Altruism.
Teamwork
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The
Customer

SHOUTS

.u‘k! How to Ignore

the “Experts” and

ll. Big Changes You Need To Make Trust Your Gut
If You Want Their Lifetime Loyalty

Ross Shafer Ross SHareR

ROSS SHAFER PRESENTS...

Many "
Happy - Are You

Returns (7 D Relevant?

-— A
on Gln'o:::r.
Service

“And all the
stories are true!”

sssssssssssssssssssssssssss
THRIVE IN ANY ECONOMY

ROSS SHAFER

ABSOLUTELY
NECESSARY

Bulletproof Tactics That Will
& Put You in High Demand

§V @%

%

R()\\ SHAFER
MICHAEL BURGER

A TELEPHOME CUSTOMER SERVICE FILM

A HUMOR IN
! THE WORKPLACE

GRRAB

o

MARKET
SHARE

WRANGLE BUSINESS

LAZY COMPETITORS

ROSS SHAFER

A Program on
Motivation,
Teamwork &
Personal Rewards
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"Don’t wait around
to be successful.
Push Yourself.”

Blackfoot
Nation

Chemeketa Reservation land

(Salem, Oregon)

: . , harles Shafer
Puyallup Indian Reservation o 1927-2001

(Puyallup, Washington
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:&F‘ear is the enemy of success.’

-,"

\'.‘.

< Chuck Shafer
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1961 Karmann Ghia bough:t-'$25..;:..sold $450
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1965 Pontlac GTO Convertlble
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Ferrari 308 GTS bought for $9,800
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$17,500
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bought for $4,800
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%.mu\ o/ Western District of Washington
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How to Start a Pet
Shop (retail) Business

Advancmg Beglnners

RossShafer.com
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(There’s a science to it)
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L
S TARRING

Ross SHAFER

RossShafer.com

FOX “LATE SHOW”

W <

THE ALLURING, AMUSING, AND HIGHLY REVEALING
GAME OF ROMANTIC PURSUIT.

LOVE ME

LOVE ME

N T

YOU'LL LOVE IT AT FIRST SIGHT!

P ALbe s 2227
R &""
Lo

:
QUL
2 2

= M "
hﬁ\y]rﬁ o \ﬁ’\'l
T ROSS SHAFER
e b IS YOUR HOST FOR TV'S
MOST PROVOCATIVE
NEW HALF-HOUR
GAME SHOW STRIP*
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Photography & Product Marketi

~“TV& Film Production




Excellence

i




BOMBAY.

;@HMAN BROTHERS

%

chkes @/

Q / RESTAURANT

I‘OB @@W@ (BT
& [Jdeaders
[Regglers _W

Al RLINES®

dHoward Johnson Indvir

FURNITURE

LINENS-NTHINGS

RossShafer.com
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BOMBAY.

-

5 WILSONS
c
m e

Al RLINES®

1\ 2 \ t
® ‘ ‘
AMERIC ’I .
LINENS-NTHINGS RADIO® Mg dHoward Johnson

RossShafer.com
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Sometimes we don'’t
realize VVE are
the problem



http://RossShafer.com

For insight,
we always consult the
wisdom of a man whose had
50 years of uninterrupted
success...
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Keith Richards - Rolling Stones

RossShafer.com
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73 year-oldson a $550million Tour
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The Galloping Gourmet

A Food Channel?

HE FRUGAL
_ GOURMET

More than 400 recipes from a rich assort-

ment of international cuisines, together

with invaluable cooking tips and tech-

! niques—from the national Public Television
: series produced by
WTTWin Chicago.

“If you're afraid of

butter, use cream.”
-Julia Child




COOK-LIKE-

A-STUD

%k 38 lip smackin’ meals men can prepare
in the garage ... using their own tools!

| JEFF “THE FRUgﬁtoggURMET” SMITH—I
Ross Shafer

RossShafer.com
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Customize

RossShafer.com
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BN
Peripheral Vision lesting

RossShafer.com &S
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FRIDAY SATURDAY SUNDAY

& 78 = & wer ¥ 7666

CURRENT LOW 68° HIGH  LOW HIGH  LOW

Hotel
Events

Events for May 4, 2017

: ‘ (s%) GENERAL ELECTRIC
BREAK OUT €=~
Grand O

Ballroom

Awards Committee Maxis Ballroom 10:00 AM - 11:00 AM

Morrow Technologies

Grand Ballroom 1 &2 11:30 AM - 1:30 PM

Client Appreciation Lunch

RossShafer.com
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&SCHMICKS

SEAFOOD & STEAKS

Restaurant Home

Make A Reservation

Map & Directions

Hours of Operation

Menus

Corporate Events / Banquets
Calendar

In the Neighborhood

All Denver, CO Locations

View All Locations

RESERVATIONS

LOCATIONS

RossShafer.com

e I8

MENUS

Preferred Guest | Purchase Gift Cards | Careers | Contact Us

GIFT CARDS

BANQUETS & MEETINGS

ABOUTUS
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Laramar Apartment Homes - 55,000 units

RossShafer.com %
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Strive to be a




World’s Greatest Shooter

y
- .~
» s . ’
\ 6A /

JAVERHOPR

RossShafer.com
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I.’Oﬁ%AIf

“At L'Oreal we have BIOTI—ERM GIORGIO ARMANI < )

an exhaustive digital MIZANI 3

marketing outreach  =eieiemese
to the main GARNIER! W{, ESSANTAURENT
influencers.”

KERASTASE ~ trtoratornes

- ,@ME MAYBELLINE

NEW YORK

RossShafer.com
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P

YOU Search

,

Q| IRECRIRE!

P P o) 0:12/947

3D Silver Glitter Lips: Tips Trick & Tutorial

6‘ vintageortacky
L‘{\ e 8,179,103 views

Add to A Share eee More I 20,735 1 4441
+




THE DAWN OF CYBERWAR / 550 e s

POPULAR

RossShafer.com
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Search for people, places and things

S8 Ross Shafer =) Update Status Add Photos/Video
gl & Edit Profile _
' What’s on your mind?
FAVORITES
SORT ~

[: "] News Feed

@ Messages 99+ Nancy Vogl

Photos Is anyone else having problems posting on FB today?

3, Browse Like - Comment - Share - 10 hours ago near Traverse City, Ml - 2
PAGES £ Monika Laschkolnig and 7 others like this.

ZZH Pages Feed 20+ L) View 21 more comments

%’ Like Pages 20+ Ll Aileen Bennett Thank you - | thought i had broken the

internet (again)

ﬁ Create Ad 6 hours ago - Like - 51
GROUPS 3 Kathleen Hassan yup

@ University of Puget Soun... 5 hours ago - Like - 631

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

Source: Achieve Academic Standards

RossShafer.com
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Women Buy Everything!

85% of ALL CONSUMER & B2B PURCHASES.

93% of OTC Pharmaceuticals

92% of Vacation & Business Travel Decisions

91% of New Homes, Remodels, Landscapée Design
91% of Consumer Electronics (Tv’s, phones, tablets, computers)
89% of Investment Services & Bank Accounts

86% of I.T. Infrastructure Decisions at work

80% of Healthcare & Dental decisions

73% of New Cars --- (45% of Light Trucks & SUV’s)




she-Commerce

“Women over 50 currently control

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

source: Mass. Mutual Financial Group



34% Felt C
27% Felt

Tree

23% Colt
tak

10% Des gtence

6% Custt was Flat-Out
Unreasonable

Source: Ross Shafer Consultants, Inc.

‘
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88% Will continueto do
business w/You IF you
"“Make Things Right”

12% “I'll never come back”

Source: Ross Shafer Consultants, Inc.



“92% of women recommend quality & value
to 21 other people.”

(not counting social media)

7/
)|

S

Source: Mindshare - Ogilvy & Mather Marketing



“‘Men only
recommend

to 2.6 other
people.”

*EVEolution- The 8 truths of marketing to women — Faith Popcorn




We dissected
2,000 complaints:

Blogs, Web sites,

& forums

10 Big Changes You Need To Make
If You Want Their Lifetime Loyalty

Ross Shafer




Patients -
Customers &
Clients Feel...
Vulnerable,
Helpless,
AnXious,

Embarrassed,
& Out of Control




RossShafer.com
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ROSS SHAFER

THE ESSENTIAL BLUEPRINT FOR
BOOSTING CUSTOMER SCORES




SAVE ME TIME.
| NEED CONVENIENCE.

EXPRESS =)
S E RV' C E ;E% :i::::h:r:tnoen
1-HOUR or LESS ——— &R s

@BGKER & PAY

Ordeffrom your phone, I?:L’;’:;’:a"° $1.81

pickup at your store.
; Grande Caramel Ribbon $3.62
Crunch Frappuccino
with 1% Milk, 2 pumps Caramel,
|

New Vehicles Parts & Service

and no Whipped Cream

Tax $0.49

Your time should
be just that. Yours.

Request an Appointment
.".'A‘ . 4‘ i . e » -

Order Total $5.92

“S§"° Rosemary's Card
O $12.02

UBER

VTR
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urce: Ross Shafer Consultants, Inc. ‘wow surve

y' 2016
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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.



http://www.RelevantReport.com

“Excuse me?!”’
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comcast.
xfinity

PPN

WWestar Energy

Lost1,000,000mii
subscribers in one-
quarter.

They hired more
people & improvead
ALL processes.
Today, billing, call
centers, and
installation teams are
reliably rock-solid.
Comcast has the
highest sign ups &
Today: #1 customer
retention stats in
their industry.

10 yrs ago, Lego was
on the verge of
bankruptcy. Customers
complained the toys
were boring; had to sell
products below cost
They hired designers
who LOVED the toys &
thought they should be
tied to movie
franchises (Harry Potter,
Batman, etc). In the last
two years, Lego has
become the largest toy
company in the world.

This company was Last
Place in their industry. |
coached the No More
Friction system to
Linemen, Call Centers, &
Engineers - during 22
sessions in 10 cities. We
attacked customer
complaints and
empowered on-the-spot
fixes. Within 90 days, we
raised their J.D. Power
scores 21 Points...to
become #1 in their

industry.
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The Future of




Himalogy




_

#1Team SKill of
the Future;

RossShafer.com VTR
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Starting Address

Foothills
Alum Rock

South
San Jose

Edenvale

£
Azul Open Santa Teresa
Preserve County Park

2

Google

Powered by ICS Net Check In™
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The Competition for
Talent is Real
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“Welcome to AT &T.

My name is Jason.
How may |
provide you with
outstanding
customer care?!”

RossShafer.com
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This Is what Millennials Look Like,
Today.
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Don’t Mentor
Them!
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ROSS SHAFER's
RELEVANT LEADERS CLUB

)‘ ! i A
v 1
. ’

4

ROSS SHAFER Biz Author/Consultant CAM MARSTON  Generational Insights




Your Brand Must
Resonate

I



“We don't sell motorcycles. Instead, we sell...
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MEMORIAL

The largest network of funeral,
cremation & cemetery service providers.

Plan. To Make it Right.®

Preplanning your funeral or cemetery arrangements gives
you and your loved ones peace of mind. We offer Free,
engaging, interactive pre-planning seminars.

Call Today: 504-729-1912

RossShafer.com

Dlg nlty v

Peaceful.
Beautiful.
Everlasting.

[Lake Lawn

Metairie
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Celebrating

Claudine G. Bowers
1922 - 2010

RossShafer.com
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‘‘Changing Dentistry
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Empathetic Experts  Non-Clinical Elements

Soothing Environment Billing Process -
Beautiful Results Responsive




she’ll tell you
size doesn’t matter.

She’s lying.
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KEEP YOUR BRAND
PROMISES
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The Patient’s
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34% of patients return to a Dr. NunezZ’
office when the staff says..."Goodbye.”

GentleJ Dental
RossShafer.com —
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Which Is why we
must be careful
re: Client/
Customer
Evaluations

RossShafer.com
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Did you experience any problems during your stay?
[J Yes [J No

If you would like to be contacted by
regarding your comments, please include the following

information: 2
Name e E g
g &
Street Apt# 8 % 2 B
: B g 5 2
City & é E z 2
3 > >
State ____ Province If you reported any problems, g§ 3 g 3 &
Country Zip how satisfied are you with VAR VARVIE Y V.
Telephone # thE YeSOIULION xswssctesnesosiesiimartarss I [ I ]
Email
Dates of Stay: From To Comments:
Room No.:

8
8 5
E Ok g
a E 2 &
B2 £ &
Please rate your satisfaction g § 2 § g
with each of the following: 5 0 3 & 2
5§ 2 2 8 E
Overall satisfaction with this YyY vV Y
EXPELIENCEY. ool it s omenovonsimy [ 0 e
Receiving a warm and sincere
greeting upon arrival ..........eeeveuenenee. Ooo0o00oa0o
Staff greeting you by name............... 1T 5
Staff remembering you as a
regulanigueste R e [ A
Timeliness of check-in........cccoceee... [ T T A e}
Receiving the room you expected...... [ o o A
Ability of the staff to anticipate
YoULneedst. ;... (ST [ ] ]
Cleanliness of the guest room............ {5 5 e [ [ |
Condition of the guest room
furnishings -eoimmnmnnansbiiand ] | |
Cleanliness of the hotel.............c....... (= (N ]
Condition of the hotel fumishings ..... (5] 5 [ [ [ Please suggest any service, pl‘OdllCt or a_[nenity you
Quality of the food.........cccceoeueuccncncnns (Bl (m [ ] would like added, or please let us know which
S exceptional ladies and gentlemen have made your stay
Receiving a fond farewell when ! - more memorable.
) I [

YO Checked ot e (]

How li are you to recommend this
o friends or associates..

[} VERY LIKELY

If you travel back to the area, how likely
are you to return to thi

O] ] 4SOMEWHAT LIKELY
[0 [ <4SOMEWHAT UNLIKELY

| [] 4NEUTRAL
[0  [J <VERY UNLIKELY

Hotel Code: 0037 6-6635C (06/04)

RossShafer.com
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Please rate your satistaction
with each of the following:

4 SOMEWHAT SATISFIED

O
E
7
=
s
po
o
a8
>

4NEUTRAL
- 4SOMEWHAT DISSATISFIE

- 4 VERY DISSATISFIED

Overall satisfaction with this
experience

T

Recelving a warm and sincere
greeting upon arrival

Staff greeting you by name

Staff remembering you as a
LEOUIAr QUBSE o s ot

RossShafer.com
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Don’t make people think too hard
about YOU.

RossShafer.com
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THE CALLAHAN TRUCKING COMPANY
NON-SURVEY

RossShafer.com
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Ross Shafer

Home

FREE RESOURCES

ROSS SHAFER's
"KELEVANT LEADERS CLUB

Motivate.

Innovate.

View as: Yourself ~

Relevant Leaders Club

Educate.

The Relevant Leaders Club (by Ross Shafer) uses innovative case examples to help both young and highly
experienced leaders find relevant business solutions for motivating your workforce, creating leadership

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

I your company only last 15 years? Leadership
nd innovation author Ross Shafer describes

How to Stop Driving Customers Away |
Leadership Speaker | Ross Shafer

ng customers y...and you
y clue you're doing it? Ro: hafer gives

HED a HOW GREAT
: LEADERS
MAKE
BETTER
DECISONS
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WATCHED

Sustain.

@ Visit Ross Shafers Website G+

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

horl clip, leadership speaker and author, Ross
Shafer, reveals his surefire Five-Step process for

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

Have you ever wondered if you should change your
personality when you get a "big" new job? Then you

cial Advisors Beat
Speaker | Ross...
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“l wanna know
. |who you are when
| you don’t think
anybody is
looking.”

Chuck Shafer 1927-2001
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. Daddy/Daughter date

~ _ 10th birthda!

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