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How to Stay  
Relevant 

(In an evolving market)



What I’m NOT… 

My partner said, “Ross, you’re going to love CNA.  
The best people in the world go into this field and  

you’ll find they are both brilliant and beautiful!” 

I told him…”No, THIS CNA has a far different  
perspective about what GAP means.”







RossShafer.com

“Honoring Profit Margins   
Will Rewrite Your Future.”

My Dad “Chuck” Shafer

Blackfoot Nation

http://www.RelevantReport.com


Chuck	Shafer	1927-2001

RossShafer.com

http://www.RelevantReport.com
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Chuck Shafer - Pitts Special Bi-Plane

“You can create anything when you
have a blueprint.”
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Maiden flight - May 1971
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I traded a Honda Trail 90 for “The Ghia”

14 1/2 years old

1961 Karmann Ghia Bought $25……Sold $450

Fixed rusted rocker panels with Bondo and Folger’s “coffee cans”



Folger “coffee can” rocker panels

1965 Pontiac GTO Convertible

Bought $530….Sold $1,700
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1984 Ferrari 308 GTS Bought $9,800

http://www.RelevantReport.com
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Sold it for $38,500

http://www.RelevantReport.com


purchased for $4,800 sold 18 mos. later for $17,500



bought $178,000

sold $360,750



Don’t	Limit	Your	Future	Income			by	
Celebra6ng	

Yesterday’s	Profits.

RossShafer.com

http://www.RelevantReport.com


Don’t	Limit	Your	Future	Income			by	
Celebra6ng	

Yesterday’s	Profits.ABC		“Day’s	End”

NBC

ABC

USA

FOX	“LATE	SHOW”

NBC	

RossShafer.com

http://www.RelevantReport.com


I Spot Trends…& 
Exploit them 



VTRRossShafer.com VTR
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Will You Survive? 
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In 1968 - Companies lasted an average of 70 years 

By 1980 - Companies lived only 25 years 

     2016 - Less than 15 years 

Source:http://www.theatlantic.com/business/archive/2015/04/where-do-firms-go-when-they-die/390249/ 

“Lifespan” of S & P 500 Companies

NOTE #1: S & P replaces companies on average every two weeks! 75% of them will be replaced by 2027
NOTE #2 Standard & Poor’s Index is an American stock market index based on the 
market capitalizations of 500 large companies having common stock listed on 
the NYSE or NASDAQ. 

http://www.RelevantReport.com
https://en.m.wikipedia.org/wiki/Stock_market_index
https://en.m.wikipedia.org/wiki/Market_capitalization
https://en.m.wikipedia.org/wiki/NYSE
https://en.m.wikipedia.org/wiki/NASDAQ
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Be Vigilant re: 
Tweaking Everything 



Hotel
Events

Events for January 9, 2017

RossShafer.com

GO TO THE WRONG MEETINGS

http://www.RelevantReport.com


Association of Human Nature Convention
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Laramar Apartment Homes - 55,000 units
RossShafer.com
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Over-Serve Your Most 
Important Customers 



Women	Buy	Everything!

Sources:	Ver6s	consumer	focus	study.	Consumer	Electronics	Assn.	U.S.	News	&	World	Report.	A.T.	Kerney.		

																SheConomy.com.	Proctor	&	Gamble.	WomenDriver.com.		Prime6me	Women.	Mass	Mutual	Group.	Catalyst.org.	

													

 
 

93%	of	OTC	Pharmaceu6cals		
92%	of	Vaca6on	&	Business	Travel	Decisions	
91%	of	New	Homes,	Remodels,	&	Building	Design	
91%	of	Family	Apparel	(74%	of	men’s	clothing)	
90%	of	Consumer	Electronics	(TV’s,	phones,	tablets,	computers)	

89%	of	Higher	Educa6on	Decisions  
89%	of	Insurance,	Investment	Services,	Bank	Accounts	
86%	of	I.T.	Infrastructure	Decisions	at	work	
85%	of	Pet	ownership	(mean	income	$65,000)	
80%	of	Healthcare	&	Dental	decisions	
73%	of	New	Cars	---	(45%	of	Light	Trucks	&	SUV’s) 

RossShafer.com
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She-Commerce
“Women	over	50	currently	control		

$19	trillion	in	Net	Worth…3/4	of	the	en6re		
U.S.	Financial	Wealth.”  

 

source:	Mass.	Mutual	Financial	GroupRossShafer.com

http://www.RelevantReport.com
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And Female Wealth is Growing…
“By	2020,	women	will	control	between		

$30-$40	Trillion	in	U.S.	consumer	wealth.”  
 

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

http://www.RelevantReport.com


“92% of women will share information re: quality  
and value to an average of 21 other people.”

Source:	Mindshare	-	Ogilvy	&	Mather	Marke6ngRossShafer.com

  
(not counting social media)

http://www.RelevantReport.com


“Men only 
recommend to 

2.6 other 
people.”

*EVEolu6on-	The	8	truths	of	marke6ng	to	women	–	Faith	PopcornRossShafer.com
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WOW-ing the Customer  
is NOT Enough  



…Especially 
Considering How CNA 
‘WOWS’ the Industry  





"I just wanted to praise Laura for her patience and understanding in helping me start my GAP claim. MUCH appreciated!" 
From a contract holder (December 7, 2016) 

"I really appreciate the way Daniel handled a difficult claim recently. He was very professional and courteous. Thank you!" 
From a dealership in White Plains, New York (November 1, 2016) 

"Malinda was extremely helpful with a fax issue I was having and her follow-up was outstanding. I'm impressed!" 
From a dealership in St. Petersburg, Florida (October 21, 2016) 

"Katy was an absolute joy to talk to and her helpfulness was greatly appreciated!" 
From a repair center in Scottsdale, Arizona (October 21, 2016) 

"I work with CNA National on a daily basis, and I just wanted to take the time to let you know what an outstanding job  
your staff is doing, especially Maryann in your underwriting department. She is always pleasant, professional and  
willing to help. It is truly a pleasure to work with her." 
From a dealership in Hot Springs, Arkansas (October 3, 2016) 

"Geri, thank you so much for your care and support when handling my recent claim. You are wonderful!" 
From a contract holder (December 7, 2016) 

"I wanted to pass along kudos to Hans. We think he is terrific and want CNAN to know it!" 
From a business partner in Centennial, CO (September 26, 2016) 

"Just wanted to say how happy I am with the service I received from Vanessa. She was very easy to talk to.  
I really appreciate it!" 
From a contract holder (September 20, 2016)





RossShafer.com

“There is nothing else I can do.” 
“You’re asking me to go against our policy”
“Frankly, we didn’t cause this problem.”

http://RossShafer.com
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sources: The Customer Shouts Back - Ross Shafer Consultants, Inc. ‘wow survey’ 2016 
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DON’T ALLOW  THE

MOMENTS
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“I thought of a new place 
for my ring!”



World-Class Performance 
is Your Unfair Advantage 
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World’s Greatest Shooter
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“Not-So-Wild” Bill
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VTR
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Being Other-Centered 
Crushes Competitors 



Curiosity (in others) is seen as “love.”
VTRRossShafer.com VTR
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The Intentional Genius of 
Facebook

RossShafer.com



Don’t	Limit	Your	Future	Income			by	
Celebra6ng	

Yesterday’s	Profits.

RossShafer.com

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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Ongoing Encouragement  

http://RossShafer.com


POST MEETING: FREE RESOURCES

www.RossShafer.com

Download My Free e-BookMy YouTube Video Blog

http://www.rossshafer.com


Resilience is Your 
Best Friend 



Chuck	Shafer	1927-2001

RossShafer.com

“Life is the 
hardest thing you 
can put yourself 

through.” 

http://www.RelevantReport.com


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

Daddy/Daughter date
10th birthday!
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“The world’s 
greatest 

achievements 
were 

accomplished  
by tired, 

discouraged 
people who just 

kept on working.” Albert	Einstein

RossShafer.com VTR
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