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What I’m Not…



TV& Film Production

Restaurants/Food Service Building Industry

Retail Clothing

ABC		“Day’s	End”

USA

USA

FOX	“LATE	SHOW”

ABC

Manufacturing
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Follow 
the  

Tracks 
of the 
Herd
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Ryan
Shafer

http://www.RelevantReport.com


Startups Change 
Before 

it’s Necessary 





Startups Use a 
Secret Advantage



Hotel
Events

October 16, 2018

RossShafer.com

CRASH THE WRONG MEETINGS
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Association of Human Nature Convention
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55,000 units
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Who Would Your 
Customers Name 

as Relevant? 



VTR



3,000 cashier-less stores





“Nobody can
transact faster.”

Jeff Bezos



Friction-Free  
& Trust are  
Your Brand 

Differentiators 
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2,500,000+
patients love 

“Virtual” Doctor
Visits



You Don’t Have to 
  

Customers 





Just Eliminate the 

  

Moments 
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“Thanks for calling. 
My name is Jason.

How can I 
provide you with

outstanding 
customer care?”
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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

http://www.RelevantReport.com
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Income			by	Celebra6ng	
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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


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

sources: The Customer Shouts Back - Ross Shafer Consultants, Inc. ‘wow survey’ 2016 
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Does  
WOW vs POW 

Work? 

http://RossShafer.com




10 yrs ago, on the verge of bankruptcy, customers said,
“the toys take long to build.”



Scores UP 21 points 
in 90 days



Sometimes  
WE 

are the Problem 



Don’t	Limit	Future	
Growth	by	
Celebra6ng	

Yesterday	Profits

Don’t	Limit	Your	Future	Income			by	
Celebra6ng	

Yesterday’s	Profits.

RossShafer.com VTR



What is the Most 
Dangerous 

Threat to Your 
Business? 

VTR
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NO, NOT Millennials
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FOMO



6 out of 10 Employees Visit 
Social Media Sites at Work

https://mashable.com/2012/11/02/social-media-work-productivity/#ei4im7UwSEqa

https://mashable.com/2012/11/02/social-media-work-productivity/#ei4im7UwSEqa


DISTRACTIONS COST $650,000,000,000b

https://mashable.com/2012/11/02/social-media-work-productivity/#ei4im7UwSEqa

Each User 
Costs the 
Company 

$4,452.00/year

https://mashable.com/2012/11/02/social-media-work-productivity/#ei4im7UwSEqa
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ERRORS AT WORK
Co-Worker Tension

Self-Absorbed. Self- Obsessed.

Mood Swings Based Upon CLICKS & LIKES

“Un-friending” Melt Downs



We Coach 
(28) Behaviors

that Boost Team
Performance &

Customer Scores



              Other-Focused  
            SOCIAL MEDIA  
       *Don’t Post Selfie’s or…your Lunch

       *Brag About Your Customers; NOT You

            *Ask Questions of Your Friends



More Recognition

More Friends
More Freedom

More Likes and Comments

Less Work Drama

More Invitations to Events

MORE RESPECT



Teach EXTREME CURIOSITY
VTRRossShafer.com VTR
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Speaking Clearly will Keep You FUTURE PROOF



Startups Elevate 
Their Superstars 

Quickly 
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AFTER TODAY’S MEETING: FREE RESOURCES

www.RossShafer.com

Download My Free e-BookLeadership Video Blog

http://www.rossshafer.com


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

Daddy/Daughter date
12th birthday!



Provide Ongoing 
Encouragement 
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