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Yesterday’s	Profits.

If you want Ross to Speak 
at your meeting or raise 

scores with his  
Other-Focused  

90-day team coaching 
program contact: 

Helen Broder 
Helen@RossShafer.com  

ph (910) 256-3495
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What Does it  
Take to  

STAY RELEVANT? 
by Ross Shafer



TV& Film Production

Restaurants/Food Service Building Industry

Retail Clothing

ABC		“Day’s	End”

USA

USA

FOX	“LATE	SHOW”

ABC

Manufacturing



RossShafer.com

Charles	Shafer		
1927-2001

Chemeketa Reservation 
(Salem, Oregon) 

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

Blackfoot Nation
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Follow 
the  

Tracks 
of the 
Herd
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Ryan
Shafer
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Change Before 
It’s Necessary 





Future-Proofing 
Your Career and 
Your Business



Hotel
Events

Sept. 25, 2018

RossShafer.com

CRASH THE WRONG MEETINGS
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Association of Human Nature Convention
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Back Pain Meds 

RossShafer.com
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55,000 units
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Who Do Your 
Clients/Customers 
Think is Relevant? 
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3,000 cashier-less stores





“Your margin is 
  my opportunity.”

Jeff Bezos
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Eliminate ALL 
Transactional 

Friction 



VTR



2,500,000+
patients love 

“Virtual” Doctor
Visits



You Don’t Have to 
  

Clients/Customers 





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

“Thanks for calling. 
My name is Jason.

How can I 
provide you with

outstanding 
customer care?”



(recorded message)
“Please be aware that some of our 

departments might be closed right now as  
a part of our commitment to quality.”

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

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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Income			by	Celebra6ng	
Yesterday’s	Profits.

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
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Yesterday’s	Profits.erases  

sources: The Customer Shouts Back - Ross Shafer Consultants, Inc. ‘wow survey’ 2016 
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RossShafer.com 

Does it 
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 Your 
Business? 

VTR
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NOT Millennials
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Don’t	Limit	Future	
Growth	by	
Celebra6ng	

Yesterday	Profits

RossShafer.com
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 WE MUST 
REVERSE 
“SOCIAL 
 MEDIA 

ADDICTION” 
…IN OUR 

WORKFORCE 
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DISTRACTION ERRORS AT WORK
Co-Worker Tension

Self-Absorbed. Self- Obsessed.

Mood Swings Based Upon CLICKS & LIKES

Extreme Insecurity



FOMO



Here’s How
to Crack
The Code



  OTHER-FOCUSED BEHAVIORS 

 *You Can’t Post  
   Selfie’s or  
   Half-Eaten Food 

 *Celebrate the Talents of Your Friends 
 *Ask Questions of Your “Herd” 
     PLUS: 38 Other Behavior Shifts 



…and you
know
what

happens?



More Recognition
More Friends

More Freedom
More Likes and Comments

Less Work Drama

More Invitations to Parties
MORE RESPECT



We Teach People to be CURIOUS
VTRRossShafer.com VTR
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Speaking Clearly will Keep You FUTURE PROOF



Elevate Your 
Superstars 

Quickly 
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AFTER TODAY’S MEETING: FREE RESOURCES

www.RossShafer.com

Download My Free e-BookLeadership Video Blog

http://www.rossshafer.com


Will YOUR Legacy 
be  

Other-Focused?  



Chuck	Shafer	1927-2001

RossShafer.com

“I want to know 
who you are when you 
don’t think anybody’s 

looking.”

http://www.RelevantReport.com


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

Daddy/Daughter date
12th birthday!



Provide Ongoing 
Encouragement 
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