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To Sustain & 
Grow… 

You Must Stay 
Relevant 



RossShafer.com

Charles	Shafer		
1927-2001

Chemeketa Reservation 
(Salem, Oregon) 

Puyallup Reservation 
(Puyallup, Washington)  
(Puyallup, Washington)

Blackfoot Nation
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Follow 
the  

Tracks 
of the 
Herd



VTRRossShafer.com VTR

http://www.RelevantReport.com


RossShafer.com

http://www.RelevantReport.com


RossShafer.com

Ryan
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Success is NOT 
Who You Know

It’s About  
Who Knows YOU



Chuck	Shafer	1927-2001

RossShafer.com

“Don’t 
Reinvent.      

Find a 
Blueprint.”

http://www.RelevantReport.com
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Chuck Shafer

“You can accomplish the impossible
 if you have a blueprint.”



Maiden flight - May 1971
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“Fear is the enemy of success”
CHUCK SHAFER
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“Not Enough  
Money” is a  

Lame Excuse.



vs. Univ. of Hawaii

Age 13

Age 16

Age 17

Age 14

Age 29

Age 19

FLIPPING VEHICLES

FLIPPING HOUSES
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TV& Film Production

Manufacturing & Distribution

Restaurants/Food Service Photography & Product Marketing

Building Industry
Retail Clothing

FLIPPING COMPANIES
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The Shafer 
“Blueprint” 
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NBC
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USA

FOX	“LATE	SHOW”

NBC	
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Innovate 
Before it’s 
Necessary



Hotel
Events
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CRASH THE WRONG MEETING
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Association of Human Nature Convention
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55,000 units
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What do 

Customers Expect 
from You? 



VTR



3,000 cashier-less stores



VTR



2,500,000+
patients love 

“Virtual” Doctor
Visits



You Don’t Have to 
  

Customers 



VTR
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CSAT (Customer SATisfaction)

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

exceed	expecta6ons.		
The	bigger	risk	to	loyalty	is	when	you	fail		

or	disappoint	them.”	  
 
 

Source:	Fleishman-Hillard	Research	Group	-	New	YorkRossShafer.com
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CES (Customer Effort Scoring)

“Service	organiza6ons	create	loyal	
customers	primarily	by	reducing	customer	
effort;	NOT	by	delighJng	them	in	service	

interacJons.”	  
 
 

Source:	Fleishman-Hillard	Research	Group	-	New	YorkRossShafer.com
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Eliminate the 

  

Moments 
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“Thanks for calling. 
My name is Jason.

How can I 
provide you with

outstanding 
customer care?”





Make People 
Remember How 
They Felt About 

You 



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



Our Half-Cup Sizes Come  
with a100% Guaranteed Fit



My mother was almost 90 years old 
and only had one regret in her life. She 
hadn’t kept her upright piano. She had 

sold it when when she moved into 
Skylark assisted living in Ashland, 

Oregon. I was determined to find it and 
have it delivered to her for her 90th 

birthday.
I tracked it down, bought it for (3) 

times what Mom sold it for, and called 
Jake Whitehall at Whitehall Moving & 

Storage to drive it 1,348 miles to 
Mom’s place. He probably wrapped it 
in twenty blankets because it arrived 
in perfect condition. So, Mom got to 
play her piano for 35 friends on her 

90th. And, I must say it sounded 
unusually good…because Jake had it 

tuned the 12 hours before he delivered 
it to Mom. How’s that for service?!

Whitehall Moving  
& Storage

Jake
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How to Motivate 
Younger Teams? 

VTR
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It’s NOT Millennials
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“LEVELING	UP”	

300,000 attended GamesCom to
watch other people play video games

(Quick	Wins)



Society Craves 
Other-Focused 

Companies 



Maria		
Garcia



Be CARING. Be CURIOUS.
VTR
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“71% of 
Sr. Managers

are discouraged
by the 

communication
skills of 

college-age 
students.”
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Accelerate Your 
Superstars 



VTR
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Visit Ross’s YouTube Channel

Change Mgmt. Video Blog

SUBSCRIBE: It’s Free!



  
YOUR Integrity 
Insures YOUR 

Legacy  



Chuck	Shafer	1927-2001

RossShafer.com

“I want to 
know who you are 

when you don’t 
think anybody is 

looking.”
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Frequent, 
Ongoing 

Encouragement 
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