If you want to contact me
after the meeting...
PHONE:
920)104-3143

Andria@RossShaler.com

Ross
Shafer
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Will You Still be
Relevant in 20207?
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QUANTUM
LEAPS in the
COLLISION
REPAIR
BUSINESS




15-yr old
Ross Shafer

Blackfoot Nation

Chemeketa Reservation
(Salem, Oregon)

Puyallup Reservation
(Puyallup, Washington)
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Scr:ens

Ceiling Models
Availabie

At lost the Northwests largest moker of Gient TV AS LOW AS
Screan systems it offering direet to you, for your

home, the same Projection TV usually s¢on commer-
cially, Come, see and compare duning this solel

— For Home Demonstration
Information CALL COLLECY

STUDIO
in SHAFER (206) 848-8300
PﬂUJ[(HON‘TEILVISION 119 Hi Ho Shoppmg Cer nter

Puvallup B. wnlicns. Wosh. 98371

RossShafer.com

TV& Film Production

ro.blogspot.com
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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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Review order (1)

Parker & ||i||t<)p - vV

Prep time 3 - 7/ min 10 min

Your order may be ready
before you arrive

It looks like your estimated travel time is longer

than your order prep time. Consider placing

your order when you're a little closer to the

store.

Back to order

oooooooooooooooooooooooooooooooooooooooo

Checkout $3.19

RossShafer.com
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‘ 78Fg|DAY SATURDAY SUNDAY
HIGH 78° ‘ 770 70 ' 0 0
H Otel CURRENT LOW 68° HIGH §cw 76» 66

Events

kd b L -
Meeting Rooms

3w (;'93, GENERAL ELECTRIC 5
4 BREAK OUT SES9/*
Grand - A E
Ballroom .

viorrow Technologies

Grand Ballroom | &2

1130 AM - 1 30 PM
Client Appreciation Lunch

RossShafér.Com
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CCORMICK
&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

Preferred Guest | Purchase Gift Cards | Careers | Contact Us

BANQUETS & MEETINGS

ABOUT US

RossShafer.com
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The "Empty Bag” Issue

Net Wt. 8 oz. (227g)

-~

RossShafer.com
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comcast
C xfinity

NETELLX

Google







»

‘ amazon go

3.000 cashier-less stores







MDLIVE  American Well

Virtual Care, Anywhere.

Teladoc’

2,500,000+
patients love
“Virtual” Doctor
Visits







DON’T
Obsess
About...




“Determine what customers want and
deliver that. 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; NOT by delighting them in service

interactions.”

ROSSShafer.Com Source: Fleishman-Hillard Research Group - New York »
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Elimingte the




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



. GE Capital

“lo Improve our customer service some
departments will be closed for training.”



http://www.RelevantReport.com




XI0UIHIT

TOYOTA

OV fived”

Ooey Gooey Clwewy

Have a

S CACY

~<n s

Freshly baked Otis-Spunkmeyer cookies.






comcast.
xfinity




10 yrs ago, near bankruptcy, customers said,
“The toys take long to build.”




Play the “Express”
versions in
20 minutes!
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Scores UP 21 points
In 90 days
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lse IS Your




Spoke 4 languages

Played 20 seasons
8X All NBA Team

I 2X NBA MVP
....... (T | Academy Award Winner

FOR THE BEAR.

THAT'S

‘MAMBA MENTALITY®
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1,127 Free Throws in a Row
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RossShafer.com
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Chuck Shafer
1927-2001
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Can You Retain
ustomers &
ees
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1] Fastest Responsiveness
2 kUil Transperancy

3.
FULLY SUPPORT EAGH OTHER

5 Urgent Follow Up




Fved

Customer Retention
126%

Employee Retention
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Customers Want
YOU to be Curious




Be Personally & Professionally CURIOUS

RossShafer.com
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“73% of
managers
are discouraged

by the
communication
skills of
college-age
students.”

RossShafer.com
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“This week, YOU will be
our C hief Trend ing Oﬂicer. 7
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TREND SPOTTING SITES

http://www.springwise.com (My favorite weekly updates)

http:/ /www.forbes.com/sites/stevecooper/2013/11/19/how-to-become-a-
trendspotter/

www.Trendhunter.com (Cool inventions)

http://dupress.com/periodical/trends/business-trends-2014/
(Deloitte University)

http://www.gartner.com/newsroom/id /2603623 (Technology trends)

http:/ /www.infog.com/research/software-trends-2014 (Software trends)

http:/ /www.businesswire.com/news/home/20140101005013/en/Forrester-
Top-Global-eCommerce-Predictions-2014#.U-GCYIYQ7wI

(Business Wire & Forrester Research)



http://www.springwise.com/
http://www.forbes.com/sites/stevecooper/2013/11/19/how-to-become-a-trendspotter/
http://www.forbes.com/sites/stevecooper/2013/11/19/how-to-become-a-trendspotter/
http://www.trendhunter.com/
http://dupress.com/periodical/trends/business-trends-2014/
http://www.gartner.com/newsroom/id/2603623
http://www.infoq.com/research/software-trends-2014
http://www.businesswire.com/news/home/20140101005013/en/Forrester-Top-Global-eCommerce-Predictions-2014#.U-GCYlYQ7wI
http://www.businesswire.com/news/home/20140101005013/en/Forrester-Top-Global-eCommerce-Predictions-2014#.U-GCYlYQ7wI

“STORYTELLERS”
Are In High
Demand
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‘We don’t sell motorcycles. What we sell...

[HARLEY-DAVIDSON

— - m.__ R, -GN

J— — Ty

8 HARLEY-DAVIDSON® >
ACCESSORIES

. HARLEY-DAVIDSON®




Company founded 2011

4 - . - li‘ o ‘ '
acmsri - ‘ A

In 2016, Sold to Unilever for $1Billion

RossShafer.com
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THE DAWN OF CYBERWAR / i i e

POPULAR

the' Science’Guy




RossShafer.com
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GIVING BACK: FREE RESOURCES

Funniest Expert on CHANGE

Ross Shafer View as. Yoursell -
Home

Relevant Leaders Club

Tha Relevant Leaders Club (by Raoss Shafer) uses innovative casa examples to nelp hoth young and highly

experienced laadears find relevant ausiness soluticns for motvating your workfarce, creating 'eacership

Why is the Lifespan of a Company only 15

NATCHE
grship Speaker  Ross Shafer B

NS
A
any only lest 15 years? Leadership

cn auther Ross Shefer describes ..

ng Customers Away
er | Ross Shafer

e\ S
v I(:] CJds ll_” TS ANVAY.. I i.’l_)[_

> youre doing 1.7 Ross Sha'er gives,

. How Can Leaders Make Better Decisions? S o
LIV RCUAN | cadership Speaker | Ross Shafer i WHY SMALL
LEADERS [NEISRISE, &) FINANCIAL
SR ot age - 25 views » ADVISORS
BETTER Leaders are paid to ma<e qaod dacisions aver and ovel \ HAVE AN
DEClSON5$7 s video by Ross Shafer vall qive leaders a repeatab. . . ADVAN""{%%

& Visit Rogs Shafer's Website G-

&3 pownload Al

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

by Ross Shafer

1 week ago + 31 views

n this short clip, leacership speaker and acthor, Ross

Shafer, revaels nis surefire Five-Step process for.,..

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

3wezks ego - €8 views

Have you ever wondered 1l you should char ge your

perscnalily when you gel a "big " new job? Then you,,

How Can Small Office Financial Advisors Beat
The Big Guys? | Leadership Speaker | Ross...
by Rozs Shafer

1 maonth ago + €2 iews

This video Wil Inspire smaller office financlal planners
(and CFPs) re: "I low to d fferentiate vour practice.' Yo

www.RossShafer.com

2) Free e-Books

Download
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If you want to contact me
after the meeting...
PHONE:
920)104-3143

Andria@RossShaler.com

Ross
Shafer
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