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Behave Like a 
Startup 

by Ross Shafer 





What I’m NOT… 



1. Boost Your Resilience 
2. Adopt Habits of Startups 
3. Retain Your Best Teams 
4. Grow Your Company Brand

Four Goals Today:



RossShafer.com

Blackfoot Nation

Charles	Shafer		
1927-2001

“The rewards for 
resilience are excellence, 

satisfaction, 
& oh yeah…financial 

security.”

http://www.RelevantReport.com


Don’t	Limit	Your	Future	
Income			by	CelebraAng	
Yesterday’s	Profits.
“You can create anything when you

have a blueprint.”



Don’t	Limit	Your	Future	
Income			by	CelebraAng	
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

http://www.RelevantReport.com


I traded a Honda Trail 90 for “The Ghia”

14 1/2 years old

1961 Karmann Ghia bought $25……sold $450

  age 13



Folger “coffee can” rocker panels

1965 Pontiac GTO Convertible

bought $530….sold $1,700



bought for $4,800 sold for $17,500

  age 17



NCAA D-2 
Against Univ. of Hawaii



Don’t	Limit	Your	Future	Income			by	
CelebraAng	

Yesterday’s	Profits.
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TV& Film Production

Manufacturing

Restaurants/Food Service Photography & Product Marketing

Building IndustryRetail Clothing

http://www.RelevantReport.com


Don’t	Limit	Your	Future	Income			by	
CelebraAng	

Yesterday’s	Profits.
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Age 22
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Don’t	Limit	Your	Future	Income			by	
CelebraAng	

Yesterday’s	Profits.
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(Is there a blueprint?)

http://www.RelevantReport.com


Don’t	Limit	Your	Future	Income			by	
CelebraAng	

Yesterday’s	Profits.ABC		“Day’s	End”

NBC

ABC

USA

FOX	“LATE	SHOW”

NBC	
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How to Survive 
Whatever Life  
Throws You 

BE RELENTLESS 



YOU are the Leading 
Expert on YOU 
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What Do Startups 
Know that We Don’t? 



NO LONG-TERM RELATIONSHIPS

EVERYONE WEARS MULTIPLE “HATS.”

VERY LITTLE OR NO MONEY

HIGH ENERGY & STRONG MOTIVATION TO WIN

THEY TEND TO “SPECIALIZE”



Startups are 
Prone to Watch 

for Trends 



Closed 95 stores

Closing 268

Closed 411 stores

Closed 64 stores

Closed 60 Stores



DISRUPTION:

Elon Musk

2016: SMALL BASKET REVOLUTION



DISRUPTION:

Elon Musk





Don’t	Limit	Future	
Growth	by	
CelebraAng	

Yesterday	Profits

Don’t	Limit	Your	Future	Income			by	
CelebraAng	

Yesterday’s	Profits.

VTR

6,496 total closings



Don’t	Limit	
Future	Growth	

by	
CelebraAng	
Yesterday	
Profits

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

VTR

When anyone complains, “I’m getting killed by…

You say, “Amazon is not all-powerful. You can
beat them with…”



Don’t	Limit	
Future	Growth	

by	
CelebraAng	
Yesterday	
Profits

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

VTR

High Touch 



DOES THIS WORK IN A DENTAL OFFICE? 



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

VTR

 You Get the Full Office Tour

Introduced to 
ALL Equipment Everything Clean & Updated

Welcome Packet
Gift Chair

Expert Specialist Referral
Next DAY Follow Up Call

Doc Called in Pain Meds
from a Dental Conference

Flat Screen @ Face Level While He Explained Diagnosis



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

VTR

New Patient: 
Free X-Ray 
and Exam 

Card 

Personalized  
Thank You 

Card 
Encourages a 

Review on 
Yelp

Dr. Art Laos’s
Welcome Packet



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

1. HOW DO YOU PRACTICE   
HIGH TOUCH? 

VTR

YOU:



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

2.    HOW DO YOU ADD VALUE 
        FOR THE PATIENT? 

VTR

YOU:



Don’t	Limit	Your	Future	Income			by	
CelebraAng	

Yesterday’s	Profits.

RossShafer.com 

What Causes Patients 
to Find Another 

Dentist? 

http://RossShafer.com


34% Felt Cheated or Lied to 

 23% Company refused to  
         take responsibility 

27% Felt Ignored and/or   
        Treated Rudely

10% Dealt w/ Incompetence

6% Customer was Flat-Out  
       Unreasonable

Source: Ross Shafer Consultants, Inc.

“I have a
complaint!”



Startups Know They 
Must Save Time & 

Eliminate 
“Customer Friction” 

  



VTR



1,500,000 patients 
prefer this



Order in Advance for Pick Up

Ryan
Shafer







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

CSAT (Customer SATisfaction)

“Determine	what	customers	want	and	
deliver	that.	Don’t	over	promise.	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

http://www.RelevantReport.com


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

CES (Customer Effort Scoring)

“Service	organizaAons	create	loyal	
customers	primarily	by	reducing	customer	

effort	–	(i.e.	helping	them	solve	their	
problems	quickly	and	easily)	–	NOT	by	
delighKng	them	in	service	interacKons.”	  

 
 

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

http://www.RelevantReport.com


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

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

RossShafer.com
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Don’t	Limit	Your	Future	
Income			by	CelebraAng	
Yesterday’s	Profits.
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Empower an On-The-Spot 
Solution for Every POW 

http://RossShafer.com


Don’t	Limit	Your	Future	Income			by	
CelebraAng	

Yesterday’s	Profits.

RossShafer.com 

Does This 
System 
Work? 

http://RossShafer.com


They spent $300M to improve ALL processes. 

Today, billing, call centers, and installation are rock-solid. 
Comcast is #1 in customer sign-ups & retention in their 

industry.



Lego has become the largest toy company in the world.



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.
They became #1 in their industry. 



What do Startups 
Know About 

Motivating and 
Retaining Young 

Talent? 



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

#1:  
Skill of the Future? 

VTR



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

“Welcome to AT&T. 
My name is Jason.

How may I 
provide you with

outstanding 
customer care?”



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

#2:  
What Do They Want in 

a Workspace? 
VTR







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

#3:  
What ‘Tools’ Will 
They Expect from 

You? VTR



Don’t	Limit	
Future	Growth	

by	
CelebraAng	
Yesterday	
Profits

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

http://www.RelevantReport.com


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

#4:  
What Motivates 

Millennials? 
VTR



Don’t	Limit	Your	Future	Income			by	
CelebraAng	

Yesterday’s	Profits.

RossShafer.com 

DON’T MENTOR. ADVOCATE. 

http://RossShafer.com


The Organization 
with the Best 
‘Brand Story’ 
Always Wins 



Don’t	Limit	Your	
Future	Income			by	

CelebraAng	
Yesterday’s	Profits.

Is YOUR perception of YOU…

WE SAY “This is
 who we are…”

THEY SAY “W
e se

e yo
u THIS way”

…the same as YOUR Patient’s?



The Customer/Patient 
Often Figures Out 

Your Brand Identity 



Rodney Dangerfield 



Joan Rivers 



DO YOU HAVE SERVICES 
THAT COULD BE  

RE-COMMUNICATED?
VTR



How to Cause Your 
Brand Story Go VIRAL 



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

RossShafer.com 

ONE LAST 
THING

“With public  
sentiment 

nothing can  
fail.  

Without it 
nothing can  
succeed.” 

“With public  
sentiment nothing 

can fail.  
Without it, nothing 

can succeed.” 

http://RossShafer.com


Don’t	Limit	Your	Future	
Income			by	CelebraAng	
Yesterday’s	Profits.
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$29 Million Raised

$29 MILLION!

http://RossShafer.com
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Income			by	CelebraAng	
Yesterday’s	Profits.
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Yesterday	Profits
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FREE RESOURCES

www.RossShafer.com

Download a Free e-BookLeadership Video Blog

http://www.rossshafer.com


CHARACTER 
  



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



AUTHOR: ROSS SHAFER 



Being Aggressive is 
Always Relevant 

VTR



VTRRossShafer.com VTR
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Innovate Before Your 
Competitors Can 

Catch Up 

VTR



RossShafer.com
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34%	growth	
for	the	past	six	

years.

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

Yesterday’s	Profits.

Laramar Apartment Homes - 55,000 units
RossShafer.com

http://www.RelevantReport.com


“Will I Ever Get to  
Do What I Love?”



Don’t	Limit	Future	
Growth	by	
CelebraAng	

Yesterday	Profits

Don’t	Limit	Your	Future	Income			by	
CelebraAng	

Yesterday’s	Profits.“What can you love?”
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Joy Mangano
Enzo Ferrari
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Joy ManganoDale Chihuly

http://www.RelevantReport.com


They didn’t ‘love’ their 
choices…

Joy Mangano
Enzo Ferrari Dale Chihuly



Don’t	Limit	Future	
Growth	by	
CelebraAng	

Yesterday	Profits

Don’t	Limit	Your	Future	Income			by	
CelebraAng	

Yesterday’s	Profits.

Mastering Your Craft 
- Self Confidence 

- Respect of Peers 
-Personal Reward 

RossShafer.com

http://www.RelevantReport.com
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Michelangelo’s 
David 1501-1504

“I saw the angel in the marble and carved until I set him free.”

26 yrs old

http://www.RelevantReport.com
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By Age 33: He was hired 
to carve Pope Julius II Tomb - 1505 

http://www.RelevantReport.com
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1508 - Michelangelo starts painting the Sistine Chapel

The Creation

*Pope Julius II
had a new

priority

http://www.RelevantReport.com


Startups Aspire 
to Superiority 

VTR



Don’t	Limit	Your	Future	Income			by	
CelebraAng	

Yesterday’s	Profits.

World’s Greatest Shooter

RossShafer.com
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VTR



Startups Trust  
Facts & Data 
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In 1968 - Companies lasted an average of 70 years 

By 1980 - Companies lived only 25 years 

     2017 - Less than 14 years 

Source:http://www.theatlantic.com/business/archive/2015/04/where-do-firms-go-when-they-die/390249/ 

“Lifespan” of S & P 500 Companies

NOTE #1: S & P replaces companies on average every two weeks! 75% of them will be replaced by 2027
NOTE #2 Standard & Poor’s Index is an American stock market index based on the 
market capitalizations of 500 large companies having common stock listed on 
the NYSE or NASDAQ. 

http://www.RelevantReport.com
https://en.m.wikipedia.org/wiki/Stock_market_index
https://en.m.wikipedia.org/wiki/Market_capitalization
https://en.m.wikipedia.org/wiki/NYSE
https://en.m.wikipedia.org/wiki/NASDAQ
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104 yrs old

52

41

47

40

39
31

22

77
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When People Love 
You…they give you 
more Time, Money, 

and Attention 



Gallup Case 
Study: 

The Large 
Bank

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

6% more ‘loving the 
bank’ translated to...                                      
$1 billion in 
Deposits. 

RossShafer.com
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Other-Centered People 
and Companies are 
Always in Demand 



Talk Show Hosts: Masters of Curiosity
VTRRossShafer.com VTR
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Don’t	Limit	Your	Future	Income			by	
CelebraAng	

Yesterday’s	Profits.

What’s	on	your	mind?

RossShafer.com
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Don’t	Limit	Your	Future	Income			by	
CelebraAng	

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


Ongoing 
Encouragement? 
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