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TV& Film Production

Restaurants/Food Service

Building & Construction
 Industry

Retail Clothing

ABC		“Day’s	End”
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FOX	“LATE	SHOW”
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Won	(6)	Emmys

Manufacturing



Don’t	Limit	Future	
Growth	by	
Celebra6ng	

Yesterday	Profits

Don’t	Limit	Your	Future	Income			by	
Celebra6ng	

Yesterday’s	Profits.

Going cordless and quiet with my new EGO mower. My neighbor was 
bragging about his and I had to try it. Come by and give it a test drive ;-)
I’m on 3 acres. No gas can. No sore arms. No noise. Lazy wins again!
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Going cordless and quiet with my new EGO mower. My neighbor was 
bragging about his and I had to try it. Come by and give it a test drive ;-)
I’m on 3 acres. No gas can. No sore arms. No noise. Lazy wins again!

*Love to give the impression I care about
 my carbon footprint

*Too lazy to refill my gas can at a station

*Don’t want to risk a rotator cuff injury
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Bragging rights 
re: my father-in-law



What I’m Not…
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Blackfoot Nation

http://www.RelevantReport.com


Follow 
the  

Tracks 
of the 
Herd

VTR
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Ryan
Shafer



Get Innovation & 
Insight from Unlikely 

Sources 

VTR



Hotel
Events

Events for February 8, 2018

RossShafer.com

GO TO THE WRONG MEETINGS

http://www.RelevantReport.com


Association of Human Nature Convention
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http://www.RelevantReport.com


RossShafer.com

55,000 units

http://www.RelevantReport.com


The Most 
Successful 

Salespeople  
are…Fearless 

VTR
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Chuck Shafer

“You can create anything if you
have a blueprint.”
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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
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Tell a Brand Story 
that Makes People  
FEEL SOMETHING 



“We don’t sell motorcycles. Instead, we sell…



Airbnb encourages 
their customers to 

share how the brand  
impacted their lives.
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EGO GENERATED VIDEO REVIEWS
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Ego Lawn Mower (Don’t buy it before you watch this)

306,987 views

ego mower reviews

USER GENERATED VIDEO REVIEWS
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Going cordless and quiet with my new EGO mower. My neighbor was 
bragging about his and I had to try it. Come by and give it a test drive ;-)
I’m on 3 acres. No gas can. No sore arms. No noise. Lazy wins again!

Consider 
Developing 
Personas
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Going cordless and quiet with my new EGO mower. My neighbor was 
bragging so I had to buy one. Come by and give it a test drive ;-) I am
on 3 acres. No gas can. No sore arm. No noise. Lazy wins again!

March 3, 2017



  
“We have an 

exhaustive digital 
marketing outreach 

to the main 
influencers.”
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Our Half-Cup Sizes Come  
with a100% Guaranteed Fit
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What is the  
New Customer 

Experience/Sales 
Blueprint? 

VTR
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“Thanks for calling.
My name is Jason.

How may I 
provide you with

outstanding 
customer care?”
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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

http://www.RelevantReport.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	
delighMng	them	in	service	interacMons.”	  

 
 

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

http://www.RelevantReport.com


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

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

RossShafer.com

http://RossShafer.com
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Complaints led to losing 1,000,000m subscribers in just 
one quarter.



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

“the toys take long to assemble.”



Play These games
in 20 minutes!



Highest # of complaints meant they were
Last Place in their industry 
re: Customer Experience 



By coaching Linemen, Meter Teams, Call Centers, Admin, & 
Designers, we empowered on-the-spot fixes.

 
In 90 days, their J.D. Power scores rose 21 Points.

Now, #1 in their industry. 



Attract & Retain 
Young People  

VTR



Don’t	Limit	Your	
Future	Income			by	

Celebra6ng	
Yesterday’s	Profits.

Millennials Will be 40yrs old in 2 years!

RossShafer.com VTR

http://www.RelevantReport.com
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MENTOR THEM 
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#1? 
How Do They Want 

to be Managed? 
VTR
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RossShafer.com 

Let Them Disagree

http://RossShafer.com
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#2:  
How do You Motivate 

Them? 
VTR



“LEVELING	UP”		
MoMvates	Achievement	

300,000 attended GamesCom
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#3:  
What Attracts Them 

to Work for You? 
VTR
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Started 2011. 
In 2016, Unilever buys company for $1billion

http://www.RelevantReport.com


When You Find 
Superstars, 

Exploit Them… 
VTR
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Curiosity Selling 

VTR
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Me
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“48% of employers are dissatisfied with the oral 
communications skills of college students.”

Source: Achieve Academic Standards VTRRossShafer.com VTR

http://www.RelevantReport.com


AFTER TODAY’S MEETING: FREE RESOURCES

www.RossShafer.com

Download My Free e-BookLeadership Video Blog

http://www.rossshafer.com


Organizations with 
CHARACTER  

last 63% Longer

https://www.inc.com/magazine/201407/jason-fried/the-challenge-in-business-is-staying-in-business.html

https://www.inc.com/magazine/201407/jason-fried/the-challenge-in-business-is-staying-in-business.html


Chuck	Shafer	1927-2001

RossShafer.com

“I want to know 
who you are when 

you don’t think 
anybody is 
looking.”

http://www.RelevantReport.com


Leah,	Ross,	Lauren	(Lolo),	Ryan	&	Adam	Shafer

Daddy/Daughter date
11th birthday!



Ongoing 
Encouragement 

VTR



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

Questions? 
Comments? 

See me in the 
back 

Ross  
Shafer


