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Follow 
the  
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“Trust the Instruments” 
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Order in Advance for Coffee Pick Up

Ryan
Shafer
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OTC Shake Up 
(personal sound amplifiers)
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Amazon is a transactional company. 
You can beat them with…”
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High Touch 



So, How do You 
Provide More Value? 
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Hotel
Events

Events for January 4, 2018
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GO TO THE WRONG MEETINGS
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Association of Human Nature Convention
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Being Bold is… 
Being Fearless  
(& Appropriately Paranoid)  

VTR
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Chuck Shafer

“You can create anything if you
have a blueprint.”
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Maiden flight - May 1971
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“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
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TV& Film Production

Manufacturing & Distribution

Restaurants/Food Service Photography & Product Marketing

Building IndustryRetail Clothing
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Startups 
Constantly Refresh 

Their Dreams 
VTR
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What Do Your 
Customers 

Expect from 
Startups? 

VTR



A Friction-Free 
Experience 

VTR



VTR



1,500,000+
patients love 

“Virtual” Doctors



PREVENTS 
MISCOMMUNICATION 

AVAILABLE 24/7 

ADDS URGENCY DO VIDEO 
CONSULTATIONS
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CSAT (Customer SATisfaction)

“Determine	what	customers	want	and	
deliver	that.	Don’t	over	promise.	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	–	(i.e.	helping	them	solve	their	
problems	quickly	and	easily)	–	NOT	by	
delighJng	them	in	service	interacJons.”	  

 
 

Source:	Fleishman-Hillard	Research	Group	-	New	YorkRossShafer.com
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sources: The Customer Shouts Back - Ross Shafer Consultants, Inc. ‘wow survey’ 2016 
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Does This 
System 
Work? 
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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!



Complaints led to losing 1,000,000m subscribers in just 
one quarter.



Highest # of complaints meant they were
Last Place in their industry 
re: Customer Experience 



By coaching Linemen, Meter Teams, Call Centers, Admin, & 
Designers, we corrected customer complaints and 

empowered on-the-spot fixes.
 

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



Startups 
Accelerate Their 

Curiosity 
VTR
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The Intentional Genius  
of Facebook
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What’s	on	your	mind?
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“48% of employers are dissatisfied with the oral 
communications skills of college students.”

Source: Achieve Academic Standards VTRRossShafer.com VTR
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Attract & Retain 
Young People  

VTR
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Millennials Will be 40yrs old in 2 years!
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#1? 
How Do They Want 

to be Managed? 
VTR
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Let Them Disagree
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#2:  
How do You Motivate 

Them? 
VTR



“LEVELING	UP”		
MoJvates	Achievement	

300,000 attended GamesCom
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#3:  
What Attracts Them 

to Work for You? 
VTR
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Started 2011. 
In 2016, Unilever buys company for $1billion
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When You Find 
Young 

Superstars… 
Exploit Them 

VTR
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AFTER TODAY’S MEETING: FREE RESOURCES

www.RossShafer.com

Download My Free e-BookLeadership Video Blog

http://www.rossshafer.com


Organizations with 
CHARACTER  

last 63% Longer

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

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


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


Leah,	Ross,	Lauren	(Lolo),	Ryan	&	Adam	Shafer

Daddy/Daughter date
11th birthday!



Ongoing 
Encouragement 

VTR
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