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How to  
Stay 

Relevant 
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Shafer

(by future-proofing  
yourself)



TV& Film Production

Restaurants/Food Service Building Industry

Retail Clothing

ABC		“Day’s	End”

USA

USA

FOX	“LATE	SHOW”

ABC

Manufacturing



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



VTR

BEST SELLING BOOKS in 1991
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RossShafer.com

Ryan
Shafer

http://www.RelevantReport.com


*Lower fees/margins 
*Intense regulations 
*Technology is fluid 

*Hiring is a challenge 
*Client expectations?



The Last Advisor Standing



TUNNEL 
VISION



Hotel
Events

Events for July, 2018

RossShafer.com

CRASH THE WRONG MEETINGS
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RossShafer.com

55,000 units
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What do Your 
Members Consider 

Relevant? 



VTR

FAST & EASY TRANSACTIONS





VTR

PORCH PIRATES
stole 26 million packages 

in 2017





Don’t	Limit	
Future	Growth	

by	
Celebra6ng	
Yesterday	
Profits
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What is your 
INTRINSIC VALUE? 



TRUST 



“I understand your life - 
your dreams - 

and your family.” 



WOWING 
CUSTOMERS  

DOESN’T WORK  
ANYMORE 
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2,500,000+
patients love 

“Virtual” Doctor
Visits
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“My name is Jason.
How may I 

provide you with
outstanding 

customer care?”



Don’t	Limit	Your	Future	Income			by	
Celebra6ng	

Yesterday’s	Profits.

Be careful who you put “out front”
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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


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

CES (Customer Effort Scoring)

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

interacJons.”	  
 
 

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

http://www.RelevantReport.com
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NPS (Net Promoter Scores)
“While	we	want	customer	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

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 
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“EXCUSE ME…?!”



Sometimes  
We Don’t See  

that WE 
are the Problem 



When People Love You, 
They Give You More 

Money Members Want  
You to be  

Other-Focused 



Show Interest like a Talk Show Host
VTRRossShafer.com VTR

http://www.RelevantReport.com
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RossShafer.com

Me
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Don’t	Limit	Future	
Growth	by	
Celebra6ng	

Yesterday	Profits
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The Accidental Genius  
of Facebook

RossShafer.com

http://www.RelevantReport.com
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What’s	on	your	mind?

RossShafer.com

http://www.RelevantReport.com
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RossShafer.com

Is Facebook Making You 
Depressed?

http://www.RelevantReport.com


Maria		
Garcia



Relevance is a 
Moving Target 

You will stumble.



Remind them of their Super Powers



RespondS immediately


               Highly Creative   

   Problem Solver 
Care About Other People

HONORS EVERY DEADLINE

DETAILED

100% INTEGRITY

24/7/365 Satisfaction



Protect them from their  
K R Y P T O N I T E 



                 

   SHAMING BY FRIENDS & RELATIVES 

SELF  DOUBT

ANGER ISSUES
A goof-up they can’t forget

NEVER  SATISFIED  W/  ANYTHING

MONEY TROUBLES

PUBLIC PRESSURE



Collaboration



WHAT DOES IT TAKE TO BE A…



  1. Believe in the mission 
  2. Be humble servants 
  3. Refer each other 
  4. Tell compelling stories 

5. Build long-term  
    relationships



The	super	powers	of	Don’t	Limit	Your	
Future	Income			by	

Celebra6ng	
Yesterday’s	Profits.

The Super Powers of 

John Hixon 
Hixon’s 
Market 
Sweetwater, TX. 

 

RossShafer.com

http://www.RelevantReport.com


Attracting  
& Retaining  

Young People 
VTR
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Millennials Will be 40 in 18 Months!

RossShafer.com VTR

http://www.RelevantReport.com


Don’t	Limit	Your	Future	Income			by	
Celebra6ng	

Yesterday’s	Profits.

How do You Motivate 
Younger Team 

Members? 



“LEVELING	UP”	

300,000 attended GamesCom to
watch other people play video games

(Quick	Wins)
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The #1 Skill  
that Will Keep You  
FUTURE-PROOF 
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Elevate Your 
Superstars as 

Quickly as 
Possible 



VTR



RossShafer.com
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AFTER TODAY’S MEETING: FREE RESOURCES

www.RossShafer.com

Download My Free e-BookLeadership Video Blog

http://www.rossshafer.com


Curate Your Own 
Legacy  



Chuck	Shafer	1927-2001

RossShafer.com

“I want to know 
who you are when you 
don’t think anybody’s 

looking.”

http://www.RelevantReport.com


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

Daddy/Daughter date
12th birthday!



Promote Ongoing 
Encouragement 

VTR
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