
Ross  
Shafer

THANK YOU

QUESTIONS?
Andria@RossShafer.com



How Can You 
BECOME 

INDISPENSABLE? 
    



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

Ryan
Shafer

http://www.RelevantReport.com


What Skills are 
INDISPENSABLE? 

    



INDISENSABLE: 
Become an Endless 

Resource of  
Fresh Ideas



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


RossShafer.com

55,000 units

http://www.RelevantReport.com


Don’t	Limit	Your	Future	Income			by	
CelebraAng	

Yesterday’s	Profits.
‘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




NO LONG-TERM RELATIONSHIPS

EVERYONE WEARS MULTIPLE “HATS.”

EARLY STOCK OPTIONS

YOUNG, HIGH ENERGY & STRONG MOTIVATION TO WIN

THEY LOVE TO “SPECIALIZE”



‘The Grass is 
Greener’ 

Elsewhere 
…is a MYTH 

    





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

VTR

Google	is	evil,	long	ass	hourslong ass hours



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

VTR



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

VTR

Amazon’s Stressed Out Culture is Burning Out Employees







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



What Do  
LEADERS THINK? 

    



VTR

“Yeah we do snacks, drinks, flex time 
 and stock options because happy  

people produce more. And, 
I am intentional when I say MORE. 

If you own stock we expect 
More performance. 
More innovation.  

More of your time.

Dan Shulman CEO

“



“We built Apple Park to blur the 
atmosphere between inside  

and outside.  
It wakes upthe senses.  

When you are working long hours, 
under the world’s most intense 

deadlines, the least we can do is  
give you the most comfortable 
work environment on earth.”

Steve Jobs - CEO APPLE



“We have a free cafeteria so they  
don’t leave the campus. The same  
goes for our free housing. If they  

live here, they aren’t late for work.”  

“Some critics say it’s overly 
generous but this is a long hours  
enterprise so whatever we can  

do to keep them out of their 
‘distraction zone’ - it speeds up  
our Go-To-Market Strat Ops.” 

Bill Gates - CEO Microsoft



“I knew that only 30% of my teams were actively engaged…they really  
wanted to see us all succeed. But, 20% were actively disengaged… 
mad…trying to tank the company. That’s why we routinely let the 

bottom 20% go (with dignity). And you know what? 
 It was never a surprise to them. They didn’t perform because  

they didn’t like being here. They needed a different culture fit.”

Jack Welch - CEO General Electric



What Can Leaders 
do to become  

INDISPENSABLE? 
    



“LEVELING	UP”	

300,000 attended GamesCon just 
to watch other people play video 



LEADERS BUILD TEAMS THAT ALWAYS ROW  
IN THE SAME DIRECTION  





WHAT DO THE DISC SCORES MEAN?



THE DEEP DIVE CULTURE 



 Your boss gets an order 5 minutes before closing and he/she expects
you to stay late to fill it. What do you do?

You feel a coworker respected you. What do you say or do?

A client wants a discount but you can’t reach your supervisor
for authorization. What do you do?

You find out a coworker has done something unethical and asks
you to “keep it quiet.” What do you do?



INDISPENSABLE 
Elevate Your 

Superstars Quickly 



VTR



RossShafer.com

http://www.RelevantReport.com


Eliminate Friction 
from Every 
Transaction 

INDISPENSABLE



VTR



3,000 cashier-less stores





VTR



2,500,000+
patients love 

“Virtual” Doctor
Visits



DON’T Focus on… 



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	delighNng	them	in	service	

interacNons.”	  
 
 

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


INSTEAD… 



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?”





    Be Intentionally 
CURIOUS

INDISPENSABLE



Be Personally & Professionally CURIOUS
VTRRossShafer.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

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


GIVING BACK: FREE RESOURCES

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

http://www.rossshafer.com


No Blame. 
No Excuses. 

Take Full 
Responsibility. 

INDISPENSABLE



Don’t	Limit	Future	
Growth	by	
CelebraAng	

Yesterday	Profits

Don’t	Limit	Your	Future	Income			by	
CelebraAng	

Yesterday’s	Profits.

RossShafer.com VTR



Encourage Each 
Other Every Day 

INDISPENSABLE



Ross  
Shafer

THANK YOU

QUESTIONS?
Andria@RossShafer.com


