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Follow 
the  

Tracks 
of the 
Herd
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Relentless Pursuit 
of Ignored 

Opportunities 
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SOME 
INNOVATIONS  

Are Hiding 
In Plain Sight 
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STEAL IDEAS  
from 

Outside the 
Hotel Industry 



Hotel
Events
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CRASH THE WRONG MEETINGS
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Association of Human Nature Convention
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LOYALTY?   
Forget What You 
Think Works to 

Retain Customers 



Don’t Be  
Obsessed  
by the… 



Eliminate the 

  

Moments 
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Yesterday’s Profits.

CSAT (Customer SATisfaction)

“Determine what customers want and 
deliver that. You don’t necessarily have 

to exceed expectaAons.  
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 organizaAons create loyal 
customers primarily by reducing 

customer effort; NOT by deligh<ng 
them in service interac<ons.”  

 
 Source: Fleishman-Hillard Research Group - New York



Raised Scores 21 points 
in 90 days
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“Thanks for calling. 
My name is Jason.

How can I 
provide you with

outstanding 
customer care?”



There aren’t enough      
         ’s to fix (1)                  
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Success is 
a Science 
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Maiden flight - May 1971
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“You can build anything in the world as long as
You have a blueprint that works.”

Chuck Shafer
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1,127 Free Throws in a Row
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CURIOSITY is the 
Greatest Loyalty 

Skill in the History 
of…EVERYTHING
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Be Personally & Professionally CURIOUS
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Leaders Need to 
be Expert 

Communication 
Coaches 
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“73% of 
managers

are discouraged
by the 

communication
skills of 

college-age 
students.”
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 “QUICK WINS”  
are Motivating

Leveling Up



(YET, 83% of people 
HATE their jobs) 

https://www.forbes.com/sites/gadlevanon/2021/05/04/job-satisfaction-stays-high-despite-
pandemic-economic-crisis/amp/

https://www.inc.com/kevin-j-ryan/7-percent-workers-dream-career-
survey-unhappy-workers.html

3.6% Unemployment 
(6-million jobs to fill)

https://www.forbes.com/sites/gadlevanon/2021/05/04/job-satisfaction-stays-high-despite-pandemic-economic-crisis/amp/
https://www.forbes.com/sites/gadlevanon/2021/05/04/job-satisfaction-stays-high-despite-pandemic-economic-crisis/amp/
https://www.inc.com/kevin-j-ryan/7-percent-workers-dream-career-survey-unhappy-workers.html
https://www.inc.com/kevin-j-ryan/7-percent-workers-dream-career-survey-unhappy-workers.html


RETHINK YOUR 
Recruiting Strategy 

FAST FOOD 
HOME BIZ

PROJECT 
MGRS. RETAIL

FLAGGERS

POLICE

CABLE 
INSTALLERS

BOOKKEEPERS

SANITATION

UBER- LYFT



PROMOTE 
SUPERSTARS  

QUICKLY 



Maria  
Garcia
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FREE RESOURCES

www.RossShafer.com
Download Free e-Books

http://www.rossshafer.com


Loyalty Happens 
in the  

FINAL MOMENT 



The Teacher asks us to 
recall (6) numbers in

30 seconds:

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

RECENCY

PRIMACY1/2 half of us
remember
the FIRST 
number

1005 20 25 30250

60

20

40

100% of us
remember
the LAST 
number
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The “Kicker Story”
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ENCOURAGE 
OTHERS TO 
PUSH THEIR 

LIMITS 





THANK YOU 


