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THE ALLURING, AMUSING, AND HIGHLY REVEALING
GAME OF ROMANTIC PURSUIT
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LOVE ME
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YOU'LL LOVE IT AT FIRST SIGHT!

FOX “LATE SHOW”
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Blackfoot Nation

Chemeketa Reservation land 5
(Salem, Oregon) Foleis y .
Puyallup Indian Reservation S5
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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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9:41 AM

CONFIRM ORDER

Pike Place Market
< 5 Minute Walk
"5{& Ready in 4-7 Minutes

STARBUCKS®
#ORDER & PAY

Ordenfrom your phone, Tall Americano
pickup at your store.

with 2 shots

Grande Caramel Ribbon
Crunch Frappuccino

with 1% Milk, 2 pumps Caramel,
and no Whipped Cream

Tax

Order Total

“%"° Rosemary's Card
$12.02

Ryan
Shafer
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FRIDAY SATURDAY SUNDAY

Hotel . 8 8T WK

Events

Events for February 3rd, 2018

kd b 1

(\3:(;, GENERAL ELECTRIC

BREAK OUT €*~

Grand
Ballroom

Cascade 1 8:30 AM - 430 PM

Home Depot

Awards Committee

Maxis Ballroom 10:00 AM - 11:00 AM

Morrow Technologies

Grand Ballroom 1 &2

11:30 AM - 1:30 PM

Client Appreciation Lunch

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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“We don't sell motorcycles. Instead, we sell...

BN HARLEY-DAVIDSON®
B ACCESSORIES




PETER MANNING]|

FIVE EIGHT/NEW YORK

ARE YOU
58" or
UNDER?

* Shorter
lInseams

% Shorter
Sleeves
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Stories from the Airbnb Community

Michael ssa. Judith

airbnb

New York, United States London, United Kingdom New York, United States
A busy New Yorker keeps pace with tradition Second Act: A new beginning New Chapter: Breaking bread together...again

Airbnb encourages
thelr customers to

Andrew
g share how the brand
- . . .
c NP impacted their lives.
London, United Kingdom Los Angeles, United States New York, United States
Sowing the Seeds: Of love, and of vegetables The Art of Receiving: A host transforms his home, Full House: An invitation to friends, both old and

his work—and his life new
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AN
S THIRDLOVE

Our Halt-Cup Sizes Come
with a100% Guaranteed Fit

e

Bra Shopping via Selfie




she’ll tell you
size doesn’t matter.
She’s lying.

S .

o - = '
super Star “ with cheeasa

f\f-"-“m\/“-‘\
NCMIAQZ It's gonna get messy.

RossShafer.com
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- UNITED STATES BANKRUPTCY COURT
Western District of Washington

Honorable Brian D. Lynch, Chief Judge | Mark L. Hatcher, Clerk of Court
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Explaining things the easy way!

How to Start a Pet
Shop (retail) Business

Advancing Beginners

RossShafer.com
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F

Photography & Product Marketing

Restaurants/Food Service

Turn your
Den or Rec
Room Into
a Yideo
Theatre
3
4Ft.and 5 F1.
Screens
&
Ceiling Models
Available

At lost the Northwests lorgest moker of Giont TV AS Low AS

Screen systems is offering direct to you, for you

‘ the same Projection TV ally. se commer
cially. Come, see and compore gn
S()l]m( For Home Demonstration
STUDIO Information CALL COLLECT

n  |SHAFER (206) 848-8300 e TV& Film Production

N TELEVISIC ”9H,H05hopo ng Cer
Puvallup D. enlliin. Wosh. 9837

RossShafer.com
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Sometimes we don't see that
WE are the problem.

RossShafer.com









LIVE American Well

Virtual Care, Anywhere.

Teladoc’

1,500,000+
patients love
“Virtual” Doctors




PREVENTS
MISCOMMUNICATION

AVAILABLE 24/7

ADDS URGENCY DO VIDEO
CONSULTATIONS




-
‘\ " - c—

bbbl A

n:am Q ’

< 8"-'|*1 >
) - = ‘.Ok

-
-



I ROSS SHATFER

THE ESSENTIAL BLUEPRINT FOR
BOOSTING CUSTOMER SCORES




HOW TO

> %
4
3.

YOUR CUSTOMERS!

_ﬁ‘;

your customers W h O Te v e r @ W h e re V e r for ocutstanding customer service...






“Thanks for calling.
My name is Jason.
How may |
provide you with
outstanding
customer care!”




v
:

“Determine what customers want and
deliver that. Don’t over promise. You don’t
necessarily have to exceed expectations.
The bigger risk to loyalty is when you fail
or disappoint them.”

ROSSShafer.Com Source: Fleishman-Hillard Research Group - New York
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CES (Customer Effort Scoring)

“Service organizations create loyal
customers primarily by reducing customer
effort — (i.e. helping them solve their
problems quickly and easily) — NOT by
delighting them in service interactions.”

ROSSShafer.COm Source: Fleishman-Hillard Research Group - New York &
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NPS (Net Promoter Scores)

“While we want scores of (9) and (10)...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.com
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sources: The Customer Shouts Back - Ross Shafer Consultants, Inc. ‘wow survey’ 2016

RossShafer.com
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RossShafer.com

KISSES YOUR FOREHEAD
says he’s sorry.

makes an effort.
HOLDS YOUR HAND.
WORKS HARD

attempts to understand you.
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“EXCUSE ME...?)"



Does This
Blueprint
Work?

RossShafer.com
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10 yrs ago, on the verge of bankruptcy,
customers complained
“the toys take long to assemble.”







Play These games
In 20 minutes!
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comcast.
xfinity

Complaints led to losing 1,000,000m subscribers in just
onhe quarter.
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Highest # of complaints meant they were
Last Place In their industry
re: Customer Experience
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estar Energy.

By coaching Linemen, Meter Teams, Call Centers, Admin, &
Designers, we empowered on-the-spot fixes.

In 90 days, their J.D. Power scores rose 21 Points.
Now, #1 in their industry.
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CURIOSITY is an engine

RossShafer.com VTR
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RossShafer.com
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The Intentional Genius
of Facebook

faceboolk
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Search for people, places and things

Ross Shafer — | Update Status (2] Add Photos/Video
| Edit Profile , .
What’s on your mind?
FAVORITES
SORT ~

[: ] News Feed

i5J Messages 99+ Nancy Vogl

@] Photos Is anyone else having problems posting on FB today?

Q° Browse Like - Comment - Share - 10 hours ago near Traverse City, Ml - 2%
PACES £1 Monika Laschkolnig and 7 others like this.

79 Pages Feed 20+ {.J View 21 more comments

% Like Pages 20+ ol Aileen Bennett Thank you - | thought i had broken the

internet (again)

ﬁ Create Ad 6 hours ago - Like - ¢31
GROUPS 1 Kathleen Hassan yup

& University of Puget Soun... 5 hours ago - Like - 651

RossShafer.com
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“48% of employers are dissatisfied with the oral
communications skills of college students.”

RossShafer.com
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THE DAWN OF CYBERWAR / ' e swe

POPULAR

Will Sindd
Swrre in Y

Alnerca .
or Go Down
Swinging # . &
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Millennials Will be 40yrs old In 2 years!

1 B

RossShafer.com
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#17
How Do They Want
to be Managed?
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Let Them Disagree
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RossShafer.com
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Hl
How o You Motivate
Them?
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H#3:
what Attracts Them
to Work for You?







Started 2011.
In 2016, Unilever buys company for $1billion

| < B i J
. . :
> DOLLAR SHAVE CLUB _ RSN .

: -

ﬂr ‘

A gLl THE DOLLAR SHAVE CLUB |

r—--v/rs.“ﬁ‘

RossShafer.com
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Which is why
we must be
careful re:
Customer/
Client
Evaluations

RossShafer.com
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If you would like to be contacted by— Did you experience any problems during your stay?

re%arding your comments, please include the following O Yes [ No

information: E

Name E E :

B 2

Street Apt.# = 3 22

City g T 2 = 2
. > -

s Province If you reported any problems, z E g

Country Zip how satisfied are you with Yo¥ YNy

Telephone # the resolution.........ccoceecansnnsansanene i ] B e ‘D O

Email

Datesof Stay: From ______ To Comments:

Room No.:

8
=
Please rate your satisfaction §
with each of the following: z
Overall satisfaction with this v
VN8 o b s e s O
Receiving a warm and sincere
greeting upon arrival ... O
Staff greeting you by name................ O
Staff remembering you as a
) L A O
Timeliness of check-in..........ccoovvvnene O

Receiving the room you expected...... O
Ability of the staff to anticipate

O 0O0O00O OO OO0 OO0 [O <4oMEWHAT SATISFIED

O O0O00 OO0 000 OO0 0O e«emra
O OO0OO0O0 OO OO0 00O O <soOMEWHATDISSATISFIED

O OO0OO0O0O OO OO0 00 0O «verybssansaep

I A I s e s R AN AAGR A SR NARR O
Cleanliness of the guest room............ O
Condition of the guest room
RIS o et i A ok in O
Cleanliness of the hotel............ccccuue. O
Condition of the hotel furnishings ..... O Please suggest any service, product or amenity you
ity of the food <ciia i O would like added, or please let us know which
Qu lty b exceptional ladies and gentlemen have made your stay
5:3‘2";’2% etlfg::? farewell when c = more memorable.
-
g 3
o= E
- -
SEiic
25
_ BENEN
Hiw niilia:eyou torecommend this ¥ Y ¥V V¥V ¥
o friends or associates.. [J [0 (O O [
If you travel back to the how likely
are you to return to m.& 00 BO0 folcods: 0037 b R

RossShafer.com
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Please rate your satisfaction ¢ £ 3 E ¢
- B v 5 ?Z e
with each of the following: >3 8 8 5
T RS VR TR R
. . : : -~ Y % -
Overall satisfaction with this Xk N N
EXPRHBNCe il
Recelving a warm and sincere
oreetmo upon amval . ... iRl
Staff greeting you by name................ By Bow gl R
Staff remembering you as a
reomlarguest. ||

—

RossShafer.com
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Don't make people think too hard
about YOU.

RossShafer.com
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THE CALLAHAN TRUCKING COMPANY
NON-SURVEY

RossShafer.com
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Allow People to Use
THEIR OWN WORDS.
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AFTER TODAY'S MEETING: FREE RESOURCES

ROSS SHAFER's
"KELEVANT LEADERS CLUB

Innovate. Motivate. Educate. Sustain.

@ Visit Ross Shafer's Website G+

Ross Shafer

Relevant Leaders Club LL‘) Download AIIJ

The Relevant Leaders Club (by Ross Shafer) uses innovative case examples to help both young and highly

experien ced leaders find relevant business solutions for mot vating your workforce creating leadersnip

Why is the Lifespan of a Company only 15
years? | Leadership Speaker | Ross Shafer

by Ross Shafer

How to Pitch Your Big Ideas to the Boss |
Leadership Speaker | Ross Shafer

bv Ross Shafer
1 week ago * 31 views

4ad AVsS aqo ¢ 24 viewe
1aYS ag 29 VIiew

Why will your company only last 15 years? Leadership In this short clip, leadership speaker and author, Ross

speaker and innovation author Ross Shafer describes Shafer, reveals his surefire Five-Step process for

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

| by Ross Shafer
-

} weeks ago * 68 views

Have you ever wondered if you should change your

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

eadership Video Blog

How Can Leaders Make Better Decisions? How Can Small Office Financial Advisors Beat

ot s IO Rl NE | eadership Speaker | Ross Shafer ' ; WHY SMALL The Big Guys? | Leadership Speaker | Ross. ..
’ \( LEADERS by Ross Shafer t 1 FINANCIAL by Ross Shafer

'\ 2 . MAKE_ = ago * 85 views '_ADV'SQR_S 1 month ago * 62 views
\‘ BEFTER Leaders are paid to make good decisions over and over HAVE AN This video will inspire smaller office financial planners
DEC|SON)S This video by Ross Shafer will give leaders a repeatab ADVANT,\f:F (and CFPs) re: "How

1 Burger

v to differentiate your practice.” Yo

www.RossShafer.com
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https://www.inc.com/magazine/201407/jason-fried/the-challenge-in-business-is-staying-in-business.html

“l want to know
who you are when
you don’t think
anybody is
looking.”

Chuck Shafer 1927-2001

RossShafer.com
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. Daddy/Daughter date
| Ith birthday!

Leah, Ross, Lauren (Lolo), Ryan & Adam Shafer
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Questions?
(omments?
see me In the
DacK

Ross
Shafer



