If you want to contact Ross
after the meeting..

Call: Esther Eagles
913) 313-3800

or Email:
esther@eaglestalent.com




Your Host & Emcee...
ROSS SHAFER




N
| el [ Y
oz el N = A







Ross Shafer

Blackfoot Nation

Chemeketa Reservation
(Salem, Oregon)

Puyallup Reservation
(Puyallup, Washington)
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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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Shocking Data!
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“Determine what customers want and
deliver that. 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 i
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CES (Customer Effort Scoring) '

“Service organizations create loyal
customers primarily by reducing customer
effort; NOT by delighting them in service

interactions.”

ROSSShafer.Com Source: Fleishman-Hillard Research Group - New York )
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Eliminﬂate the




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



. GE Capital

(recorded message)
“As a commitment to quality, some of our

departments might be closed right now.”

RossShafer.com
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Freshly baked Otis-Spunkmeyer cookies.
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Hotel
Events

kd ) 3 -
Meeting Rooms

10:00 AM - 11:00 AM

Vorrow Technologies

Grand Ballroom 1 &2 11:30 AM - 1:30PM

Client Appreciation Lunch

RossShafer.cm
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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


http://www.RelevantReport.com

RossShafer.com
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The "Empty Bag™ Issue

Net Wt. 8 oz. (227g)

-~

RossShafer.com
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RossShafer.com
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How to be a
Relevant

SUCCESS:

Restaurant
IT’S ON YOU Eacility Mor.
in 2020




Why Have Your
Customers
““‘Expectatlons
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comcast
C xfinity

NETELLX

Google







»

‘ amazon go

3.000 cashier-less stores







MDLIVE  American Well

Virtual Care, Anywhere.

Teladoc’

2,500,000+
patients love
“Virtual” Doctor
Visits
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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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Spoke 4 languages

Played 20 seasons

8X All NBA Team
. f, 2X NBA MVP
....... (T ' Academy Award Winner

FOR THE BEAR.

THAT'S

‘MAMBA MENTALITY®
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World’s Greatest Shooter
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RossShafer.com
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1,127 Free Throws in a Row
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RossShafer.com
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ALL SWISHES

JAVERHOPI

RossShafer.com
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Chuck Shafer
1927-2001
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_create anything
have a blueprint.”’}
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1s the enemy of succe
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RossShafer.com
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SUCCESS:

Be a Student of
Curiosity




Be Personally & Professionally CURIOUS

RossShafer.com
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RossShafer.com
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“73% of
managers
are discouraged
by the
communication
skills of
college-age
students.”

RossShafer.com
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RossShafer.com
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“This week, YOU will be
our C hief Trend ing Oﬁcer ?

oooooooooooooo
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TREND SPOTTING SITES

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.infog.com/research/software-trends-2014 (Software trends)

http:/ /www.businesswire.com/news/home/20140101005013/en/Forrester-
Top-Global-eCommerce-Predictions-2014#.U-GCYIYQ7wI

(Business Wire & Forrester Research)



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




“Not-S0-Wild” Willy




THE DAWN OF CYBERWAR / i i e

POPULAR

the' Science’Guy




RossShafer.com
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“STORYTELLERS”
Are In High

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

[HARLEY-DAVIDSON
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8 HARLEY-DAVIDSON® >
ACCESSORIES

. HARLEY-DAVIDSON®
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“...I1s the ability for a 43-yr old accountant to dress in
black leather, drive through small towns, and have people
be afraid of him.”
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Company founded 2011

4 - . - li‘ o ‘ '
acmsri - ‘ A

In 2016, Sold to Unilever for $1Billion

RossShafer.com
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WESTIN

HOTELS & RESORTS

‘heavenly hed

RossShafer.com
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RossShafer.com
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Sher aton &"“' 3y Sink mto

HOTELS & RESORTS {,‘\:ély

« yourseit in comfort. The Swest Sleeper Bed.' with itz plush 1¢g mattress
wwpaallerzenie dadm pillows. and erisp cottcn sheets, is enbfavar able ot Sheraton,
! 2 i R 7

s allveys. Asit shésaon.com for Best Rates, Luaarantecd,
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g ;

RossShafer.com
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Revive Collection

BECAUSE A GOOD MORNING
ISN'T ALWAYS ENOUGH

The Reviv
create a bright spot and invite you to enjoy it.

Betion is leading the way as we

For work; for play; for whatever is most

important to you.

You will find the Revive Collection at all Marriott

Hotels and Resorts. And now, you can also enjoy

o \\arrioft

it at home.

RossShafer.com
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Sher aton &"“' 3y Sink mto

HOTELS & RESORTS {,‘\:ély

« yourseit in comfort. The Swest Sleeper Bed.' with itz plush 1¢g mattress
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Recall (%)

100

100% of you will remember
the LAST number you heard

o recency
effect

" | primacy
_ effect

50% of you will remember the
FIRST number you heard

40 +t

SO (a7

0 - 10 15 20 25

Serial Position



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

RossShafer.com
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If vou would like to be contacted h}-'- Did you expericnee any problems during your stay?
regarding your comments, please include the following | Yes | No
information: -

Name : o —

Strect . Apt#

City

State _____ Province IF you reported any problems,
Country 2 S e G ey how satisfied are you with
Telephone # A the resolution..........cooooo.

] A50MENVITAL DISSATISFIED

| ASCMEWIIAT SATISFLED
[7] AvBRy DISSAIISHIED

T AVERY SATISFIED
7| ANGUTRAL

Lmail ="
Dates of Stay: From To Comments:
Room No.:

Please rate your satisfaction
with each of the following:

4VERY SATISFIED:
- AMSUMEWHAL SALISEIED

Overall satisfaction with this
(4 8 A A e T S

Recciving a warm and sincere
greeting upon arival ...

Stafl grecting you by name.....we..

Stafl remembering you as a
reeular BUEST: . v drvu ey

| ASOMENEAT DISSATISETD

—
—

92 ) i e ) e R 1 8 ] B ¢

5 i | AvERY DSSATISFRD

0O

Timeliness of check-in........ooooooaia. ]

Receiving the room you expected...... L

Ability of the staff to anticipate
W MBOR: - o s muse s s s B2

Cleanliness ol the guest To0M ... L

Condition of the guest room
G ] 1 [ U SRR B

Cleanliness of the hotel......cc.civieinins I
Condition of the hotel furnishings ..... £y
Quality of the food......ccieerininienininies n

Receiving a fond farewell when '
LIORBE ) e Y10 | L S S T

Please suggest any service, producl or amenily you
would like added, or please let us know which
exceptional ladies and gentlemen have made your stay
more memorable.

M NrC OO0 CO OC3J OLC «<vemea
T A [ N i O O e

58 (O 8 ) ) [ I % R I 5 T |

JE

| | dviRry LIRLLy
| | A30MEWHAT LIKELY
| | 4~TUTRAL

How likely are vou to recommend this
d& friends or associates..

If you travel hack to the area, how likely

are you to return to this [ | | R —

[T [ 450MEWIAT UNLIKELY

[ [ «vTRY INLIKOLY

Haotel Cods: 0037 E-66350 (DB/04]

| |

RossShafer.com
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o o 2l 7
Please rate your satistaction e 2 9 B ¥
j f the following: I
with each of the tollowing: > 2 B d =
m o W g W
: : : . - W A A -
Overall satisfaction with this LA AN A .
540035 [ 1 o1 i i
Receiving a warm and sincere
ereeting upon amival oaiavns I | C
Staff greeting you by name................ A Y A
Staff remembering you as a
tEOLIAr BUCSE: s o s i Givesis:

—

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



http://www.RelevantReport.com

Funniest Expert on CHANGE

Ross Shafer View as. Yoursell -
Home

Relevant Leaders Club

Tha Relevant Leaders Club (by Raoss Shafer) uses innovative casa examples to nelp hoth young and highly

experienced laadears find relevant ausiness soluticns for motvating your workfarce, creating 'eacership

Why is the Lifespan of a Company only 15

NATCHE
grship Speaker  Ross Shafer B

NS
A
any only lest 15 years? Leadership

cn auther Ross Shefer describes ..

ng Customers Away
er | Ross Shafer

e\ S
v I(:] CJds ll_” TS ANVAY.. I i.’l_)[_

> youre doing 1.7 Ross Sha'er gives,

. How Can Leaders Make Better Decisions? S o
LIV RCUAN | cadership Speaker | Ross Shafer i WHY SMALL
LEADERS [NEISRISE, &) FINANCIAL
SR ot age - 25 views » ADVISORS
BETTER Leaders are paid to ma<e qaod dacisions aver and ovel \ HAVE AN
DEClSON5$7 s video by Ross Shafer vall qive leaders a repeatab. . . ADVAN""{%%

www.RossShafer.com

GIVING BACK: FREE RESOURCES

& Visit Rogs Shafer's Website G-

&3 pownload Al

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

by Ross Shafer

1 week ago + 31 views

n this short clip, leacership speaker and acthor, Ross

Shafer, revaels nis surefire Five-Step process for.,..

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

3wezks ego - €8 views

Have you ever wondered 1l you should char ge your

perscnalily when you gel a "big " new job? Then you,,

How Can Small Office Financial Advisors Beat
The Big Guys? | Leadership Speaker | Ross...
by Rozs Shafer

1 maonth ago + €2 iews

This video Wil Inspire smaller office financlal planners
(and CFPs) re: "I low to d fferentiate vour practice.' Yo

Download (2) Free e-Books
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Instead of Chasing your
Standard of Living...

AR
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_ Jﬁ’i .
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RossShafer.com
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Aspire to a better...
Standard of LOVING

RossShafer.com
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If you want to contact Ross
after the meeting..

Call: Esther Eagles
913) 313-3800

or Email:
esther@eaglestalent.com




