
Want to book Ross 
for YOUR Event? 

Contact:
Heather Brett - Premiere Speakers

heather.brett@premierespeakers.com
1-615-261-4000

mailto:heather.brett@premierespeakers.com


ARE YOU STILL 
RELEVANT? 

by Ross Shafer



What I’m Not…



RossShafer.com

TV& Film Production

Manufacturing & 
Distribution

Restaurants/Food Service Photography & Product Marketing

Building IndustryRetail Clothing

http://www.RelevantReport.com




MANAGING CHANGE GROWING MARKET SHARE

RETAINING CUSTOMERSDEVELOPING TALENT



I’ll Teach You How 
to Exploit Trends  

VTR



Follow 
the  

Tracks 
of the 
Herd



A Food Channel?



VTR

RossShafer.com

VTR

http://www.RelevantReport.com


Innovate BEFORE 
It’s Necessary



Hotel
Events

Events for Sept. 7,  2017

RossShafer.com

GO TO THE WRONG 

MEETINGS

http://www.RelevantReport.com


RossShafer.com

Association of Human Nature Convention

http://www.RelevantReport.com


RossShafer.com

http://www.RelevantReport.com


RossShafer.com



Don’t	Limit	Your	
Future	Income			by	

Celebra7ng	
Yesterday’s	Profits.



Don’t	Limit	Your	Future	Income			by	
Celebra7ng	

Yesterday’s	Profits.

Laramar Apartment Homes - 55,000 units
RossShafer.com

http://www.RelevantReport.com


What Trends are 
Swirling Around Us?



RossShafer.com

GONE

http://www.RelevantReport.com


Don’t	Limit	Your	Future	
Income			by	Celebra7ng	
Yesterday’s	Profits.

VTR

135 closed

25 closed 43 closed

http://www.foxbusiness.com/features/2017/08/11/its-not-just-applebees-other-restaurants-are-closing-shop-too.html

411 closed

60 closed

95 closed

http://www.foxbusiness.com/features/2017/08/11/its-not-just-applebees-other-restaurants-are-closing-shop-too.html


Don’t	Limit	
Future	Growth	

by	
Celebra7ng	
Yesterday	
Profits

Don’t	Limit	Your	Future	
Income			by	Celebra7ng	
Yesterday’s	Profits.

VTR

6,496 will shut down
this year



Don’t	Limit	
Future	

Growth	by	
Celebra7ng	
Yesterday	
Profits

Don’t	Limit	Your	
Future	Income			by	

Celebra7ng	
Yesterday’s	Profits.

VTR

When anyone says, “I’m getting killed by…

I say, “Amazon is NOT all-powerful. 
You can beat them with…”



Don’t	Limit	
Future	Growth	

by	
Celebra7ng	
Yesterday	
Profits

Don’t	Limit	Your	Future	
Income			by	Celebra7ng	
Yesterday’s	Profits.

Sometimes we don’t realize 
WE are the problem

VTR



Tomorrow’s 
Transactions will be 

Friction-Free



VTR



1,500,000+
patients love 

this



1,500,000+
patients love 

“Virtual” Doctors



Order in Advance for Coffee Pick Up







31

(CX) Customer Experience

 (CES)  Customer Effort

(CSAT)  Customer 
             Satisfaction
(NPS)  Net Promoter 
           Scores
(VOC)  Voice of the 

  Customer

Measuring Customer
Experiences?





Don’t	Limit	Future	
Growth	by	
Celebra7ng	

Yesterday	Profits

RossShafer.com

http://RossShafer.com


Don’t	Limit	Your	
Future	Income			by	

Celebra7ng	
Yesterday’s	Profits.

CSAT (Customer SATisfaction)

“Determine	what	customers	
want	and	deliver	that.	Don’t	over	
promise.	You	don’t	necessarily	
have	to	exceed	expecta7ons.		

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	

Celebra7ng	
Yesterday’s	Profits.

CES (Customer Effort Scoring)

“Service	organiza7ons	create	loyal	
customers	primarily	by	reducing	
customer	effort	–	(i.e.	helping	them	

solve	their	problems	quickly	and	easily)	–	
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	Celebra7ng	
Yesterday’s	Profits.erases  

source: Ross Shafer Consultants, Inc. ‘wow survey’ 2016 

RossShafer.com

http://RossShafer.com


Don’t	Limit	Your	Future	
Income			by	Celebra7ng	
Yesterday’s	Profits.

RossShafer.com 

Empower an On-The-Spot 
Solution for Every POW 

http://RossShafer.com


Don’t	Limit	Your	Future	
Income			by	Celebra7ng	
Yesterday’s	Profits.

RossShafer.com 

Does  
This  

System 
Work? 

http://RossShafer.com


They tackled ALL processes. Billing. Call 
Centers. Installs. 

Comcast is #1 in customer sign-ups & 
retention.



They hired “fans of the brand” 
to create

fun, new toys. 

They aligned w/ movie 
franchises (Harry Potter, 

Batman, Star Wars)

Lego has become the largest 
toy company in the world.



By coaching Linemen, Meter Teams, Call Centers, 
Admin, & Designers, we corrected customer 

complaints and empowered on-the-spot fixes.
 

In 90 days, their J.D. Power scores rose 21 Points.
Now, #1 in their industry. 



1. Examine Recurring Complaints 
2. Eliminate the POW Behaviors 
3.  Empower On-The-Spot 
     Solutions       

   *Watch Loyalty Scores Climb 
VTR

Ross’s Blueprint



FREE RESOURCES

Download My Free e-Book

www.RossShafer.com

Leadership Video Blog

http://www.rossshafer.com


Don’t	Limit	Future	
Growth	by	
Celebra7ng	

Yesterday	Profits

Don’t	Limit	Your	Future	Income			by	
Celebra7ng	

Yesterday’s	Profits.

RossShafer.com

Ongoing 
Encouragement 

VTR

http://RossShafer.com


Don’t	Limit	Your	
Future	Income			by	

Celebra7ng	
Yesterday’s	Profits.

Please join me 
at 1:00pm for 
my breakout



THE ORGANIZATION 
W/ THE BEST “STORY” 

WINS 
by Ross Shafer



Don’t	Limit	Your	
Future	Income			by	

Celebra7ng	
Yesterday’s	Profits.

How well is your 
brand story 

communicated?



Don’t	Limit	Your	
Future	Income			by	

Celebra7ng	
Yesterday’s	Profits.

Is YOUR perception of YOU…

WE SAY…

THEY SAY…

…the same as YOUR Client’s?



Don’t	Limit	Your	
Future	Income			by	

Celebra7ng	
Yesterday’s	Profits.Fairmont Mayakoba, Playa del Carmen, MX

“OUR BRAND IS YOU!”



Don’t	Limit	Your	
Future	Income			by	

Celebra7ng	
Yesterday’s	Profits.



Don’t	Limit	Your	Future	Income			by	
Celebra7ng	

Yesterday’s	Profits.

RossShafer.com VTR



Actually, Your Clients 
Define Your Brand 



Rodney Dangerfield 



Joan Rivers 



Alignment Happens 
When You Listen to… 

- Words They Say 
- Emotional Outbursts 

- Sense of Urgency



Don’t	Limit	Your	
Future	Income			by	

Celebra7ng	
Yesterday’s	Profits.

RossShafer.com

http://www.RelevantReport.com


Maria		
Garcia



RossShafer.com

Talk Show Hosts: Masters of Curiosity
VTR



Don’t	Limit	Your	Future	Income			by	
Celebra7ng	

Yesterday’s	Profits.

RossShafer.com

http://www.RelevantReport.com


Don’t	Limit	Future	
Growth	by	
Celebra7ng	

Yesterday	Profits

Don’t	Limit	Your	Future	Income			by	
Celebra7ng	

Yesterday’s	Profits.

The Intentional Genius of 
Facebook

RossShafer.com



Don’t	Limit	Your	Future	
Income			by	Celebra7ng	
Yesterday’s	Profits.

“48% of employers are dissatisfied with 
the oral communications skills of 

college students.”
Source: Achieve Academic Standards

VTR

RossShafer.com

VTR

VTR

http://www.RelevantReport.com


Don’t	Limit	Your	Future	
Income			by	Celebra7ng	
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.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


Don’t	Limit	Your	Future	
Income			by	Celebra7ng	
Yesterday’s	Profits.

KEEP YOUR 
BRAND 

PROMISES
VTR



Who Will Give You 
the Best Brand 

Feedback?



Women	Buy	Everything!

Sources:	Ver7s	consumer	focus	study.	Consumer	Electronics	Assn.	U.S.	News	&	World	Report.	A.T.	Kerney.		
																SheConomy.com.	Proctor	&	Gamble.	WomenDriver.com.		Prime7me	Women.	Mass	Mutual	Group.	Catalyst.org.	

													

85%	of	ALL	CONSUMER	&	B2B	PURCHASING.		
93%	of	OTC	Pharmaceu7cals		
92%	of	Vaca7on	&	Business	Travel	Decisions	
91%	of	New	Homes,	Remodels,	Landscape	Design	
91%	of	Consumer	Electronics	(TV’s,	phones,	tablets,	computers)  
89%	of	Investment	Services	&	Bank	Accounts	
87%	of	Purchase	Orders	go	through	women	
86%	of	I.T.	Infrastructure	Decisions	at	work	
80%	of	Healthcare	&	Dental	decisions	
73%	of	New	Cars	---	(45%	of	Light	Trucks	&	SUV’s)  



She-Commerce
“Women	over	50	currently	control		

$19	trillion	in	Net	Worth…3/4	of	the	en:re		
U.S.	Financial	Wealth.” 

 
source:	Mass.	Mutual	Financial	Group



Get Others to Tell  
Your Story… 

…by GOING VIRAL. 



Don’t	Limit	Your	
Future	Income			by	

Celebra7ng	
Yesterday’s	Profits.

RossShafer.com 

ONE LAST 
THING

“With public  
sentiment 

nothing can  
fail.  

Without it 
nothing can  
succeed.” 

“With public  
sentiment 

nothing can 
fail.  

Without it, 
nothing can 
succeed.” 

http://RossShafer.com


Don’t	Limit	Your	Future	
Income			by	Celebra7ng	
Yesterday’s	Profits.

RossShafer.com

$27 Million Raised

http://RossShafer.com


Don’t	Limit	Your	Future	
Income			by	Celebra7ng	
Yesterday’s	Profits.

RossShafer.com

ICE BUCKET  
CHALLENGE

http://RossShafer.com


Don’t	Limit	
Future	Growth	

by	
Celebra7ng	
Yesterday	
Profits

Don’t	Limit	Your	Future	
Income			by	Celebra7ng	
Yesterday’s	Profits.

RossShafer.com

http://RossShafer.com


The Final Moment 
Matters Most





Don’t	Limit	Your	Future	Income			by	
Celebra7ng	

Yesterday’s	Profits.

RossShafer.com VTR

The “Kicker” Story

http://www.RelevantReport.com


Don’t	Limit	Your	Future	Income			by	
Celebra7ng	

Yesterday’s	Profits.

RossShafer.com

http://www.RelevantReport.com


                                    
       

RossShafer.com

http://www.RelevantReport.com


34% of patients return to a Dr. Nunez’  
office when the staff says…“Goodbye.”

RossShafer.com

http://www.RelevantReport.com


Which is why we 
must be careful  

re: Client/
Customer 

Evaluations

RossShafer.com

http://www.RelevantReport.com


Don’t	Limit	Your	Future	Income			by	
Celebra7ng	

Yesterday’s	Profits.

RossShafer.com

http://www.RelevantReport.com


Don’t	Limit	Your	Future	Income			by	
Celebra7ng	

Yesterday’s	Profits.

RossShafer.com

http://www.RelevantReport.com


Don’t	Limit	Your	Future	Income			by	
Celebra7ng	

Yesterday’s	Profits.

Don’t make people think too hard        
about YOU.

RossShafer.com

http://www.RelevantReport.com


RossShafer.com

http://www.RelevantReport.com


Don’t	Limit	Your	Future	Income			by	
Celebra7ng	

Yesterday’s	Profits.
Allow	People	to	Use																											
THEIR	OWN	WORDS.	

RossShafer.com

http://www.RelevantReport.com


Don’t	Limit	Your	Future	Income			by	
Celebra7ng	

Yesterday’s	Profits.

RossShafer.com

http://www.RelevantReport.com


Don’t	Limit	Your	
Future	Income			by	

Celebra7ng	
Yesterday’s	Profits.

Please join me 
tomorrow morning 

 for my Keynote



Behave Like a 
Startup 

(…and cure creeping complacency)  
VTR





WHAT CAN WE LEARN FROM YOUNG STARTUPS?



In a Startup, 
Everybody 

Contributes 



“We	promise	our	plumbers	will	show	up	
on	7me	and	smell	good.”

RossShafer.com

http://www.RelevantReport.com


Don’t	Limit	Your	Future	
Income			by	Celebra7ng	
Yesterday’s	Profits.

The “Empty Bag”  
    Safety Issue



Don’t	Limit	Your	Future	
Income			by	Celebra7ng	
Yesterday’s	Profits.

RossShafer.com

http://www.RelevantReport.com


We All Have a 
Startup Story  

VTR



RossShafer.com

Charles	Shafer		
1927-2001

“You can 
achieve anything 

if you have a blueprint.”

http://www.RelevantReport.com


Don’t	Limit	Your	
Future	Income			by	

Celebra7ng	
Yesterday’s	Profits.

Chuck Shafer

“You can create anything if you
have a blueprint.”



Don’t	Limit	Your	
Future	Income			by	

Celebra7ng	
Yesterday’s	Profits.



Maiden flight - May 1971



RossShafer.com

“Success is NOT about who you know.
 It’s about who knows YOU.”

CHUCK SHAFER

http://www.RelevantReport.com


  age 13

1961 Karmann Ghia bought $25……sold $450



bought for $4,800 sold 9 mos. later for $17,500

Age 17





Don’t	Limit	Your	Future	
Income			by	Celebra7ng	
Yesterday’s	Profits.

RossShafer.com

http://www.RelevantReport.com
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Income			by	Celebra7ng	
Yesterday’s	Profits.

RossShafer.com
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Don’t	Limit	Your	
Future	Income			by	

Celebra7ng	
Yesterday’s	Profits.

RossShafer.com

(I wanted to find my “brand”)

http://www.RelevantReport.com


Don’t	Limit	Your	Future	Income			by	
Celebra7ng	

Yesterday’s	Profits.
ABC		“Day’s	End”

NBC

ABC

USA

FOX	“LATE	SHOW”

NBC	

RossShafer.com

http://www.RelevantReport.com


They Want to 
Learn From Failure 



RossShafer.com

1968 - Companies lasted 70 years 

2017 - Less than 15 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. 

http://www.RelevantReport.com
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


RossShafer.com

104 yrs old

52

41
47

40
39
31
22

77

http://www.RelevantReport.com


Starts Want to 
Know About 

Competitors in 
Their Blind Spots 



Worlds Largest Factory - 10,000,000 Square Feet

DISRUPTION:

Elon Musk

*



  
“At L’Oreal we have 
an exhaustive digital 
marketing outreach 

to the main 
influencers.”

RossShafer.com

http://www.RelevantReport.com


Don’t	Limit	
Future	Growth	

by	
Celebra7ng	
Yesterday	
Profits



Startups are 
Fascinated by 

“Emotional 
Intelligence if 
Supported by 

Data” 



Gallup Case 
Study: 

The Large 
Bank



Don’t	Limit	Your	Future	
Income			by	Celebra7ng	
Yesterday’s	Profits.

A Top 5  U.S Bank 					           
11% Customers LOVE The Bank                

              22%  Pretty Satisfied                                                                                                 

                  38%  Would Switch if Bank was Closer                                                 
                                   

                      28%  Not Happy w/ Anything                                                                                   

                                   

                                                              *Gallup case study – Follow This Path



They Deposit $8,136    
More/Per Customer   
                             
      



Don’t	Limit	Your	Future	
Income			by	Celebra7ng	
Yesterday’s	Profits.

6% more ‘loving the 
bank’ translated to...																																						



Don’t	Limit	Your	Future	
Income			by	Celebra7ng	
Yesterday’s	Profits.

6% more ‘loving the 
bank’ translated to...                                      
$1 billion in 
Deposits. 

www.RelevantReport.com

Pat Cashman

http://www.RelevantReport.com


Don’t	Limit	Your	Future	Income			by	
Celebra7ng	

Yesterday’s	Profits.

John Hixon 
Hixon’s Market 

Sweetwater, TX. 
 

RossShafer.com

http://www.RelevantReport.com


Millennials Are More 
Responsive and 

Agile



Don’t	Limit	Your	Future	
Income			by	Celebra7ng	
Yesterday’s	Profits.

#1:  
Skill of the Future 
COMMUNICATION? 

VTR



Don’t	Limit	Your	Future	
Income			by	Celebra7ng	
Yesterday’s	Profits.

#2:  
They Want an Open & 

Collaborative 
Workspace VTR



Don’t	Limit	Your	Future	
Income			by	Celebra7ng	
Yesterday’s	Profits.

#3:  
Tech ‘Tools’ are 

What They Expect 
from You VTR



TECHNOLOGY:  
This is How Startups 

Get to the Future First 



Don’t	Limit	Your	Future	
Income			by	Celebra7ng	
Yesterday’s	Profits.

#4:  
What Motivates 

Millennials? 
VTR



Don’t	Limit	Your	Future	Income			by	
Celebra7ng	

Yesterday’s	Profits.

RossShafer.com 

Don’t Mentor 
Them! 

http://RossShafer.com


PROVIDE	“QUICK	
WINS”

300,000 attended GamesCom

VTR



Don’t	Limit	Your	Future	
Income			by	Celebra7ng	
Yesterday’s	Profits.

#5:  
What Brands Do They 

Find Appealing? 
VTR



VTR

RossShafer.com

VTR

500,000 members - Company Valued at $615 million

http://www.RelevantReport.com


Startups 
Aspire to be 
World Class 

VTR



Don’t	Limit	Your	Future	Income			by	
Celebra7ng	

Yesterday’s	Profits.

1,127	Free	Throws	in	a	Row

RossShafer.com

http://www.RelevantReport.com
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Don’t	Limit	Your	Future	Income			by	
Celebra7ng	

Yesterday’s	Profits.

RossShafer.com VTR

http://www.RelevantReport.com
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Yesterday’s	Profits.

RossShafer.com
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Don’t	Limit	Your	Future	
Income			by	Celebra7ng	
Yesterday’s	Profits.

When you spot 
a Superstar, 

Exploit Him/Her
VTR



RossShafer.com VTR

http://www.RelevantReport.com


FREE RESOURCES

www.RossShafer.com

Download a Free e-BookLeadership Video 

http://www.rossshafer.com


Want to book Ross 
for YOUR Event? 

Contact:
Heather Brett - Premiere Speakers

heather.brett@premierespeakers.com
1-615-261-4000

mailto:heather.brett@premierespeakers.com

