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% 38 lip smackin’ meals men can prepare
in the garage ... using their own tools!

Foreword by
Ross Shafer

RossShafer.com
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Grand
Ballroom

Hotel

Events

kd b 1

Meeting Rooms

Business

RossShafer.com

FRIDAY

& 73 & 770 67° 3

CURRENT -OW 68° McH:  Low

SUNDAY

76° 66°

HIGH LOW

Events for Aug 25,2017

(36) GENERAL ELECTRIC

Cascade 1

Awards Committee Maxis Ballroom

Morrow Technologies

Grand Ballroom 1 &2

Client Appreciation Lunch

8:30 AM - 430 PM

10:00 AM - 11:00 AM

11:30 AM - 1:30 PM
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Laramar Apartment Homes - 55,000 units
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&~ “All you need to get rich
'S a blueprint and a profit
margin.”

Blackfoot Nation

Chemeketa Reservation land

(Salem, Oregon)
Puyallup Indian Reservation e
(Puyallup, Washington ot arles Shate
| ' 1927-2001
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- UNITED STATES BANKRUPTCY COURT
Western District of Washington

Honorable Brian D. Lynch, Chief Judge | Mark L. Hatcher, Clerk of Court
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How to Start a Pet
Shop (retail) Business

RossShafer.com
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THE ALLURING, AMUSING, AND HIGHLY REVEALING
GAME OF ROMANTIC PURSUIT.

' LOVE ME

LOVE ME

M T

® -
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- _ ~ . R e e ——
SR i < e ; | :
Ross SHAFER ,, BelleleTe s
. ) ‘ -"‘ h =y -

MOST PROVOCATIVE
NEW HALF-HOUR
GAME SHOW STRIP*

\ y v

FOX “LATE SHOW”

RossShafer.com
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Al RLINES®

S AMERICA ‘
. - RADION NG dloward Johnson™ | A
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Quiznos

It's not just
ApplEbGE'S; other 411 closed
restaurants are closing eisrwornoodsiirs so

135 closed
shop too

By Jade Scipioni | Published August 11, 2017 | Food and Beverage | FOXBusiness 60 C | Osed

Rub
'HOP,  OUTBACK Tyesday

25 closed 43 closed 95 closed

BUFFALO

WILD
WINGS

hitp://www.foxbusiness.com/features/2017/08/11/its-not-just-applebees-other-restaurants-are-closing-shop-too.html
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THE 15-MINUTE LUNCH CROWD




NUMBER OF RETAIL STORES CLOSING IN 2017

RadioShack GG 1,430
*Payless NG, sos
**Ascena Retail Group NG 667
Rue21 I 400
Gymboree NG 350
The Limited NG 250
Family Christian NG 240
hhgregg NG 220
Kmart I 210
Bebe N 180
Wet Seal NN 171
Crocs I 160
Gamestop I 150

JCPenney I 138 6 496 t t I I -
Michael Kors I 125 ] O a c OSIngS
BCBG I 120
American Apparel Il 110
Gordmans Stores I 106
Sears I 98
Staples Il 70
cvs I 70
Macy's Il 68
Abercrombie & Fitch |l 60
Guess I 60
Gander Mountain | 30

EMS W 27 * Includes 408 potential closures announced in bankruptcy filings

American Eagle W 25 » |
Bob's Stores B 21 Includes 339 potential closures

Tailored Brands | 11 (Ascena Retail Group owns Ann Taylor, Lane Bryant & others)

0 300 600 900 1,200 1,500
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Galaxy Note 7
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104 yrs old
77

52
S MSUNG

47 LAXY NOTE 8 -

\

4 1 ANDROID 0§, V7.1 SIZE 5.7 INCHES

RESOLUTION
3840 X 2160 PIXELS

64 GB, 6 GB RAM/

128 GB, 8 GB RAM
40 MICROSD, UP CORNING
TO 256 GB ~ GORILLA GLASS 5
12 MP, F/1.6, OIS 8 MP, F/1.6, AUTO HDR | -

39 1/2.3" SENSOR SIZE, 1.55MM PIXEL SIZE
4K VIDEO AND 9MP IMAGE RECORDING
DUAL-LED (DUAL TONE) FLASH

31
22
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LIVE American Well

Virtual Care, Anywhere.

Teladoc’

1,500,000+
patients love
“Virtual” Doctors




Finished
Basement

Flooding Skype

Video
Consult
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Order in Advance for Coffee Pick Up

9:41 AM

CONFIRM ORDER

Pike Place Market
;QE 5 Minute Walk
b Ready in 4-7 Minutes

STARBUCKS"

,g.@@r&,%ER & PAY

Ordenfrom your phone, T?:L imericana
- . Wi
pickup at your store.

. Grande Caramel Ribbon
\ Crunch Frappuccino

with 1% Milk, 2 pumps Caramel,
and no Whipped Cream

Tax

Order Total

“%"° Rosemary's Card
Ol = $12.02

Ryan
Shafer




I ROSS SHATFER

THE ESSENTIAL BLUEPRINT FOR
BOOSTING CUSTOMER SCORES




HOW TO

> %
4
3.

YOUR CUSTOMERS!

_ﬁ‘;

your customers W h O Te v e r @ W h e re V e r for ocutstanding customer service...



v
:

“Determine what customers want and
deliver that. Don’t over promise. You don’t
necessarily have to exceed expectations.
The bigger risk to loyalty is when you fail
or disappoint them.”

ROSSShafer.Com Source: Fleishman-Hillard Research Group - New York &


http://www.RelevantReport.com

CES (Customer Effort Scoring)

“Service organizations create loyal
customers primarily by reducing customer
effort — (i.e. helping them solve their
problems quickly and easily) — NOT by
delighting them in service interactions.”

ROSSShafer.COm Source: Fleishman-Hillard Research Group - New York B
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WE CAN'’T.
THAT’S

AGAINST

OUR POLICY.



http://RossShafer.com

WE DON’T
REFUND
WHEN ITS
YOUR FAULT



http://RossShafer.com

THE
ANSWERS
ARE ON OUR

F.A.Q. PAGE



http://RossShafer.com

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

RossShafer.com
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comcast.
xfinity

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




comcast.
xfinity

They fixed ALL processes. Billing. Call Centers. Installs.

Comcast is #1 Iin customer sign-ups & retention.




10 yrs ago, on the verge of bankruptcy,
customers complained the toys were
boring & prices were too high.




They hired “fans of the brand” to create
fun, new toys.

They alighed w/ movie franchises
(Harry Potter, Batman, Star Wars)

Lego has become the largest toy
company Iin the world.
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Highest # of complaints meant they were
Last Place In their industry
re: Customer Experience
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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.




No Friction Method

1. Learn to Love Complaints
2. Eliminate POW Behaviors
3. Empower On-The-Spot Solutions

Watch Loyalty Scores Climb
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Women Buy Everything!

(They Feel Empowered at Work!)

93% of OTC Pharmaceuticals

92% of Vacation & Business Travel Decisions

91% of New Homes, Remodels, & Building Design

91% of Family Apparel (74% of men’s clothing)

90% of Consumer Electronics (TV’s, phones, tablets, computers)

89% of Higher Education Decisions
89% of Insurance, Investment Services, Bank Accounts
86% of I.T. Infrastructure Decisions at work

85% of Pet ownership (mean income $65,000)
80% of Healthcare & Dental decisions

73% of New Cars --- (45% of Light Trucks & SUV’s)

SSSSSSS : Vertis consumer focus study. Consumer Electronics Assn. U.S. News & World Report. AT. Ke
RossShafer.com . g

SheConomy.com. Proctor & Gamble. WomenDriver.com. Primetime Women. Mas.g:
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she-Commerce

“Women over 50 currently control
S19 trillion in Net Worth...3/4 of the entire
U.S. Financial Wealth.”

ROSSShafer-com ssssss : Mass. Mutual F inancial Group
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And Female Wealth IS Growing...

“By 2020, women will control between
S30-S40 Trillion in U.S. consumer wealth.”

ROSSShafer.Com Source: Fleishman-Hillard Research Group - New York :
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Women in B2B?

- Women are more inquisitive than men and more likely to consider
the interests of multiple stakeholders.

- Women attach less importance on business rituals
(such as being wined and dined by top executives)

- Women need more buyer-seller communication.

https://www.atkearney.com/marketing-sales/1deas-insights/the- rise-of-the-female-economy

RossShafer.com
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“92% of women will share information re: quality
and value to an average of 21 other people.”

(not counting social media)

ROSSShafer_com Source: Mindshare - Ogilvy & Mather Marketing
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"Men only
recommend to

2.0 other
people.”

ROSSShafe F.COM *EVEolution- The 8 truths of marketing to women — Faith Popcorn
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Talk Show Hosts: Masters of Curiosity

VTR

RossShafer.com
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Search for people, places and things

Ross Shafer -] Update Status [[3] Add Photos/Video
| Edit Profile .
' What’s on your mind?
FAVORITES
SORT ~
[: ] News Feed
i=J Messages 99+ Nancy Vogl
2] Photos Is anyone else having problems posting on FB today?
Q° Browse Like - Comment - Share - 10 hours ago near Traverse City, Ml - 2%
PACES 1 Monika Laschkolnig and 7 others like this.
79 Pages Feed 20+ {.J View 21 more comments
% Like Pages 20+ £l Aileen Bennett Thank you - | thought i had broken the
internet (again)
ﬁ Create Ad 6 hours ago - Like - ¢31
GROUPS 1 Kathleen Hassan yup
& University of Puget Soun... 5 hours ago - Like - 651

RossShafer.com
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“48% of employers are dissatisfied with the oral
communications skills of college students.”

RossShafer.com
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This is what Millennials Look Like, Today.

1 B

RossShafer.com
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Don’t Mentor
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THE DAWN OF CYBERWAR / ' e swe

POPULAR

Will Sindd
Swrre in Y

Alnerca .
or Go Down
Swinging # . &




AFTER TODAY'S MEETING: FREE RESOURCES

ROSS SHAFER's
"KELEVANT LEADERS CLUB

Innovate. Motivate. Educate. Sustain.

@ Visit Ross Shafer's Website G+

Ross Shafer

Relevant Leaders Club LL‘) Download AIIJ

The Relevant Leaders Club (by Ross Shafer) uses innovative case examples to help both young and highly

experien ced leaders find relevant business solutions for mot vating your workforce creating leadersnip

Why is the Lifespan of a Company only 15
years? | Leadership Speaker | Ross Shafer

by Ross Shafer

How to Pitch Your Big Ideas to the Boss |
Leadership Speaker | Ross Shafer

bv Ross Shafer
1 week ago * 31 views

4ad AVsS aqo ¢ 24 viewe
1aYS ag 29 VIiew

Why will your company only last 15 years? Leadership In this short clip, leadership speaker and author, Ross

speaker and innovation author Ross Shafer describes Shafer, reveals his surefire Five-Step process for

Should You Change Your "Leadership”
Persona? | Leadership speaker | Ross Shafer

| by Ross Shafer
-

} weeks ago * 68 views

Have you ever wondered if you should change your

personality when you get a "big” new job? Then you

Leadership Video Blog

How Can Leaders Make Better Decisions? How Can Small Office Financial Advisors Beat

ot s IO Rl NE | eadership Speaker | Ross Shafer ' ; WHY SMALL The Big Guys? | Leadership Speaker | Ross. ..
’ \( LEADERS by Ross Shafer t 1 FINANCIAL by Ross Shafer

'\ 2 . MAKE_ = ago * 85 views '_ADV'SQR_S 1 month ago * 62 views
\‘ BEFTER Leaders are paid to make good decisions over and over HAVE AN This video will inspire smaller office financial planners
DEC|SON)S This video by Ross Shafer will give leaders a repeatab ADVANT,\f:F (and CFPs) re: "How

1 Burger

v to differentiate your practice.” Yo

www.RossShafer.com
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“l want to know
who you are when
you don’t think
anybody is
looking.”

Chuck Shafer 1927-2001

RossShafer.com
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Want Ross to come to
your company?

Contact Ross:

Helen@RossShafer.com
(910) 256-3495

Ross
Shafer



mailto:helen@rossshafer.com?subject=

