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Killing Complacency 
& Staying Relevant  

in 2020 
by Ross Shafer 
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3.4% Unemployment 
- Fear of Success 

- Keeping Clients Engaged 

- What Can Clients Do to Help?

- Finding Qualified / Motivated 
Candidates



vs. Univ. of Hawaii

Age 13

Age 16

Age 17

Age 14

Age 29

Age 19

Flipping Vehicles

Flipping Homes



RossShafer.com

TV& Film Production

Manufacturing & Distribution

Restaurants/Food Service Photography & Product Marketing

Building Industry
Retail Clothing

Flipping Broken Companies

http://www.RelevantReport.com


USA

Talk & Game Host



What  
I’m Not…



RossShafer.com

Charles	Shafer		
1927-2001

Chemeketa Reservation 
(Salem, Oregon) 

Puyallup Reservation 
(Puyallup, Washington)  
(Puyallup, Washington)

Blackfoot Nation

15-yr old
Ross Shafer

http://www.RelevantReport.com


Follow 
the  

Tracks 
of the 
Herd
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Don’t	Limit	Your	Future	Income			by	
Celebra6ng	

Yesterday’s	Profits.

John Hixon 
Hixon’s Market 

Sweetwater, TX. 
($250k gross) 

 



What Can YOU do to 
Grow Your Business? 



Look Outside the 
Staffing Industry 

RELENTLESS 
IMPROVEMENT



Hotel
Events

RossShafer.com

CRASH THE WRONG MEETINGS

http://www.RelevantReport.com


Association of Human Nature Convention
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55,000 units

http://www.RelevantReport.com


Why Have Your 
Client’s 

Expectations 
Changed in 2020? 



THE 

  
‘EFFECT’ 
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3,000 cashier-less stores





2,500,000+
patients love 

“Virtual” Doctor
Visits
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Humalogy

+
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Ryan
Shafer
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DON’T  
Obsess  
About… 

Shocking NEWS!
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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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CES (Customer Effort Scoring)

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

interac>ons.”	  
 
 

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

http://www.RelevantReport.com
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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.”	  
 
 

Source:	Fred	Reicheld	-The	Ul6mate	Ques6on	RossShafer.com

http://www.RelevantReport.com


Eliminate the 

  

Moments 
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“Thanks for calling. 
My name is Jason.

How can I 
provide you with

outstanding 
customer care?”





Sometimes  
WE Create 
Our Own 
Problems 
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How will Companies 
Retain Customers & 
Employees in 2020? 





“I understand” 

Fastest Response Time
Listen Harder

Urgent Follow Up 
FULLY SUPPORT EACH OTHER

1.

2.

3.



Customer Retention 

Employee Retention 
126%

131%



What Skills are 
Always be  

in Demand? 



“What kind of training do you have at Nordstrom?”



“We	don’t	train	
people.	We	leave	
that	up	to	their	

parents.”			
																														
																												Bruce	Nordstrom	
	(who	took	the	company	from	$20mil	to	$2billion)



    
Be a Student of  

Curiosity



Be Personally & Professionally CURIOUS
VTRRossShafer.com VTR
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“73% of 
managers

are discouraged
by the 

communication
skills of 

college-age 
students.”

http://www.RelevantReport.com


RossShafer.com

http://www.RelevantReport.com


Retention Goes UP 
When Expectations  

are Clear 



VTR

“Yeah we do snacks, drinks, flex time 
 and stock options because happy  

people produce more. 

If you own stock we expect… 
More performance. 
More innovation.  

More of your time.

Dan Shulman CEO

“



Don’t Mentor… 
ADVOCATE 



PROVIDE	“QUICK	
WINS”

300,000 attended GamesCom

VTR
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“This week, YOU will be  

our 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.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


300,000 attended GamesCom



Make the Workplace 
FUN & SAFE 
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‘We don’t sell motorcycles. What we sell…
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RossShafer.com

VTR

Company founded 2011

In 2016, Sold to Unilever for $1Billion

http://www.RelevantReport.com
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Local Workforce Development

Kroc Centers
PRISON MINISTRIES

Focus on The Family

Indian Reservations

Homeless Outreach
Corporate PartnersAmerican Job Centers
Sectoral Job TrainingChurch Sponsored

Labor, in Waiting…



Relevant Follow-up Questions

Be Situationally Aware

No Self Absorbed Social Media

Polite Interruptions; Only

Ask Open-Ended Questions



Click Drop Down



Elevate Your 
Superstars Quickly 



VTR



GIVING BACK: FREE RESOURCES

www.RossShafer.com
Download (2) Free e-Books

http://www.rossshafer.com


Encourage Your 
Team Members… 

“Like a Video 
Game” 
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