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HOW TO STAY 
RELEVANT 

(in a Changing Market) 
Ross Shafer 



NOTE: Ross Shafer’s slide 
notes are for your personal 
reference only and do NOT 

include the videos he played at 
the event. Those videos are 
proprietary and licensed for 

Ross’s LIVE use only.  



vs. Univ. of Hawaii

Age 13

Age 16

Age 17

Age 14

Age 29

Age 19

Flipping Vehicles

Flipping Homes



RossShafer.com

TV& Film Production

Manufacturing & Distribution

Restaurants/Food Service Photography & Product Marketing

Building Industry
Retail Clothing

Flipping Broken Companies

http://www.RelevantReport.com


USA

Talk & Game Host



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
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RossShafer.com
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RossShafer.com

Ryan
Shafer

http://www.RelevantReport.com


Don’t	Limit	Future	
Growth	by	
Celebra6ng	

Yesterday	Profits

TECHNOLOGY
Compliance

Comp. Analysis

Public Website
Drip Marketing



Don’t	Limit	Future	
Growth	by	
CelebraAng	

Yesterday	Profits

Don’t	Limit	Your	Future	Income			by	
CelebraAng	

Yesterday’s	Profits.

Humalogy

+



STAY RELEVANT: 
Innovate by  

Looking Outside 
The Real Estate 

Industry 



Hotel
Events

RossShafer.com

CRASH THE WRONG MEETINGS

http://www.RelevantReport.com


Association of Human Nature Convention



RossShafer.com
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RossShafer.com

55,000 units

http://www.RelevantReport.com


Know Why Buyers 
Expectations have 
Changed in 2020 

STAY RELEVANT



THE 

  
‘EFFECT’ 



VTR



VTR



3,000 cashier-less stores





2,500,000+
patients love 

“Virtual” Doctor
Visits



Shocking Data!
DON’T  
Obsess  
About…



Don’t	Limit	Your	Future	
Income			by	Celebra6ng	
Yesterday’s	Profits.

CSAT (Customer SATisfaction)

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

exceed	expecta:ons.		
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	Celebra6ng	
Yesterday’s	Profits.

CES (Customer Effort Scoring)

“Service	organiza:ons	create	loyal	
customers	primarily	by	reducing	customer	
effort;	NOT	by	deligh:ng	them	in	service	

interac:ons.”	  
 
 

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

http://www.RelevantReport.com


Don’t	Limit	Your	Future	
Income			by	Celebra6ng	
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	Ul=mate	Ques=on	RossShafer.com

http://www.RelevantReport.com


STAY RELEVANT 
Eliminate Friction 

from Every 
Transaction 



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?”



  





  

Married  
More  

Than 30 
Years?





Thank You MLS
Thank You to my local MLS







Realtor	blamed	the	local	MLS	
showing	desk	(wrong	code).



Sometimes  
WE Create 

the Problems 



World Class 
Expertise is Your 
Unfair Advantage

STAY RELEVANT



Don’t	Limit	Your	Future	Income			by	
Celebra6ng	

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	
Celebra6ng	

Yesterday’s	Profits.

World’s Greatest Shooter

RossShafer.com

http://www.RelevantReport.com


Don’t	Limit	Your	Future	Income			by	
Celebra6ng	

Yesterday’s	Profits.

1,127	Free	Throws	in	a	Row

RossShafer.com

http://www.RelevantReport.com


How to Retain 
Customers & 

Teams 

STAY RELEVANT





 “I understand” 

Fastest Response Time
Listen Harder

Urgent Follow Up 
FULLY SUPPORT EACH OTHER

1.

2.

3.



Customer Retention 

Employee Retention 
126%

131%



    Be a Student of  
Curiosity

STAY RELEVANT



Be Personally & Professionally CURIOUS
VTRRossShafer.com VTR
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Don’t	Limit	Your	Future	Income			by	
Celebra6ng	

Yesterday’s	Profits.

RossShafer.com

http://www.RelevantReport.com


Don’t	Limit	Your	Future	Income			by	
Celebra6ng	

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	
Celebra6ng	

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


Elevate Your 
Superstars Quickly 

STAY RELEVANT



VTR



RossShafer.com
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GIVING BACK: FREE RESOURCES

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

http://www.rossshafer.com


Don’t	Limit	Your	Future	Income			by	
Celebra6ng	

Yesterday’s	Profits.

Instead of chasing your 
Standard of Living…

RossShafer.com

http://www.RelevantReport.com


Don’t	Limit	Your	Future	Income			by	
Celebra6ng	

Yesterday’s	Profits.

Aspire to a better… 
Standard of LOVING.

RossShafer.com

http://www.RelevantReport.com


Encourage Your 
Team Members 
‘Like a Video Game’ 





Don’t	Limit	Your	Future	Income			by	
Celebra6ng	

Yesterday’s	Profits.
THANK  

YOU 


