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So, How Do You 
Find the Answers  
to Boosting CX 

Scores?



Hotel
Events
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CRASH THE WRONG MEETINGS
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Association of Human Nature Convention
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Back Pain Meds 
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What Do You 
Customers Want? 



VTR

FAST & EASY TRANSACTIONS



3,000 cashier-less stores
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Eliminate the 
Transactional 

Friction 



VTR



2,500,000+
patients love 

“Virtual” Doctor
Visits





You Don’t Have to 
  

Customers 
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“Thanks for calling. 
My name is Jason.

How can I 
provide you with

outstanding 
customer care?”



(hearsay recorded message)
“Please be aware that some of our 

departments might be closed right now as  
a part of our commitment to quality.”
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CSAT (Customer SATisfaction)

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

exceed	expecta6ons.		
The	bigger	risk	to	loyalty	is	when	you	fail		

or	disappoint	them.”	  
 
 

Source:	Fleishman-Hillard	Research	Group	-	New	YorkRossShafer.com
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CES (Customer Effort Scoring)

“Service	organiza6ons	create	loyal	
customers	primarily	by	reducing	customer	
effort;	NOT	by	delighJng	them	in	service	

interacJons.”	  
 
 

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

http://www.RelevantReport.com
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sources: The Customer Shouts Back - Ross Shafer Consultants, Inc. ‘wow survey’ 2016 
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“EXCUSE ME…?!”

…you sure  
it’s our Anniversary, 

babe? 



Here’s How to 
Revolutionize 

‘Customer 
Experience’ 

Coaching 
VTR
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Millennials will turn 40 in just 18 months
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Celebra6ng	

Yesterday’s	Profits.
“What Do  

  You Want?” 



More Recognition
More Friends

More Freedom
More Likes and Comments

Less Work Drama

More Invitations to Parties
MORE RESPECT
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“You can all of  
it; if know what 
THEY want…” 



TOO MANY CHOICES
MONEY 

DECISIONS

ON-DEMAND
Social Media Angst

Family Drama

H I G H   A N X I E T Y
NOT ENOUGH TIME
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73% of Patient Loyalty Comes from Non-Clinical
https://www2.deloitte.com/us/en/pages/life-sciences-and-health-care/articles/patient-engagement-for-life-sciences.html 
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A
Simple

Solution
That

Works



When People Love You, 
They Give You More 

Money 
Reward  
Curiosity 
& Value  

Break Free of the  
“ME BUBBLE”
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SHE ASKS FOR YOUR ADVICE

SHE OFFERS VALUE & INSTRUCTION
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Little Known Talk Show Host Tips
VTRRossShafer.com VTR
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Elevate Your 
Superstars 

Quickly 



VTR



AFTER TODAY’S MEETING: FREE RESOURCES

www.RossShafer.com

Download My Free e-BookLeadership Video Blog

http://www.rossshafer.com


Will YOUR Legacy 
be  

Other-Focused?  



Chuck	Shafer	1927-2001

RossShafer.com

“I want to know 
who you are when you 
don’t think anybody’s 

looking.”

http://www.RelevantReport.com


Leah,	Ross,	Lauren	(Lolo),		
Ryan	&		Adam	Shafer

Daddy/Daughter date
12th birthday!



Promote Ongoing 
Encouragement 

VTR
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