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h Photography & Product Marketm
ants/Food Service : grap V |

Manufacturing &,
ﬂDistribution' 1

RossShafer.com
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The Galloping Gourmet
A Food Channel?

| A THE FRUGAL

re than
nt of international culsines, together
with Inmvaluable cooking tips and tech-
nigues—from the national Public Television

“If you're afraid of

butter, use cream.”
-Julia Child



COOK-LIKE-

A-STUD

% 38 lip smackin’' meals men can prepare
in the garage ... using their own tools!

JEFF “THE FRUGAL GOURMET” SMITH

Ross Shafer

| Foreword by I

RossShafer.com
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5 SATURDAY SUNDAY

&5 ~@7 ® e

CURRENT LOW 68° HIGH  LOW HIGH

Hotel
Events

Events for Sept. 7, 2017

(s¢; GENERAL ELECTRIC
BREAK OUT < 6

Awards Committee Maxis Ballroom

Morrow Technologies

0 2 o
Grand Ballroom 1 &2 11:30 AM - 1:30 PM

Client Appreciation Lunch

RossShafer.com
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Preferred Guest | Purchase Gift Cards | Careers | Contact Us

&SCHMICKS

SEAFOOD & STEAKS

TOT WM MENUS  GIFTCARDS BANQUETSAMEETINGS  ABOUTUS

%

Restaurant Home
Make A Reservation
Map & Directions

Hours of Operation

Menus

Corporate Events / Banquets .
Calendar

In the Neighborhood

All Denver, CO Locations
View All Locations

RossShafer.com
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Laramar Apartment Homes - 55,000 units

RossShafer.com 5@
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BOMBAY.

- T
I ey
= N 2
2 I - Ba
m ™

LEHMAN BROTHERS

BETHREHE
STEEL

) 8

= HAEIvE

Al RLINES"

LA :
dHoward Johnson
Indymac

LINENS-NTHINGS

RossShafer.com
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FOX\ (‘)
BUSINESS " MARKETS POLITICS FEATURES FBNTV Q

MEDIA & ADVERTISING CLOUD INNOVATION BUSINESS LEADERS TECHNOLOGY Qu I Zn o s

It's not just
Applebee's; other

restaurants are closing  eioreorhood Grilla ger Wfﬂ'ﬂ
135 closed
shon 800 WINGS

017 | Food and Beverage |FOX8usiness
60 closed

IHQB OUTBACK \A

Tuesda,y

25 closed 43 closed 95 closed

411 closed

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


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

NUMBER OF RETAIL STORES CLOSING IN 2017

RadioShack NG 1,430
*Payless NG sos
**Ascena Retail Group NG 667
Rue21 NN 400
Gymboree NG 350

The Limited
Family Christian
hhgregg

Kmart

Bebe

Wet Seal

Crocs

Gamestop
JCPenney
Michael Kors
BCBG

American Apparel
Gordmans Stores
Sears

Staples

Ccvs

Macy's
Abercrombie & Fitch
Guess

Gander Mountain
EMS

American Eagle
Bob's Stores
Tailored Brands

I 250
I 240
I 220
I 210
B 180
R 171
B 160
B 150
B 138
B 125
B 120
B 110
B 106
B 98

Bl 70

Bl 70

B 68

Bl 60

Bl 60

B 30

B 27

B 25

B 21

| 11

0 300

6,496 will shut down
this year

* Includes 408 potential closures announced in bankruptcy filings

** Includes 339 potential closures
(Ascena Retail Group owns Ann Taylor, Lane Bryant & others)

600 900 1,200 1,500



When anyone says, “I’'m getting killed by...

NN, f
- _an
S e LR 2 (;_:»' o

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



Sometimes we don’t realize
WE are the problem
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MDLIVE  AmericanWell Teladoc’

Virtual Care, Anywhere.

1,500,000+
patients love
this




Finished
Basement
Flooding §

Skype
\VATe [Yo
Consult




Order in Advance for Coffee Pick Up

o~ S
r = \
O cn—
) ceeee T P41 AM 100% - l
£ CONFIRM ORDER
! Pike Place Market
@ 5 Minute Walk
STARBUCKS ) . Ready in 4.7 Minutes
JORDER & PAY '
N )
Ordeffrom your phone, S e $1.81
pickup at your store.
Grande Caramel Ribbon $3.62
\ Crunch Frappuccino

with 1% Milk, 2 pumps Caramel,
and no Whipped Cream

Tax $0.49

Order Total $5.92

""" Rosemary’s Card
& $12.02
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ROSS SHAFER

THE ESSENTIAL BLUEPRINT FOR
BOOSTING CUSTOMER SCORES




Measuring Customer
Experiences?

(CX) Customér erieniee & /
(CES) Custemer Effor A

e =
(CSAT) Customiet

Satisfaction " ' /
(NPS) Net Promoter ‘. (/
«

Scores

(VOC) Voice of the
Customer




HOW TO ? ’ =

-~ WOW

YOUR CUSTOMERS!

\@1
oW,

AWl aﬁs
whatever @ WNEreVEer i ousnding customer senice




£
&%)

RossShafer.com


http://RossShafer.com

BN
CSAT (Customer SATisfaction)

Oy

“Determine what customers 2 @0
want and deliver that. Don’t over
promise. You don’t necessarily
have to exceed expectations.
The bigger risk to loyalty is when
you fail or disappoint them.”

RossShafer.com  sovee fsmandilrd research crovp new e
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7%
o3

CES (Customer Effort Scoring)

“Service organizations create loyal
customers primarily by reducing
customer effort — (i.e. helping them
solve their problems quickly and easily) —

NOt by delighting them in service
interactions.”

RossShafer.com e — e
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Empower an On-The-Spot
Solution for Every POW

RossShafer.com


http://RossShafer.com
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comcast.
xfinity

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.




-

P mnaem

‘; .(_
.!. ‘:’
T I ————
.\'"\..A
-, ®

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.




Ross's Blueprint

1. Examine Recurring Complaints

2. Eliminate the POW Behaviors
3. Empower On-The-Spot
Solutions

*Watch Loyalty Scores Climb
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Innovate. Motivate. Educate. Sustain.
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r Should You Change Your "Leadership
Persona? | Leadership speaker | Ross Shafer
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Ongoing
Encouragement

RossShafer.com (gg
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% please join me
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How well is your
brand story
communicated?



I YOUR perception of YOU...

R Client's? .
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she’ll tell you
size doesn’t matter.

Super Star ¥ with cheese

f\f/"“m\/""\
/Wlégz It's gonna get messy.

RossShafer.com
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How We Are Organized To Serve You

Our Customers

Corporate
Account

Managers

. VP of Director of VP of VP of

Mike Cronin Tom Cronin
Exec. VP President

Delivering Value Today. Driving The Standard For Tomorrow.

RossShafer.com
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The Intentional Genius of
Facebook




“48% of employers are dissatisfied with
the oral communications skills of
college students.”

Source: Achieve Academic Standards

RossShafer.com
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TREND SPOTTING SITES

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.infog.com/research/software-trends-2014 (Software trends)

http:/ /www.businesswire.com/news/home/20140101005013/en/Forrester-Top-
Global-eCommerce-Predictions-2014+#.U-GCYIYQ7Z7wI

(Business Wire & Forrester Research)



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

KEEP YOUR
BRAND
PROMISES
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Women Buy Everything!

85% of ALL CONSUMER & B2B PURCHASING.

93% of OTC Pharmaceuticals

92% of Vacation & Business Travel Decisions

91% of New Homes, Remodels, Landscapée 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 L.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 entire
U.S. Financial Wealth.”

source: Mass. Mutual Financial Group
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“With public
sentiment
nothing can

fail.
Without it,

nothing can
succeed.”
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JJ Watt - N
@JJWatt <’ rollow )
$27 MILLION!

Thanks in part to an incredibly generous $5 million donation
from Mr. Charles Butt at HEB. YouCaring.com/JJWatt

10:36 AM - Sep 6, 2017

Ho&uston
$2’7 M;lh ' Ralsed‘“‘"?

‘-

0'
--l‘“ '\--“ "

' 1S :E;:;ﬂ:z_ | .,. ..
mﬁ = P ‘ NG e

i — |

RossShafer.com D
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ICE BUCKET
CHALLENGE
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Recall (%)

100 : :

w0 | recency
effect
" | primacy
*effect

0 5 10 15 20 25 30

Serial Position
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34% of patients return to a Dr. NunezZ’
office when the staff says..."Goodbye.”

Gentle U Dental
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Which Is why we
must be careful
re: Client/
Customer
Evaluations

RossShafer.com
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If you would like to be contacted by Did you experience any problems during your stay?
::fatdmg a)'rour comments, please include the following 0 Yes ) No

Name
Street Apt#
City
S Eruyiuce : If you reported any problems,
Country Zip how satisfied are you with

Telephone # the resolution
Email
Dates of Stay: From To Comments:
Room No.:

[} 4vERY sATISFIED

[] €SOMEWHAT SATISFIED
[} SOMEWHAT DESSATISFED
[ «vERY DISSATISHED

] <4NEUTRAL

Please rate your satisfaction
with each of the following:

Overall satisfaction with this
experience
Receiving & warm and sincere
greeting upon amival ...
Staff greeting you by name................
Staff remembering you as a

regular guest ... O
Timeliness of check-in ........coccceccicies 0O
Receiving the room you expected...... 0O
Ability of the staff to anticipate
Cleanliness of the guest room............ O

Condition of the guest room
R B e e e (|

Cleanliness of the hotel........cvvveeenee (|

] qvimy sansvien

o0
0O OO00 OO OO0 OO 0O <«oMesmarsansaen

O O000 OO0 000 OO0 Oewma

would like added, or please let us know whi
exceptional ladies and gentlemen have made your sta
more memorable,

Please suggest any service, product or amenity yo]
C

O 0000 OO0 O00 OO O «soMewsrssanshe
O OO000 OO OO0 00 0O evevoissamsas

you checked Out ... O

AVERY LIKELY
(7] 4SOMEWHAT LIKELY

0 [0 esurraL

Myouto recommend this
friends or associates.. [
lfyou travel back to the area, how llkeIE

are you to return to thn 0

1 [ 4sosmwiarusuxeny
[ [ eveayuvsamay

Hotel Code: 0037 ©OC D64

RossShafer.com
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Please rate your satistaction
with each of the following:

4 SOMEWHAT SATISFIED

Q
E
7
b
<
v
po
a4
L
-~

4NEUTRAL
. 4SOMEWHAT DISSATISFIE

- 4 VERY DISSATISFIED

Overall satisfaction with this
experience

e

Recelving a warm and sincere
greeting upon arrival

Staff greeting you by name

Staff remembering you as a
reonlarolest. oo

RossShafer.com
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Don’t make people think too hard
about YOU.

RossShafer.com
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THE CALLAHAN TRLUCKING COMPANY
NON-SURVEY

Please check wthe face that best describes how we treated you.

How did you feel after doing business with us?

RossShafer.com
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Allow People to Use
THEIR OWN WORDS.
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4
A

SYLVAN

LEARNING CENTER

RossShafer.com
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4 Please join me
—  tomorrow morning
| for my Keynote

SHAFER
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WHAT CAN WE LEARN FROM YOUNG STARTUPS?

(b)) ZIU
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“We promise our plumbers will show up
on time and smell good.”

RossShafer.com
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POTATO

The "Empty Bag”
Safety Issue

Net Wt. 8 0z. (227g)
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“You can
achieve anythi
if you have a blue

R

Blackfoot Indian Tribe

Chemeketa Reservation land
(Salem, Oregon)
Puyallup Indian Reservation - hatles Khafer
(Puyallup, Washington e 1927-2001
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“E .

Juccess is NOT about who you know.

-

e

~ It’s about who knows YOU.”

CHUCK SHAFER



http://www.RelevantReport.com

, 1961 Karmann,G-hia bought $25....;;sold $ 50

i SR |
Beae .
o 2abhdh " <
. ee
d — e
-
-~ v . » 2
I
v o dad 1 .
- . AN I B
' -

2 e

1

2

-

C— i, . 3

E = A
—_— »

LA
‘

age 13

B ¥
oo - piiy
-

‘ -

.
S N




2,

g

2" . -

" il

bought-

- -~
-
-

o
(=)

L
‘I~
A
b
O
o
@L
s
%
o
-
%
9
(@)
(V)]

-~

r $4,800°

Pl
-

-l

-

»
.-,
Q.7 -

’
-







/|

1.7 =y

. ':'.ﬂ -3"."
| /4

£

[ ==/
‘$arr

50
W
LSS

e T B
b b 5
l’l ‘4
|l
= el - : - — -———‘_- ,_l:\.' :
- —_— o — - .. 3 ! - e S o | il LB.II—I - s
= 1 N L
: 4 ) Ris3 a
- . S ——— - - e —— B -
: CTEEPR TR Y
. > D
= il EENEE | ] |
) ———
i <MK
— - i e
F","’g o L :
< ' "'
2 " , :
-— —— ‘5“.“ ”’: - .‘ ". .
-— ‘.—‘:p b"; 'rs'::' \’-'.' ?
— ) 8 T o,?
ey B '
Ik .{' &u§ gosT A"
f = e R ! . . -
= S -If [ o P ‘ e
- =——T98~“-“} 8§ §&i et [N
. . - . ,L-'__ - g < ! \l‘-..
-—— - o] [ ¥ 5V [
. - . o . ""’% ' n
—— . .. . : b W g
X . - — e -
- ., .‘l «% (‘..-.é " .
= - - T e . I:“Z_":‘.‘
= * = e

.....

I
I
1
b
b

A" %\ UNITED STATES BANKRUPTCY COURT
Westem District of Washington

."-j‘\ ~ Honorable Brian D. Lynch, Chief Judge | Mark L. Hatcher, Clerk of Court
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Explaining things the easy way!

How to Start a Pet
Shop (retail) Business

4

Advancing Beginners J .

RossShafer.com
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_%STAND Up
/ - COMEDY

(I wanted to find my “brand”)
T
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THE ALLURING, AMUSING, AND HIGHLY REVEALING
GAME OF ROMANTIC PURSUIT.

LOVE ME

LOVE ME

N T

&
S TARRI NG

Ross SHAFER

N w

ABC “Day’s End”

F—
| Fr=

FOX “LATE SHOW”

RossShafer.com
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“Lifespan” of S&P 500 Companies

1968 - Companies lasted 70 years

2017 - Less than 15 years

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.

Source:http://www.theatlantic.com/business/archive/2015/04/where-do-firms-go-when-they-die/390249/

RossShafer.com
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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

NOKIA — 104 yrs old
/A cacknro — 77

(inted) — 52
O —a7
= Microsoft — 41
.

o 40
ORACLE —— 39
M —— 31

AOL
amazon —— 22

RossShafer.com
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| DISRUPTION:
50 GWh In annu_al battery production by 2020

Enough for 500,000 Tesla cars
Powered by renewable energy

Net zero energy factory
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LOREAL

PARIS

“At L'Oreal we have

an exhaustive digital
marketing outreach MIZAINL

to the main GARNIER: Mé HESSAINTJAURENT
influencers.”

KERASTASE

' APQQME MAYBELLINE

NEW YORK

RossShafer.com
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Y(]u Search

BT ) 0127947

3D Silver Glitter Lips: Tips Trick & Tutorial

L‘ vintageortacky
- 8,179,103 views

+ Add to A Share eee More |‘ 20,735 ,I 4441
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Gallup Case
Study:

The Large
Bank

FROM THE COAUTHOR OF THE NATIONAL BESTSELLER
FIRST, BREAK ALL THE RULES

FOLLOW

THIS %

PATH

HOW THE
WORLD'S GREATEST
ORGANIZATIONS DRIVE
GROWTH BY UNLEASHING
HUMAN POTENTIAL

CURT COFFMAN and
GABRIEL GONZALEZ-MOLINA. Ph.D,




I
ATop S U.S Bank

1 1 % 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.

B




They Deposit $8,136
More/Per Customer

B




6% more ‘loving the

bank’ translated to...




.- Pat Cashman

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

$1 billion in
Deposits.

www.RelevantReport.com
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John Hixon
Hixon's Market

Sweetwater, TX.

RossShafer.com
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#1:

Skill of the Future
COMMUNICATION?




#2:
They Want an Open &
Gollaborative
workspace



3.

Tech Tools are
What They Expect
from You
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A

what Motivates
Millennials?




Don’t Mentor
Them!
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2.
What Brands Do They
Find Appealing?




500,000 members - Company Valued at $615 million

-y ..

(> DOLLAR SHAVE CLUB
V.

-
K3

B “FThigeld THE DOLLAR SHAVE CLUB

RossShafer.com
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1,127 Free Throws in a Row

- .
.
» .S

N A
“~
-_
"

JAVERHOPR

RossShafer.com
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NATIONAL ANTHEM

BN Gy Yo I Dliver

RossShafer.com
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When you spot
a Superstar,
Exploit Him/Her




THE DAWN OF CYBERWAR /&5 e swe

POPULAR

RossShafer.com
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a &
ROSS SHAFER's
| " KELEVANT LEADERS

Innovate. Motivate. Educate. Sustain.

»

LUB

S Ho ecaders Make Better Decisions? How Can Small Ofice Financial Advisors Beat
RIel Rl TAN | cadership Speaker | Ross Shafer e WHY SMALL S 0 Guys? | Leadership Speaker | Ros
' @ LEADERS . ' \( 7 FINANCIAL
. 3 _MAKE L7 1 .3 ADVISORS
\ BEFTER , ' 2 t HAVE AN
{ | pEcisons ' [ ADVANTA 7=
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mailto:heather.brett@premierespeakers.com

