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PRIMARY TARGET

N A
PROGRESSIVE DEMOGRAPHIC SNAPSHOT PSYCHOGRAPHIC SNAPSHOT
- Males ages 35-64 - Jeek the [atest innovation.
E NTH u S IASTS + HHI $75-200k USD » Comfortable with new technology.
. = -+ Reside in both urban and suburban settings. - Look to design as a key indicator of
0 V7 as o’ o quality and performance.
/""" N
SHOPPER ATTITUDE KEY VALUES

- Jeek information from a variety of sources including . Technology
Consumer Reports, expert and consumer reviews, . Design
and online forums. « Performance
- Value the perspective of those who have
experienced the product.
- As they get closer to purchase, they tend to be
self-directed in store as they are armed with
research conducted online.




=— G a | PRIMARY TARGET

PROGRESSIVE DEMOGRAPHIC SNAPSHOT PSYCHOGRAPHIC SNAPSHOT

- Males ages 35-64 *Love to give the impression | care about
E NTH " S IASTS « HHI $75-200k USD my carbon footprint
oq-‘ z
- " .

- Reside in both urban and suburban settings. “Too lazy to refill my gas can at a station
773 : Ad
| ,, Ne

*Don’t want to risk a rotator cuff injury
S -_—

SHOPPER ATTITUDE KEY VALUES

- Jeek information from a variety of sources including . Technology
Consumer Reports, expert and consumer reviews, + Design
and online forums. « Performance
- Value the perspective of those who have
experienced the product.
- As they get closer to purchase, they tend to be
self-directed in store as they are armed with
research conducted online.
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Blackfoot Nation

Chemeketa Reservation land 5
(Salem, Oregon) Foleis y .
Puyallup Indian Reservation S5
(P UyaIIUp,Washington I
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% 38 lip smackin’ meals men can prepare
in the garage ... using their own tools!

Foreword by
Ross Shafer

RossShafer.com
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9:41 AM

CONFIRM ORDER

Pike Place Market
< 5 Minute Walk
"5{& Ready in 4-7 Minutes

STARBUCKS®
#ORDER & PAY

Ordenfrom your phone, Tall Americano
pickup at your store.

with 2 shots

Grande Caramel Ribbon
Crunch Frappuccino

with 1% Milk, 2 pumps Caramel,
and no Whipped Cream

Tax

Order Total

“%"° Rosemary's Card
$12.02

Ryan
Shafer
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Grand
Ballroom

Hotel
Events

kd b 1

Meeting Rooms

RossShafer.com

FRIDAY

& 73 & 770 67° 3

CURRENT -OW 68° McH:  Low

Events for February 8,

SUNDAY

76° 66°

HIGH LOW

2018

(3?;, GENERAL ELECTRIC ;
BREAK OUT €~ E ‘ \

Cascade 1

Awards Committee Maxis Ballroom

Morrow Technologies

Grand Ballroom 1 &2

Client Appreciation Lunch

8:30 AM - 430 PM

10:00 AM - 11:00 AM

11:30 AM - 1:30 PM
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- UNITED STATES BANKRUPTCY COURT
Western District of Washington

Honorable Brian D. Lynch, Chief Judge | Mark L. Hatcher, Clerk of Court
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Explaining things the easy way!

How to Start a Pet
Shop (retail) Business

Advancing Beginners

RossShafer.com
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“We don't sell motorcycles. Instead, we sell...

BN HARLEY-DAVIDSON®
B ACCESSORIES
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Stories from the Airbnb Community

Michael ssa. Judith

airbnb

New York, United States London, United Kingdom New York, United States
A busy New Yorker keeps pace with tradition Second Act: A new beginning New Chapter: Breaking bread together...again

Airbnb encourages
thelr customers to

Andrew
g share how the brand
- . . .
c NP impacted their lives.
London, United Kingdom Los Angeles, United States New York, United States
Sowing the Seeds: Of love, and of vegetables The Art of Receiving: A host transforms his home, Full House: An invitation to friends, both old and

his work—and his life new




EGO GENERATED VIDEO REVIEWS

r

2 YouTube ego mower channel Q
G HOME VIDEOS PLAYLISTS CHANNELS DISCUSSION ABOUT O\
Trending —
Uploads PLAY ALL — SORTBY
Subscriptions
mnsm'sM[]S'[lumggf ’il_‘ <
RY v = . - - ' N *1- :hm
HiStOfY | il =
Watch later . " o
EGO Power+ 15" 56V Lithium- GAS vs. EGO Power+ EGO Power+ Handheld and EGO Power+ 600 CFM EGO Power+ 15" String
' sadershio ™1 lon POWERLOAD™ String Backpack Blower - Skip Backpack Blowers Backpack Blower Trimmer with Rapid Reload
eadership Tips ...
PP 432 views * 5 days ago 2K views * 3 months ago 3.4K views * 4 months ago 1.2M views * 7 months ago 3.2K views * 8 months ago

Customer Experi...

Show more
sRIPTIONS
Norm Macdonald T | . ‘
How to connect the How to adjust the Pole Saw How to Connect and Remove How to Install and Remove How to Adjust the Edger
Videa Creat . Extension Pole and Pole Saw Attachment Chain Tension Attachments the Battery Pack Attachment Depth
ideo Creators $
2.3K views * 9 months ago 3.4K views * 9 months ago 6.1K views * 9 months ago 2.9K views * 9 months ago 3.3K views * 9 months ago



2 YouTube

USER GENERATED VIDEO REVIEWS

€go MOWer reviews

-

P »l o) 008/6:52

Ego Lawn Mower (Don’t buy it before you watch this)

306,987 views iy 723 &) 202

DDanny1 9 months ago

I have had an Ego for almost two years. | cut about 2 acres with it. | have insomnia so | do it at night. Houses are about 60-
70 yards apart. I've asked my neighbors and they say they can't hear it. | have 4 acres. About a year ago | started in the the
overgrown woods to use the ego to chop out all the underbrush and give it a “park"” look. Now several of my neighbors are

doing the same.
Read more

Q

~» SHARE :+ oo

SUBSCRIBE 267

o0
-

Ban?e Tested ‘

L

autorLaY @D

Kobalt vs EGO Electric Mower
Showdown!

Punch Your Mancard
19K views

Ego Power Plus vs Honda

s HRX217
e Grass Daddy

25K views

Ryobi Vs Ego | Battle of Self

Y Propelled Battery Mowers

WorkshopAddict
23K views

Greenworks VS EGO electric
lawn mowers comparing / slow

Family COOL Reviews
71K views

Best Cordless Mowers of 2016 -
Top S

Tools In Action

122K views

Cost to Run an Electric Mower

jettlash1000
24K views




PRIMARY TARGET

e .
PROGRESSIVE DEMOGRAPHIC SNAPSHOT PSYCHOGRAPHIC SNAPSHOT
- Males ages 35-b4 - Jeek the latest innovation.
ENTH"SIASTS - HHI $75-200k USD - Comfortable with new technolc
— < - Reside in both urban and suburban settings. - Look to design as a key indicato
s b " quality and performance.
) Consider
SHOPPER ATTITUDE KEY VALUES Developing

- Jeek information from a variety of sources including . Technology
Consumer Reports, expert and consumer reviews, . Design
and online forums. « Performance
- Value the perspective of those who have
experienced the product.
- As they get closer to purchase, they tend to be
self-directed in store as they are armed with
research conducted online.




Ross Shafer
March 3, 2017 - @

@

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

facebook.

o

Boost Post
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“We have an BT R GIORGIO ARMANI CJ

exhaustive digital MIZANI i

marketing outreach
to ’[héJ main GARNIER: Wé ESANTAURENT

influencers.”

KERASTASE

LANCOME  MAYBELLINE

NEW YORK
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3D Silver Glitter Lips: Tips Trick & Tutorial

L. vintageortacky
| | ST e | oSl 402,327 ,
8,219,186 views

e More i@ 20837 P 4478




/’ —

AN
S THIRDLOVE

Our Halt-Cup Sizes Come
with a100% Guaranteed Fit

e

Bra Shopping via Selfie




she’ll tell you
size doesn’t matter.
She’s lying.

S .

o - = '
super Star “ with cheeasa

f\f-"-“m\/“-‘\
NCMIAQZ It's gonna get messy.

RossShafer.com
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I ROSS SHATFER

THE ESSENTIAL BLUEPRINT FOR
BOOSTING CUSTOMER SCORES




HOW TO
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YOUR CUSTOMERS!

_ﬁ‘;

your customers W h O Te v e r @ W h e re V e r for ocutstanding customer service...






“Thanks for calling.
My name is Jason.
How may |
provide you with
outstanding
customer care!”




v
:

“Determine what customers want and
deliver that. Don’t over promise. You don’t
necessarily have to exceed expectations.
The bigger risk to loyalty is when you fail
or disappoint them.”

ROSSShafer.Com Source: Fleishman-Hillard Research Group - New York &


http://www.RelevantReport.com

CES (Customer Effort Scoring)

“Service organizations create loyal
customers primarily by reducing customer
effort — (i.e. helping them solve their
problems quickly and easily) — NOT by
delighting them in service interactions.”

ROSSShafer.COm Source: Fleishman-Hillard Research Group - New York B


http://www.RelevantReport.com

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

RossShafer.com
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RossShafer.com

KISSES YOUR FOREHEAD
says he’s sorry.

makes an effort.
HOLDS YOUR HAND.
WORKS HARD

attempts to understand you.
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comcast.
xfinity

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




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




Play These games
In 20 minutes!
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Highest # of complaints meant they were
Last Place In their industry
re: Customer Experience
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estar Energy.

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.







Millennials Will be 40yrs old In 2 years!

1 B

RossShafer.com
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#17
How Do They Want
to be Managed?




Let Them Disagree

B,

/3

& ' g
.‘0 ’

RossShafer.com
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Hl
How o You Motivate
Them?
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H#3:
what Attracts Them
to Work for You?







Started 2011.
In 2016, Unilever buys company for $1billion

| < B i J
. . :
> DOLLAR SHAVE CLUB _ RSN .

: -

ﬂr ‘

A gLl THE DOLLAR SHAVE CLUB |

r—--v/rs.“ﬁ‘

RossShafer.com
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THE DAWN OF CYBERWAR / ' e swe

POPULAR

Will Sindd
Swrre in Y

Alnerca .
or Go Down
Swinging # . &
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“48% of employers are dissatisfied with the oral
communications skills of college students.”

RossShafer.com
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AFTER TODAY'S MEETING: FREE RESOURCES

ROSS SHAFER's
"KELEVANT LEADERS CLUB

Innovate. Motivate. Educate. Sustain.

@ Visit Ross Shafer's Website G+

Ross Shafer

Relevant Leaders Club LL‘) Download AIIJ

The Relevant Leaders Club (by Ross Shafer) uses innovative case examples to help both young and highly

experien ced leaders find relevant business solutions for mot vating your workforce creating leadersnip

Why is the Lifespan of a Company only 15
years? | Leadership Speaker | Ross Shafer

by Ross Shafer

How to Pitch Your Big Ideas to the Boss |
Leadership Speaker | Ross Shafer

bv Ross Shafer
1 week ago * 31 views

4ad AVsS aqo ¢ 24 viewe
1aYS ag 29 VIiew

Why will your company only last 15 years? Leadership In this short clip, leadership speaker and author, Ross

speaker and innovation author Ross Shafer describes Shafer, reveals his surefire Five-Step process for

Should You Change Your "Leadership”
Persona? | Leadership speaker | Ross Shafer

| by Ross Shafer
-

} weeks ago * 68 views

Have you ever wondered if you should change your

personality when you get a "big” new job? Then you

_eadership Video Blog

How Can Leaders Make Better Decisions? How Can Small Office Financial Advisors Beat

ot s IO Rl NE | eadership Speaker | Ross Shafer ' ; WHY SMALL The Big Guys? | Leadership Speaker | Ross. ..
’ \( LEADERS by Ross Shafer t 1 FINANCIAL by Ross Shafer

'\ 2 . MAKE_ = ago * 85 views '_ADV'SQR_S 1 month ago * 62 views
\‘ BEFTER Leaders are paid to make good decisions over and over HAVE AN This video will inspire smaller office financial planners
DEC|SON)S This video by Ross Shafer will give leaders a repeatab ADVANT,\f:F (and CFPs) re: "How

1 Burger

v to differentiate your practice.” Yo

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

“l want to know
who you are when
you don’t think
anybody is
looking.”

Chuck Shafer 1927-2001

RossShafer.com
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. Daddy/Daughter date
| Ith birthday!

Leah, Ross, Lauren (Lolo), Ryan & Adam Shafer
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Questions?
(omments?
see me In the
DacK

Ross
Shafer



