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See Opportunities
ere None




Explaining things the easy way!

How to Start a Pet
Shop (retail) Business

Advancing Beginners

-

Ross Shater.«
Age |




% 38 lip smackin’ meals men can prepare
in the garage ... using their own tools!

Foreword by
Ross Shafer







Technology is NOT
the Only Way to
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Don’t Be
Obsessec




Elimingte the




“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 F (
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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.”




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.”

RossShafer.com
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Raised Scores 21 points
In 90 days




“Thanks for calling.
My name is Jason.
How can |
provide you with
outstanding
customer care!”
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Freshly baked Otis-Spunkmeyer cookies.
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LISTING
DESCRIPTIONS

Secluded Retreat

Peekaboo View
gucolic




\
% 5 o
"
~NT ¢
-, Y TR
- R, 7

" Chuck & Lois Shafer
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$849,900 B ent $2,349/mo
455 W Butler Ln, Ashland, OR 97520
3beds 2baths 1,620 sqgft Google
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Single Family Home Last $84,000 in1982
1982 Price per sqft $339

Q Home includes a 1,000 sf RV shop  Did you find this useful? 5 )

rea.ltip
Ask a question ‘ Share this home

Open Houses
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6 days
8 cars



In 1983, Chuck and Lois Shafer bought the single level, 3-bedroom 2-bath
home at 455 W. Butler Ln. as their “retirement villa.” It was near everything they
loved. The 1,620 sq. ft home Is within minutes of the Ashland Golf Club, the
Shakespearian theaters, and the Ashland airport; where Chuck’s Citabria
aerobatic plane was only four minutes from home.

Lois was crazy about golf and gardening. Each year, their neighbors lined
up for their share of the sweet corn and strawberries Lois pulled from the 1/4
acre irrigated garden.

Chuck not only loved his planes but he treasured his fishing boat and his
Gold Wing motorcycle. So, in addition to their two car garage, he built a 1,000
square foot matching shop. Of course, the shop had room for three big recliners
and full electrical so Chuck and his buddies could microwave Hot Pocket Pizzas.

These days, Chuck undoubtedly tells his hilarious ‘fish-that-got-away stories'’

in Heaven; while Lois recently celebrated her 92nd birthday (with 74 friends) at a
beautiful retirement community just two miles away.

Are you ready to create your own indelible-memory-life here, t0oo0?



WESTIN

HOTELS & RESORTS

RossShafer.com
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SsSheraton

HOTELS & RESORTS

Submerge vourself in comfort. The Sweet Sl er Bed! with its plush top mattress,
hypoallergenic doWwn pillows, and crisp cotton sheets, is only ava ¢ raton.

As always, visit sheraton.com for Best Rates, Guaranteed.

MEMBER OF () STARWOOD PREFERRED GUEST?

Save an extra 20 % when you book and pay#for your stay with Shelq'atn, ,

your American Express’ Card by 12/31/04 at sheraton.comfamex*

HO = -]

RossShafer.com
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Revive Collection

BECAUSE A GOOD MORNING
ISN'T ALWAYS ENOUGH

The Reviv@Callection is leading the way as we
create a bright spot and invite you to enjoy it.
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

sz \arroft

it at home.

RossShafer.com
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Disruptors

Cannot Sustain
RELATIONSHIPS
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“73% of
managers
are discouraged
by the
communication
skills of
college-age
students.”

RossShafer.com
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“QUICK WINS”
are Motivating
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THE DAWN OF CYBERWAR / i i e

POPULAR

the' Science’Guy







FREE RESOURCES

@ Visit Ross Shafer's Website G+

Funniest Expert on CHANGE
Ross Shafer viewas: vourself ~

Home

/ \

Relevant Leaders Club L(b Download All J

The Relevant Leaders Club (by Ross Shafer) uses innovative case examples to help both young and highly
experienced leaders find relevant business solutions for motivating your workforce, creating leadership...

Why is the Lifespan of a Company only 15 WITSHED How to Pitch Your Big Ideas to the Boss |
grship Speaker | Ross Shafer T Leadership Speaker | Ross Shafer
<l by Ross Shafer
1 week ago + 31 views
In this short clip, leadership speaker and author, Ross
Shafer, reveals his surefire Five-Step process for...

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

3 weeks ago * 68 views

Have you ever wondered if you should change your

e you're doing it? Ross Shafer gives...

R WATCAES I How Can Leaders Make Better Decisions? EaTcras - WHY SMALL
: ROV NI TAN | eadership Speaker | Ross Shafer !
’ \( LEADERS [SRSIN ’ \( FINANCIAL
\ B L LV IR | month ago - 85 views \ 2 ADVISORS
}‘ _ BEFTER Leaders are paid to make good decisions over and over. Q‘ ] HAVE AN
A

DEC|SO'2§7 This video by Ross Shafer will give leaders a repeatab... DVANT};_E?

www.RossShafer.com

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

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

by Ross Shafer

1 month ago + 62 views

This video will inspire smaller office financial planners
(and CFPs) re: "How to differentiate your practice.” Yo.

Download Free e-Books
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Loyalty Happens

the
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The Teacher asks us to —

recall (6) numbers in 100% of usgs
30 seconds: remember

the LAST
number

4, 27, 40, 61,14, & 75

60

1/2 half of us
remember
the FIRST

number

40
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MOST CUSTOMER
EVALUATIONS
ARE USELESS




Please rate your satistaction
with each of the following:

4 VERY SATISFIED

Overall satisfaction with this
54 ELE [l 12 o R

- 4SOMEWHAT DISSATISFIE

. 4 VERY DISSATISFIED

| 4SOMEWHAT SATISFIED
. 4NEUTRAL

=

Recerving a warm and sincere
oreeting npon arrival o ESENEREN

Staff greeting you by name................ Es N

Staff remembering you as a
FEOTAT PURSE. o susriinaaamrrseress BiS




Don’t Make
People
Think Too
Hard
About
YOUR
Performance




THE CALLAHAN TRUCKING COMPANY
NON-SLIRVEY
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