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RossShafer.com

Blackfoot Nation

Charles	Shafer		
1927-2001

“Don’t wait 
for me to show 

you how to succeed 
in life.”

http://www.RelevantReport.com
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Don’t	Limit	Your	Future	
Income			by	CelebraAng	
Yesterday’s	Profits.Chuck Shafer

“You can create anything when you
have a blueprint.”
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Maiden flight - May 1971



RossShafer.com

“Fear is the enemy of success.”
CHUCK SHAFER

http://www.RelevantReport.com


  age 13

1961 Karmann Ghia bought $25……sold $450



Folger “coffee can” rocker panels

1965 Pontiac GTO Convertible

Bought $530….Sold $1,700



Ferrari 308 GTS bought for $9,800

Sold for $38,500



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



bought $178,000

sold $360,750



NCAA-D2 
University of 
Puget Sound
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TV& Film Production

Manufacturing & Distribution

Restaurants/Food Service Photography & Product Marketing

Building IndustryRetail Clothing
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ABC

USA

FOX	“LATE	SHOW”

NBC	



Follow 
the  

Tracks 
of the 
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FOX	“LATE	SHOW”

NBC	
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A FOOD CHANNEL?
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Ryan
Shafer



“The pace of 
innovation won’t  

allow us to 
embrace the 
status quo.” 

VTR

Howard Shultz  
Executive Chairman



Startups Are 
Realistic & 
Innovative 
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In 1968 - Companies lasted an average of  70 years 

     2017 - Less than 14 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. 

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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Peripheral	Vision	Prevents	Injury

Tom	
Brady	
knows	
	J.J.	WaM	
is	close



Worlds Largest Factory - 10,000,000 Square Feet

DISRUPTION:

Elon Musk

*



DISRUPTION:

Elon Musk

A Powerwall is a an enormous battery that hangs
outside of your home for power outages 

or even just smoothing out energy consumption. 

The energy stored inside 16 PowerWalls can power
a typical American home for three days.

16X



Hotel
Events

Events for May 23 rd

GO TO THE WRONG MEETINGS



Association of Human Nature Convention







Back Pain Meds 
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Laramar Apartment Homes - 55,000 units
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EXPRESS SERVICE 
1-HOUR or LESS

RESPECT MY TIME.  
RESPECT MY CONVENIENCE.





“There is nothing else I can do.” 
“That’s against our policy”

“Frankly, we didn’t cause this problem.”
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Yesterday’s	Profits.erases  

sources: The Customer Shouts Back - Ross Shafer Consultants, Inc. ‘wow survey’ 2016 



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



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

“EXCUSE ME…?!”
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CSAT (Customer SATisfaction)

“Determine	what	customers	want	and	
deliver	that.	Don’t	over	promise.	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	York



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	–	(i.e.	helping	them	solve	their	
problems	quickly	and	easily)	–	not	by	

delighJng	them	in	service	interacJons.”	  
 
 

Source:	Fleishman-Hillard	Research	Group	-	New	York
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System 
Work? 



Complaints led to losing 
1,000,000m subscribers 

in one-quarter.
They spent $300M to 

improve ALL processes. 
Today, billing, call 

centers, and installation 
is rock-solid. Comcast is 
#1 in customer sign-ups 

& retention in their 
industry.
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10 yrs ago, customers 
complained their toys were

boring & prices were too high.
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.



Complaints led to losing 
1,000,000m subscribers 

in one-quarter.
They spent $300M to 

improve ALL processes. 
Today, billing, call 

centers, and installation 
is rock-solid. Comcast is 
#1 in customer sign-ups 

& retention in their 
industry.

Last Place customer care
in their industry. I coached
them to reduced friction for 

Linemen, Call Centers, 
& Engineers.

We corrected customer 
complaints and 

empowered on-the-spot
fixes. 90 days later we 

raised their J.D. Power scores
21 Points…#1 in their industry. 

10 yrs ago, customers 
complained their toys were

boring & prices were too high.
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.
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This is what Millennials Look Like, Today.
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Don’t Mentor 
Them 



PROVIDE	“QUICK	WINS”

300,000 attended GamesCom
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Deliberately  
Create 
Instant  
Rapport 



Talk Show Hosts:  
Masters of Curiosity
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“48% of employers are dissatisfied with the oral 
communications skills of college students.”

Source: Achieve Academic Standards

VTR VTR





Strive to be  
a Specialist 
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World’s Greatest Shooter
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1,127 Consecutive Free Throws
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All Swishes
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“Not-So-Wild” Billy
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AFTER TODAY’S MEETING: FREE RESOURCES

www.RossShafer.com

Download My Free e-BookLeadership Video Blog

http://www.rossshafer.com


Ignore Self- 
Self-Imposed 
Limitations 

VTR



Startups Are 
Realistic & 
Innovative 

VTR



Eliminate  
Customer 
Friction 

VTR



How to 
Attract & 
Sell to 
Millennials 

VTR



Strive to be  
a Specialist 

VTR



CHARACTER: 
Know who you are… 
and who you aren't 
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Chuck	Shafer	1927-2001

“I want to know 
who you are when 

you don’t think 
anybody is looking.”



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

Daddy/Daughter date
11th birthday!



Ongoing 
Encouragement 
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Questions? 
Comments? 

See me in the 
back Ross  

Shafer


