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When Did Customer 
Service Become 

Customer Urgency? 

Ross Shafer







RossShafer.com

Blackfoot 
Nation

Charles	Shafer		
1927-2001

“Don’t wait for me  
to tell you 

how to be successful.”

http://www.RelevantReport.com


Don’t	Limit	Your	Future	
Income			by	Celebra6ng	
Yesterday’s	Profits.

RossShafer.com

“You can build anything with 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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I traded a Honda Trail 90 for “The Ghia”

14 1/2 years old

1961 Karmann Ghia bought $25……sold $450

  age 14



Folger “coffee can” rocker panels

1965 Pontiac GTO Convertible

Bought $530….Sold $1,900



Ferrari 308 GTS bought for $9,800

Sold for $38,500



bought for $4,800

sold for $17,500

  age 17



SOLD $360,750

Bought $176,000
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  age 21
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TV& Film Production

Manufacturing

Restaurants/Food Service Photography & Product Marketing

Building IndustryRetail Clothing
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ABC		“Day’s	End”

NBC

ABC

USA

FOX	“LATE	SHOW”

NBC	
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Startups Rely on 
Customer Data  

& Trending 
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Ryan
Shafer
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Borrow Innovation 
from Unlikely 

Industries 



Hotel
Events

Events for April 26, 2017

RossShafer.com

GO TO THE WRONG 

MEETINGS
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Association of Human Nature Convention

http://www.RelevantReport.com


RossShafer.com

http://www.RelevantReport.com


RossShafer.com



Don’t	Limit	Your	Future	Income			by	
Celebra6ng	

Yesterday’s	Profits.

Laramar Apartment Homes - 55,000 units
RossShafer.com
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Customers Demand  
a Personal  

Relationship 





EXPRESS 
SERVICE 

1-HOUR or LESS

SAVE MY TIME.  
I WANT CONVENIENCE.
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Does 
Eliminating 

Friction 
Work? 

http://RossShafer.com


Lost 1,000,000mil 
subscribers in one-

quarter. 
They hired more 

people & improved 
ALL processes. 

Today, billing, call 
centers, and 

installation teams are 
reliably rock-solid. 
Comcast has the 

highest sign ups & 
#1 customer 

retention stats in  
their industry.

This company was Last 
Place in their industry. I 

coached the No More 
Friction system to 

Linemen, Call Centers, & 
Engineers - during 22  

sessions in 10 cities. We 
attacked customer 

complaints and 
empowered on-the-spot 
fixes. Within 90 days, we 
raised their J.D. Power 
scores 21 Points…to 
become #1 in their 

industry. 

10 yrs ago, Lego was 
on the verge of 

bankruptcy. Customers 
complained the toys 

were boring; had to sell 
products below cost 
They hired designers 

who LOVED the toys & 
thought they should be 

tied to movie 
franchises (Harry Potter, 
Batman, etc). In the last  

two years, Lego has 
become the largest toy 
company in the world.



Customers Demand  
a Personal  

Relationship 



“We have an active 
data base of over 
5,000 clients and 
we think of them 

as our friends.  

Yet, we still send 
in the A-TEAM and 
treat every pitch 

like it’s  
our very first 

time.”  

John Magnusson
MKA Structural Engineering

Century Link Field

Seattle Art Museum

Music Experience
Project
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Talk Show Hosts: Masters of Curiosity
VTR
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“48% of employers are dissatisfied with 
the oral communications skills of 

college students.”
Source: Achieve Academic Standards

VTR
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How Do You Attract, 
Retain, & Sell  
to Millennials? 
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This is what Millennials Look Like, 
Today.
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PROVIDE	“QUICK	
WINS”

300,000 attended GamesCom



Being World-Class 
is an Unfair 
Advantage 
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World’s Greatest Shooter
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FREE RESOURCES

Download My Free e-Book

www.RossShafer.com

Leadership Video Blog

http://www.rossshafer.com


Be Authentic 
& Transparent 



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
10th birthday!
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Ongoing 
Encouragement 
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