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CURRENT: 
Knowing 
Skinny 

Jeans are 
Popular 



What I’m NOT…



RossShafer.com

Charles	Shafer		
1927-2001

Chemeketa Reservation 
(Salem, Oregon) 

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

Blackfoot Nation

http://www.RelevantReport.com


Follow 
the  

Tracks 
of the 
Herd
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RossShafer.com

Ryan
Shafer

http://www.RelevantReport.com


Giving  
Dignity & Respect

“I believe in You.”
“I trust You.”

“I like what You do.”



Chuck	Shafer	1927-2001

RossShafer.com

“You can do
everything I did

and more”

http://www.RelevantReport.com
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Chuck Shafer

“You can accomplish the impossible
 if you have a blueprint.”



Maiden flight - May 1971



RossShafer.com

“Fear is the enemy of success”
CHUCK SHAFER

http://www.RelevantReport.com


vs. Univ. of Hawaii

Age 13

Age 16

Age 17

Age 14

Age 29

Age 19

FLIPPING VEHICLES

FLIPPING HOUSES



RossShafer.com

TV& Film Production

Manufacturing & Distribution

Restaurants/Food Service Photography & Product Marketing

Building Industry
Retail Clothing

FLIPPING COMPANIES

http://www.RelevantReport.com
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The Shafer 
“Blueprint” 
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NBC

ABC

USA

FOX	“LATE	SHOW”

NBC	
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Intensive Sales  
& Leadership 

Training
Pursue Fresh Ideas & 

Embrace New Approaches



Hotel
Events

RossShafer.com

CRASH THE WRONG MEETING

http://www.RelevantReport.com


Association of Human Nature Convention
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55,000 units

http://www.RelevantReport.com


           
The Best Reason 

to Care about 
“Consumerism” 



VTR



3,000 cashier-less stores





VTR



2,500,000+
patients love 

“Virtual” Doctor
Visits





How Have  
Customer 

Expectations 
Changed? 

VTR



You Don’t Have to 
  

Customers 



Eliminate the 

  

Moments 
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“Thanks for calling. 
My name is Jason.

How can I 
provide you with

outstanding 
customer care?”
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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	delighJng	them	in	service	

interacJons.”	  
 
 

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

http://www.RelevantReport.com
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NPS (Net Promoter Scores)

“While	we	want	customer	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.”	  

 
 

Source:	Fred	Reicheld	-The	Ul6mate	Ques6on	RossShafer.com

http://www.RelevantReport.com
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Does  
WOW vs POW 

Work? 

http://RossShafer.com


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





Scores UP 21 points 
in 90 days



What is the Most 
Dangerous 

Threat to the 
Trucking 

Business? 
VTR
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RossShafer.com VTR

It’s NOT Millennials

http://www.RelevantReport.com


SAFETY



DISTRACTION ERRORS AT WORK
Co-Worker Tension

Self-Absorbed. Self- Obsessed.

Mood Swings Based Upon CLICKS & LIKES

“Un-Friending” Melt Downs
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What Can 
Reverse a  

Social Media 
Obsession?  

OTHER-FOCUSED



Maria		
Garcia



Be CARING. Be CURIOUS.
VTR
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Me
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RossShafer.com

“71% of 
Sr. Managers

are discouraged
by the 

communication
skills of 

college-age 
students.”

http://www.RelevantReport.com
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Taking Care of 
Each Other 



“Not-That-Wild” Willy



VTR
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AFTER TODAY’S MEETING: FREE RESOURCES

www.RossShafer.com

Change Mgmt. Video Blog

http://www.rossshafer.com


“Doing the Right 
Thing”  

(…for Customers & Community)  



Chuck	Shafer	1927-2001

RossShafer.com

“I want to 
know who you are 

when you don’t 
think anybody is 

looking.”

http://www.RelevantReport.com


Offer 
Ongoing 

Encouragement 
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