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Growing Your 
Business  

(and your members’)  
by Staying Relevant 

VTR







I’m going to teach you 
how to ‘see around 

corners…’  

VTR
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Innovate Like a 
Young Startup  

VTR



Hotel
Events

Events for Aug 25, 2017
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GO TO THE WRONG MEETINGS
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Association of Human Nature Convention
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Laramar Apartment Homes - 55,000 units
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Blackfoot Nation

Charles	Shafer		
1927-2001

“All you need to get rich 
is a blueprint and a profit 

margin.”

http://www.RelevantReport.com


  age 13

1961 Karmann Ghia bought $25……sold $450



purchased for $4,800 sold 18 mos. later for $17,500

Age 17



Don’t	Limit	Your	Future	Income			by	
Celebra6ng	

Yesterday’s	Profits.

RossShafer.com

http://www.RelevantReport.com


Don’t	Limit	Your	Future	Income			by	
Celebra6ng	

Yesterday’s	Profits.

RossShafer.com

http://www.RelevantReport.com


Be a Role Model 
for Yourself  

VTR
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“You can create anything if you
have a blueprint.”



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



Maiden flight - May 1971
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“Success is not about who you know…
it’s about who knows YOU.”

CHUCK SHAFER
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USA

FOX	“LATE	SHOW”

NBC	
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AUTHOR: ROSS SHAFER 



Market Forces 
will Always 
Attack You 

VTR
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135 closed

25 closed 43 closed

http://www.foxbusiness.com/features/2017/08/11/its-not-just-applebees-other-restaurants-are-closing-shop-too.html

411 closed

60 closed

95 closed

http://www.foxbusiness.com/features/2017/08/11/its-not-just-applebees-other-restaurants-are-closing-shop-too.html


THE 15-MINUTE LUNCH CROWD 
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6,496 total closings



Here’s Why YOU  
are Necessary 
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*Do Not be
Intimidated

by Them

http://www.RelevantReport.com


RossShafer.com

104 yrs old

52

41

47

40

39
31

22

77

Galaxy Note 7

http://www.RelevantReport.com


RossShafer.com

104 yrs old

52

41

47

40

39
31

22

77

http://www.RelevantReport.com


Be Vigilant re: 
New Customer 

Habits 
VTR



VTR



1,500,000+
patients love 

“Virtual” Doctors



1,500,000+
patients love 

“Virtual” Doctors



Order in Advance for Coffee Pick Up

Ryan
Shafer



VTR
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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

http://www.RelevantReport.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

http://www.RelevantReport.com
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“I’m sorry, but that’s not my job.”
“There is nothing else I can do.” 

“Can you call back?”
“We didn’t cause this problem.” 

WE CAN’T. 
THAT’S 

AGAINST 
OUR POLICY.

http://RossShafer.com
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“I’m sorry, but that’s not my job.”
“There is nothing else I can do.” 

“Can you call back?”
“We didn’t cause this problem.” 

WE DON’T 
REFUND 

WHEN ITS 
YOUR FAULT

http://RossShafer.com
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“I’m sorry, but that’s not my job.”
“There is nothing else I can do.” 

“Can you call back?”
“We didn’t cause this problem.” 

THE 
ANSWERS 

ARE ON OUR 
F.A.Q. PAGE

http://RossShafer.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? 

http://RossShafer.com


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



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

Comcast is #1 in 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 aligned w/ movie franchises 
(Harry Potter, Batman, Star Wars)

Lego has become the largest toy 
company in the world.



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. 



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

     Watch Loyalty Scores Climb 
VTR

No Friction Method



Your Most 
Important Future 
Customers are… 



Women	Buy	Everything!	
(They	Feel	Empowered	at	Work!)

Sources:	Ver6s	consumer	focus	study.	Consumer	Electronics	Assn.	U.S.	News	&	World	Report.	A.T.	Kerney.		

																SheConomy.com.	Proctor	&	Gamble.	WomenDriver.com.		Prime6me	Women.	Mass	Mutual	Group.	Catalyst.org.	

												
93%	of	OTC	Pharmaceu6cals		
92%	of	Vaca6on	&	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	Educa6on	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)  

RossShafer.com

http://www.RelevantReport.com


She-Commerce
“Women	over	50	currently	control		

$19	trillion	in	Net	Worth…3/4	of	the	en6re		
U.S.	Financial	Wealth.”  

 

source:	Mass.	Mutual	Financial	GroupRossShafer.com

http://www.RelevantReport.com
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And Female Wealth is Growing…
“By	2020,	women	will	control	between		

$30-$40	Trillion	in	U.S.	consumer	wealth.”  
 

Source:	Fleishman-Hillard	Research	Group	-	New	YorkRossShafer.com

http://www.RelevantReport.com


Women	in	B2B?

https://www.atkearney.com/marketing-sales/ideas-insights/the- rise-of-the-female-economy-in-b2b 

													
- Women	are	more	inquisiJve	than	men	and	more	likely	to	consider	
the	interests	of	mulJple	stakeholders.		

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

- Women	need	more	buyer-seller	communicaJon.
 

RossShafer.com

http://www.RelevantReport.com


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

Source:	Mindshare	-	Ogilvy	&	Mather	Marke6ngRossShafer.com

  
(not counting social media)

http://www.RelevantReport.com


“Men only 
recommend to 

2.6 other 
people.”

*EVEolu6on-	The	8	truths	of	marke6ng	to	women	–	Faith	PopcornRossShafer.com

http://www.RelevantReport.com


Other-Centered 
Companies have 
the Competitive 

Edge 
https://www.gainsight.com/customer-success-best-practices/how-we-drive-high-touch-success-with-strategic-customers/



Talk Show Hosts: Masters of Curiosity
VTRRossShafer.com VTR
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What’s	on	your	mind?

RossShafer.com

http://www.RelevantReport.com


Don’t	Limit	Your	Future	Income			by	
Celebra6ng	

Yesterday’s	Profits.

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

Source: Achieve Academic Standards VTRRossShafer.com VTR

http://www.RelevantReport.com


How to Advise 
Millennials &  

Gen Z 
  



Don’t	Limit	Your	
Future	Income			by	

Celebra6ng	
Yesterday’s	Profits.

This is what Millennials Look Like, Today.

RossShafer.com VTR
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Don’t Mentor 
Them 

http://RossShafer.com


PROVIDE	“QUICK	WINS”

300,000 attended GamesCom

VTR



When You Find 
Superstars…
Exploit Them 

VTR



“Not-So-Wild” Bill



VTR



AFTER TODAY’S MEETING: FREE RESOURCES

www.RossShafer.com

Download My Free e-BookLeadership Video Blog

http://www.rossshafer.com


CHARACTER 

VTR



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


Ongoing 
Encouragement 

VTR



Want Ross to come to 
your company? 

Contact Ross: 
Helen@RossShafer.com 

(910) 256-3495
Ross  

Shafer

mailto:helen@rossshafer.com?subject=

