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Client Stickiness & 
Employee Retention 

 Ross Shafer 

HOW TO STAY 
RELEVANT



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

15-yr old

http://www.RelevantReport.com


Follow 
the  

Tracks 
of the 
Herd



VTRRossShafer.com VTR

http://www.RelevantReport.com


RossShafer.com

http://www.RelevantReport.com


Improve by Staying 
URGENT 

“Standards Beyond 
the Standard”… 

(search for efficiencies)



Hotel
Events

RossShafer.com

CRASH THE WRONG MEETINGS

http://www.RelevantReport.com


Association of Human Nature Convention



RossShafer.com

http://www.RelevantReport.com


RossShafer.com

http://www.RelevantReport.com


Don’t	Limit	Your	Future	Income			by	
CelebraAng	

Yesterday’s	Profits.The “Empty Bag” Issue

RossShafer.com

http://www.RelevantReport.com


Don’t	Limit	Your	Future	Income			by	
CelebraAng	

Yesterday’s	Profits.

RossShafer.com

http://www.RelevantReport.com


RossShafer.com

55,000 units

http://www.RelevantReport.com


 Retain Customers 
and Employees 
(Hint: Expectations 

Have Changed) 



THE 

  
‘EFFECT’ 



VTR



VTR



3,000 cashier-less stores





2,500,000+
patients love 

“Virtual” Doctor
Visits





Staying Relevant 
Isn’t Just About 

Technology



Don’t	Limit	Future	
Growth	by	
CelebraAng	

Yesterday	Profits

Don’t	Limit	Your	Future	Income			by	
CelebraAng	

Yesterday’s	Profits.

Humalogy

+



Performance Excellence. 
Continuous Improvement.



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

CSAT (Customer SATisfaction)

“Determine	what	customers	want	and	
deliver	that.	You	don’t	necessarily	have	to	

exceed	expectaAons.		
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	CelebraAng	
Yesterday’s	Profits.

CES (Customer Effort Scoring)

“Service	organizaAons	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


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

NPS (Net Promoter Scores)

“…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	UlAmate	QuesAon	RossShafer.com

http://www.RelevantReport.com


Eliminate the 

  

Moments 



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

“Thanks for calling. 
My name is Jason.

How can I 
provide you with

outstanding 
customer care?”



Don’t	Limit	Your	Future	Income			by	
CelebraAng	

Yesterday’s	Profits.

“To improve our customer service some 
departments will be closed for training.”

RossShafer.com

http://www.RelevantReport.com


  





VTR

Does 

Work? 

VS.





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





Play the “Express”
versions in
20 minutes!



Scores UP 21 points 
in 90 days



HOW to RETAIN & 
ENGAGE? 

Rehearse & 
Execute 



					

http://www.RelevantReport.com


 “I understand” 

Tackle Issues Head On

Listen Hard
Full Transperancy

Urgent Follow Up 
SUPPORT EACH OTHER

1.

..

2.

3.

4.

5.



Customer Retention 
126%

Employee Retention 
131%



    
Global Company 

w/ a Personal 
Touch. 



Maria		
Garcia



VTRRossShafer.com VTR

Be a Student  
of Curiosity

http://www.RelevantReport.com


Don’t	Limit	Your	Future	Income			by	
CelebraAng	

Yesterday’s	Profits.

RossShafer.com

http://www.RelevantReport.com


Don’t	Limit	Your	Future	Income			by	
CelebraAng	

Yesterday’s	Profits.

RossShafer.com

Me

http://www.RelevantReport.com


RossShafer.com

“73% of 
managers

are discouraged
by the 

communication
skills of 

college-age 
students.”

http://www.RelevantReport.com


RossShafer.com

http://www.RelevantReport.com


Don’t	Limit	Your	Future	Income			by	
CelebraAng	

Yesterday’s	Profits.
“This week, YOU will be  

our Chief Trending Officer.”

RossShafer.com

http://www.RelevantReport.com


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.infoq.com/research/software-trends-2014  (Software trends)

http://www.businesswire.com/news/home/20140101005013/en/Forrester-
Top-Global-eCommerce-Predictions-2014#.U-GCYlYQ7wI  
(Business Wire & Forrester Research)

TREND SPOTTING SITES

VTR

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


(rigorous Training)  

Hire & Coach 
Disciplined 
Achievers



Don’t	Limit	Your	Future	Income			by	
CelebraAng	

Yesterday’s	Profits.

RossShafer.com

Played 20 seasons

8X All NBA Team

2X NBA MVP
Academy Award Winner

Spoke 4 languages

http://www.RelevantReport.com


Don’t	Limit	Your	Future	Income			by	
CelebraAng	

Yesterday’s	Profits.

World’s Greatest Shooter

RossShafer.com

http://www.RelevantReport.com


Don’t	Limit	Your	Future	Income			by	
CelebraAng	

Yesterday’s	Profits.

1,127	Free	Throws	in	a	Row

RossShafer.com

http://www.RelevantReport.com


Don’t	Limit	Your	Future	Income			by	
CelebraAng	

Yesterday’s	Profits.

ALL	SWISHES

VTR
RossShafer.com VTR

http://www.RelevantReport.com


Don’t	Limit	Your	Future	Income			by	
CelebraAng	

Yesterday’s	Profits.

RossShafer.com

http://www.RelevantReport.com


Don’t	Limit	Your	Future	Income			by	
CelebraAng	

Yesterday’s	Profits.

RossShafer.com

The Shafer 
“Blueprint” 

http://www.RelevantReport.com


Don’t	Limit	Your	Future	Income			by	
CelebraAng	

Yesterday’s	Profits.

RossShafer.com

http://www.RelevantReport.com


Don’t	Limit	Your	Future	Income			by	
CelebraAng	

Yesterday’s	Profits.
“STORYTELLERS” 

ARE IN HIGH DEMAND
RossShafer.com

http://www.RelevantReport.com


‘We don’t sell motorcycles. What we sell…



VTR

RossShafer.com

VTR

Company founded 2011

In 2016, Sold to Unilever for $1Billion

http://www.RelevantReport.com


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

RossShafer.com

http://www.RelevantReport.com


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

RossShafer.com
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Don’t	Limit	Your	Future	
Income			by	CelebraAng	
Yesterday’s	Profits.

Revive Collection

RossShafer.com

http://www.RelevantReport.com


Elevate Your 
Superstars Quickly 



“Not-So-Wild” Willy



VTR



RossShafer.com

http://www.RelevantReport.com


GIVING BACK: FREE RESOURCES

www.RossShafer.com
Download (2) Free e-Books

http://www.rossshafer.com


Encourage 
Team Members 

Like a Video 
Game 





THANK YOU!  



Afternoon Session 
How & Why You 

Must Master 
the Tough 

Conversations



VTR

Tough Conversations 
Reaching Out for Help

Dealing with Unhappy Client
Asking to be Paid

Asking for an Upgrade



Having an Attitude 
of Ownership 



RossShafer.com

Ryan
Shafer

http://www.RelevantReport.com


Have a 
Clarity of Mission 

(JL’s plan for 2020) 



Do You Know How 
to Communicate 

Your Brand? 



Don’t	Limit	Your	Future	Income			by	
CelebraAng	

Yesterday’s	Profits.

Take 5 minutes to 
explain how to sell 

GardaWorld. 



Do You Have an  
“Elevator Pitch?” 





How do you sell a 
commodity?

Cloud-Based ased Call Center Solutions



 “I understand” 

Tackle Issues Head On

Listen Hard
Full Transperancy

Urgent Follow Up 
SUPPORT EACH OTHER



Customer Retention 
126%

Employee Retention 
131%



Rehearse & 
Execute 



Tough 
Conversations are 
Easier when YOU 

Create a 
Protocol 



10-10 -Fight 10-34 - Riot
10-98 - Escaped Prisoner

10-89 - Bomb Threat

10-54 - Livestock on Highway



Don’t	Limit	Your	Future	Income			by	
CelebraAng	

Yesterday’s	Profits.

What are Frequent 
Incidents that Could Use a 

‘Protocol?’ 



There is a 
Successful 

Blueprint for 
Every Career 



Don’t	Limit	Your	Future	Income			by	
CelebraAng	

Yesterday’s	Profits.

RossShafer.com

http://www.RelevantReport.com


Chuck	Shafer	
		1927-2001	



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

Chuck Shafer

“You can create anything if you
have a blueprint.”



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



Maiden flight - May 1971



RossShafer.com

“Fear is the enemy of success.”
CHUCK SHAFER

http://www.RelevantReport.com


Don’t	Limit	Your	Future	Income			by	
CelebraAng	

Yesterday’s	Profits.
What is a Successful 

Blueprint You’ve Used? 



Great Ideas are 
Hiding in  

Plain Sight 



“We	promise	
our	plumbers	
will	show	up	on	
Ame	and	smell	

good.”

RossShafer.com

http://www.RelevantReport.com


Don’t	Limit	Your	
Future	Income			by	

CelebraAng	
Yesterday’s	Profits.



Don’t	Limit	Your	Future	Income			by	
CelebraAng	

Yesterday’s	Profits.
What Good Ideas Can you  

Share with Us? 



Last Impressions 
Matter Most. 

FINAL MOMENT 



50% will remember the 
FIRST thing you said

100% will remember the 
LAST thing you said



Don’t	Limit	Your	Future	Income			by	
CelebraAng	

Yesterday’s	Profits.

VTRRossShafer.com

The “Kicker Story”

VTR

http://www.RelevantReport.com


Don’t	Limit	Your	Future	Income			by	
CelebraAng	

Yesterday’s	Profits.

RossShafer.com

http://www.RelevantReport.com



