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How Can YOU 
Matter More to  
Golf Courses  

& Landscapers? 
Ross Shafer
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Charles	Shafer		
1927-2001

Chemeketa Reservation 
(Salem, Oregon) 

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

Blackfoot Nation
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Follow 
the  

Tracks 
of the 
Herd
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If You Can’t Inspire 
Yourself… 

Who Do You Know 
Who Can?



Chuck	Shafer	1927-2001

RossShafer.com

“Your Future 
Can’t Grow if You 

are Still Celebrating 
Last Year’s Profits”
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Chuck Shafer

“You can create anything if you
have a blueprint.”



Maiden flight - May 1971



RossShafer.com

“Fear is the enemy of success”
CHUCK SHAFER
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vs. Univ. of Hawaii

Age 13

Age 16

Age 17

Age 14

Age 29

Age 19

Flipping Vehicles

Flipping Homes
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TV& Film Production

Manufacturing & Distribution

Restaurants/Food Service Photography & Product Marketing

Building Industry
Retail Clothing

Flipping Broken Companies
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The Shafer 
“Blueprint” 
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USA

Talk & Game Host





Innovate by  
Looking Outside 

Landscape & Golf 



Hotel
Events
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CRASH THE WRONG MEETINGS
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Association of Human Nature Convention
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Sheraton’s Sweet 
Slumber Bed
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Marriott’s Revive Collection
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55,000 units

http://www.RelevantReport.com


How Can YOU 
Matter More to 

The Co-op? 
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Age 22
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Participate. 

Specialize. 

Become an 
Expert 
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You Matter When 
You Notice that 
Consumerism 

Influences B-2-B 



VTR



3,000 cashier-less stores



VTR



2,500,000+
patients love 

“Virtual” Doctor
Visits



You Don’t Have to 

Your Customers 
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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	deligh>ng	them	in	service	

interac>ons.”	  
 
 

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

  

Moments 
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cannot erase 

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

RossShafer.com

(5)

(1)

http://RossShafer.com
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Does 

Work? 

VS.





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





Scores UP 21 points 
in 90 days



Matter More by 
being an  

Other-Focused 
Company 



BE PROFESSIONALLY CURIOUS
VTRRossShafer.com VTR
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“73% of 
managers

are discouraged
by the 

communication
skills of 

college-age 
students.”
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Maria		
Garcia



VTR

Showing Extreme 
Interest = 
a Stronger 
Sales Story 



“Challenger” Method Relationships Solu>on	SellingConsultative Approach

1950-1980’s 1990’s 2004 2014

I know your business
so well that I can 
teach you how to 
run it. I tailor your 
sales processes.

And, I take control of 
conversation. You 
will likely become

dependent upon me

I offer you end-to-end
solutions to make
life easier for you.
Many times I’ll do
your work for you.

My value to you is
that I am your resident
expert. I offer you the 

benefit of my 
experience.

You trust me to do
right by you

because you like
me. I am largely

transactional



Matter More 
by Triggering 
Emotions in 

People 



‘We don’t sell motorcycles. What we sell…



VTR

Airbnb asks
their customers 

to share how 
the brand 
impacted 
their lives.

Stories from the Airbnb Community
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1,500,000 members - Sold to Unilever for $1billion
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1982

$84,000 in1982 6 days
8 cars

Home includes a 1,000 sf RV shop

Chuck & Lois Shafer



      In 1983, Chuck and Lois Shafer bought the single level, 3-bedroom 2-bath 
home at 455 W. Butler Lane as their “retirement villa.” The 1,620 sq. ft home is 
located within minutes of Southern Oregon University and the Ashland fixed 
based airport; where Chuck’s two airplanes were only four minutes from home.
 
      Lois, on the other hand, was crazy for golf. She could wave to her best 
friends, from her cart, as she sped to the Ashland Golf Club; just five blocks 
away.

      Chuck not only loved his planes but anything with a motor. So, in addition to 
their two car garage, he built a 1,000 sf matching shop where he could tinker on 
his cars, boats, and motorcycles. There is even a motorized trap door that 
elevates Chuck’s secret microwave; exclusively for his Hot Pocket Pizzas.
     
 These days, Chuck undoubtedly tells his famous 'fish stories' in Heaven; while 
Lois recently celebrated her 91st birthday (with 64 friends) at a beautiful 
retirement community just two miles away. 
      Are you ready to create your own indelible memories here, too?



Elevate Your 
Superstars 

Quickly 



VTR



You Have to 
Matter in the 

FINAL MOMENT 



50% will remember the 
FIRST thing you said

100% will remember the 
LAST thing you said
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The “Kicker Story”
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Which is why 
we must be 
careful re: 
Customer/

Client 
Evaluations

RossShafer.com

http://www.RelevantReport.com


Provide Ongoing 
Encouragement 
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