo),	Ryan	&	Adam	Shafer

Daddy/Daughter date
11th birthday!



Ongoing 
Encouragement 
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