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15-yr old
Ross Shafer

Blackfoot Nation

Chemeketa Reservation
(Salem, Oregon)

Puyallup Reservation
(Puyallup, Washington)
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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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Improve by Staying
URGENT

“Standards Beyond
the Standard”...

(search for efficiencies)
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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







Staying Relevant
isn’t Just About
Technology
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Performance Excellence.
Continuous Improvement.
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“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 &
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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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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.”

RossShafer.com
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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.”
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Freshly baked Otis-Spunkmeyer cookies.
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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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W to RETAIN &
ENGAGE?
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. [ackle Issues Head On
> Fll Transperancy

3. Listen Hard
“lnderstano”

4. SUPPORT EACH OTHER

5. Urgent Follow Up

AR RN
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Customer Retention
126%

Employee Retention
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Global Company
w/ a Personal
Touch.
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of Curiosity

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
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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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World’s Greatest Shooter
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RossShafer.com
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1,127 Free Throws in a Row

y
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RossShafer.com
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ALL SWISHES

JAVERHOPI

RossShafer.com
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“OTORYTELLERS"
ARE IN HIGH DEMAND

RossShafer.com
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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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WESTIN

HOTELS & RESORTS

‘heavenly hed

RossShafer.com
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Sher aton &"“' 3y Sink mto

HOTELS & RESORTS {,‘\:ély

« yourseit in comfort. The Swest Sleeper Bed.' with itz plush 1¢g mattress
wwpaallerzenie dadm pillows. and erisp cottcn sheets, is enbfavar able ot Sheraton,
! 2 i R 7

s allveys. Asit shésaon.com for Best Rates, Luaarantecd,

VENEBEREN &~ () STaAaRNOOD PRAIFEFRRIFOOGUNr S

% 4

X Sav xtra 20% when you book and £ itay with =N ; : 1
ﬁ Dave an extra 20 o when you bo AN( palvforyour stay wit bl,lera-l»on

vour American Exprecs’ Card by 1:22/31/04 at shepaton. com/f@mexs :
~ : : & HUOFELS X RESOHES

RossShafer.com
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Revive Collection

BECAUSE A GOOD MORNING
ISN'T ALWAYS ENOUGH

The Reviv
create a bright spot and invite you to enjoy it.

Betion is leading the way as we

For work; for play; for whatever is most

important to you.

You will find the Revive Collection at all Marriott

Hotels and Resorts. And now, you can also enjoy

o \\arrioft

it at home.

RossShafer.com
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“Not-S0-Wild” Willy




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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’ féinoon Session
How & Why You
- Must Master

Jough

“e rsations




Tough Conversations
Reaching Out for Help

Pealing with Unhappy Client
ASI(In!l to he I'aul
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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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Take 5 minutes (o
explain how to sell
Gardaworld.




tch?”




pade.

- ) r

NOW

ROUSS SHAFEN'S \/
RELEVANT LEADERS CLUB




How do you sell a
commodity?

GARDANVORLL

o, Q
4
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Flve

Cloud-Based ased Call Center Solutions
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Tackle Issues Head On

Full 1ransperancy

Liisten Hard
“understano”

SUPPORT EACH OTHER
Urgent Follow Up

B AT

'
o il



Fved

Customer Retention
126%

Employee Retention
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What are krequent
Incidents that Could Use a
‘Protocol?”’
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Chuck Shafer
1927-2001
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an create anything if§

.

have a blueprint.”










Jo p - .
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What IS a Successiul
Blueprint You've Used?






“We promise
our plumbers
will show up on
time and smell
good.”

RossShafer.com
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conditioner/
“Presg shampooy.

LABOY
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—_ Mr. Shafer

| " £ LABD - 233 Elizabeth Street New
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Shower gel/
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What &ood Ideas (an you
share with US?







Recall (%)

100

80 ¢t

60

40 +t

SO (a7

- primacy
_ effect

100% will remember the
LAST thing you said

recency
effect

50% will remember the
FIRST thing you said

15 20 25

Serial Position

30
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AVIATION SECURITY: PARTAGAS 2

BLUE: TRINIDAD 5
GREEN: TRINIDAD 8
RED: TRINIDAD 10
WHITE: TRINIDAD 4 (C&l)
YELLOW: TRINIDAD 4 (TRAVEL SECURITY)




