want Ross
to Come to
Your Dealer
Group?

CONTACT:
Shannon Calabrese
(703) 516-4000
SCalabrese@KepplerSpeakers.com




SUCCESS:
IT°' S ON YOU

How to be a
Relevant
Dealership
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<8 Chuck Shafer named Sales Mgr. - Chuck Colvin Ford Nov. 1958}
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Turn your
Den or Rec
Room Into
a Video
Theatre
D
4Ft.and 5 F
Screens
E)
Ceiling Models
Available

At last the Northwests largest maker of Giant TV AS LOW AS
Screen systems is offering direct to you, for your

home, the same Projection TV usually. seen commer-
cially. Come, see and compare dunng this salel

or Home Demonstration B

m
Informaﬂon CALL COLLECT

S"!mo | ~ (206) 848-8300 : —.c TV& Film Production

in C
119 Hi Ho Shopping Lenter
puyunup D. .\..l.llun Wash. 98371

RossShafer.com
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THE ALLURING, AMUSING, AND MIGHMLY REVEALING
GAME OF ROMANTIC PURSUT

UsA| 4 LOVE ME

LOVE ME

N T

‘ YOU'LL LOVE IT & FIRST S\GuT
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15-yr old
Ross Shafer

Blackfoot Nation

Chemeketa Reservation
(Salem, Oregon)

Puyallup Reservation
(Puyallup, Washington)
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.

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

Foreword by
Ross Shafer

RossShafer.com
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RossShafer.com
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er & Hilltop

/ min

Your order may be ready
before you arrive

It looks like your estimated travel time is longer
than your order prep time. Consider placing
your order when you're a little closer to the
store.,

Back to order

RossShafer.com
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‘ 78Fg|DAY SATURDAY SUNDAY
HIGH 78° ‘ 770 70 ' 0 0
H Otel CURRENT LOW 68° HIGH §cw 76» 66

Events

kd b L -
Meeting Rooms

3w (;'93, GENERAL ELECTRIC 5
4 BREAK OUT SES9/*
Grand - A E
Ballroom .

viorrow Technologies

J 30 AM - 1:30 PM
Client Appreciation Lunch Grand Ballroom 1 &2 11:30 AM - 1:30 PM

RossShafer.com
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CCORMICK
&SCHMICKS

SEAFOOD & STEAKS

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

Preferred Guest | Purchase Gift Cards | Careers | Contact Us

BANQUETS & MEETINGS

ABOUT US

RossShafer.com
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ou can still fail if you don’t give
people what they really want.
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Why Have Car
Customers

Expectations
Changed in

3‘?‘%







comcast
C xfinity

NETELIX

Google
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amazon go

3.000 cashier-less stores







MDLIVE  American Well

Virtual Care, Anywhere.

Teladoc’

2,500,000+
patients love
“Virtual” Doctor
Visits
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. 3
CSAT (Customer SATisfaction)

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

The bigger risk to loyalty is when you
fail
or disappoint them.”

ROSSShafer'°C0rr§ource: Fleishman-Hillard Research Group - N


http://www.RelevantReport.com

CES (Customer Effort Scoring)

“Service organizations create loyal
customers primarily by reducing
customer effort; NOT by delighting
them in service interactions.”

ROSSShafer'°C0rr§ource: Fleishman-Hillard Research Group - N


http://www.RelevantReport.com

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.”

ROSSShafer°C0m Source: Fred Reicheld -The Ultim € '


http://www.RelevantReport.com

Promises NMADE.
Promises KEPT!




Eliminate the
~ : / -




“Thanks for calling.
My name is Jason.
How can |
provide you with
outstanding
customer care!”
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Freshly baked Otis-Spunkmeyer cookies.







comcast.
xfinity




JDPOWER

AND ASSOCIATES®S

Scores UP 21 points
In 90 days







Spoke 4 languages

Played 20 seasons

\ 4 8X All NBA Team
‘ . 2X NBA MVP
........ (o - _J Academy Award Winner

FOR THE BEAR.

THAT'S

‘MAMBA MENTALITY®
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World’s Greatest Shooter
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JAVERHOPI¥E

RossShafer.com
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1,127 Free Throws in a
R
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RossShafer.com
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Chuck Shafer .

1927-2001
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i create anything
have a blueprint.”
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iow Can You Retain
_Customers &

Empl ees
in 20 0?
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FULLY SUPPORT EAGH OTHER

5 Urgent Follow Up



Fved

Customer Retention
126%




Be a Student of
Curiosity




Be Personally & Professionally CURIOUS

RossShafer.com
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“73% of
managers
are discouraged

by the
communication
skills of
college-age
students.”

RossShafer.com
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“This week, YOU

will be |
our Chief Trending
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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-GCYIYQ7wI

(Business Wire & Forrester Research)



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
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THE DAWN OF CYBERWAR / i i e

POPULAR

the' Science’Guy




RossShafer.com
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GIVING BACK: FREE RESOURCES

@ Visit Ross Shafer's Website G+

Funniest Expert on CHANGE
Ross Shafer viewas: vourself ~

Home

/ \

Relevant Leaders Club L(b Download All J

The Relevant Leaders Club (by Ross Shafer) uses innovative case examples to help both young and highly
experienced leaders find relevant business solutions for motivating your workforce, creating leadership...

Why is the Lifespan of a Company only 15 WITSHED How to Pitch Your Big Ideas to the Boss |
grship Speaker | Ross Shafer T Leadership Speaker | Ross Shafer
<l by Ross Shafer
1 week ago + 31 views
In this short clip, leadership speaker and author, Ross
Shafer, reveals his surefire Five-Step process for...

Should You Change Your "Leadership”
Persona? | Leadership speaker | Ross Shafer
by Ross Shafer

3 weeks ago * 68 views

Have you ever wondered if you should change your

e you're doing it? Ross Shafer gives...

R WATCAES I How Can Leaders Make Better Decisions? EaTcras - WHY SMALL
: ROV NI TAN | eadership Speaker | Ross Shafer !
’ \( LEADERS [SRSIN ’ \( FINANCIAL
\ B L LV IR | month ago - 85 views \ 2 ADVISORS
}‘ _ BEFTER Leaders are paid to make good decisions over and over. Q‘ ] HAVE AN
A

DEC|SO'2§7 This video by Ross Shafer will give leaders a repeatab... DVANT};_E?

www.RossShafer.com

personality when you get a "big" new job? Then you...

How Can Small Office Financial Advisors Beat
The Big Guys? | Leadership Speaker | Ross. ..

by Ross Shafer

1 month ago + 62 views

This video will inspire smaller office financial planners
(and CFPs) re: "How to differentiate your practice.” Yo.

Download (2) Free e-Books


http://www.rossshafer.com

Encourage Your
Team NMembers
1ke a Video







want Ross
to Come to
Your Dealer
Group?

CONTACT:
Shannon Calabrese
(703) 516-4000
SCalabrese@KepplerSpeakers.com




