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Want Ross for your
next meeting?

Andrea Gold

andrea@GoldStars.com
(520) 742-4384
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Four Goals Today:

Boost Your Resilience
Adopt Habits of Startups
Retain Your Best Teams

Grow Your Company Brand

1
2.
G
4




“The rewards for
resilience are excellence,

satistaction, ,
& oh yeah...financial e
security.”

Blackfoot Nation

Chemeketa Reservation land
(Salem, Oregon) _
Puyallup Indian Reservation o

(Puyallup, Washington

P , Charles Shafer
‘ 1927-2001
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ho knows YOU.”

Chuck Shafer
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1961 Karmann Ghia § bought $25......sold $450
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bought $530....sold $1,700 _
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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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Photography & Product Marketing

Restaurants/Food Service

TV& Film Production

RossShafer.com
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Explaining things the easy way!

How to Start a Pet
Shop (retail) Business

RossShafer.com
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(Is there a blueprint?)
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THE ALLURING, AMUSING, AND HIGHLY REVEALING
GAME OF ROMANTIC PURSUIT.

' LOVE ME

LOVE ME

M T
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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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NATIONAL BESTSELLER

GREAT

RossShafer.com
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RossShafer.com

HOW THE
MIGHTY

FALL

AND WHY SOME COMPANIES
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JIM COLLINS

BESTSELLING AUTHOR OF GOOD TO GREAT
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The FIVE

DYSFUNCTIONS
ofa TEAM

A LEADERSHIP FABLE

PATRICK LENCIONI

AUTHOR OF THE FIVE TEMPTATIONS OF A CEO

RossShafer.com
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RossShafer.com

Author of
Smart Questions and Powerspeak

“Impressive in its insights and
practical applications, The 7
Powers of Questions gives us
an entirely new way to turn an
ordinary conversation tool into

a formidable ally."” T“
—Michael R. Bloomberg,

Founder and CEO of
Bloomberg L.P.

OF
Questions
sSecrets to
Successtul

Communication

in Life and
at Work



http://www.RelevantReport.com

THOROQOOD
The seven steps of

EXECUTIVE
COACHING

‘ it grabs one’s interest
and holds it...very
cornvincing...will be
invaluable to many

coaches wishing to
refine their skills ,

OF John Whagnore
oy of Coacreyg v Fertyrmarce
rpretor OF e CFOWY moded

Sabine Dembkowski
Fiona Eldridge
and lan Hunter

RossShafer.com
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| FINANCIAL |

M| i St S S o S i

l)y SUZC Orman

RossShafer.com
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RossShafer.com

105

SUCCESS

A COMMONSENSE GUIDE
TO BUILDING
A SUCCESSFUL

INSURANCE BUSINESS

DANIEL S. FOWLER
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NATIONAL BESTSELLER
OVER 10 MILLION SOLD

THE 4HABITS OF

_HIGHLY _
EFFECTIVE

_PEOPLE

_Powerful Lessons
_in Personal Change

Destined to be the personal leadership handbook of t

decade.”"-Scott DeGarmo, Editor-in-Chief, Success magazine

Stephen R.Covey
FRANKLIN COVEY CO.
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#1 Bestselling Author of
The 7 Habits of Highly Effective People

Stephen R.

RossShafer.com
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WILD ose® stores
WINGS QUIZNOS
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Closed 95 stores Closed 64 stores




2016: SMALL BASKET REVOLUTION

- FARM HILL
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FORTUNE | retai :
< Jack in The Box

You’'ll Soon Be Able to Get Jack in the
Box Delivered in Over 200 Cities @ JackinTheBox

Fast Food / Burgers
Reuters n n
Mar 30, 2017 Burgers

Jack in the Box said it is offering delivery services at more than 800 of the

Chicken and more
U.S. fast-food chain's restaurants starting on Thursday, under a new

partnership with DoorDash.

Something Different

The deal, which includes more than 200 cities, comes as chains ranging
from McDonald's (MCD,-0.48%) to Panera Bread (PNRA, 0.00%) hope that

appealing to convenience-seeking U.S. diners will help reverse the

Breakfast "Served All Day”

industry's stubborn traffic slump. Snacks & Sides

Partnering with DoorDash for delivery "is faster and more efficient" than Jack's Value

doing it in-house, Iwona Alter, Jack's chief marketing officer, told Reuters.

Desserts
And, it has boosted business. "We are seeing larger orders, which are

beneficial to our business," Alter said. Beverages

Under its new deal, Jack (JACK, -1.14%) will extend delivery from its test

market in San Francisco to cities such as Los Angeles, Dallas, Phoenix and T '
Seattle. The deal, terms of which were not disclosed, covers almost 40% of g s

the chain's 2,200 restaurants.




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



When anyone complains, “I’'m getting killed by...

amazoncom

You say, “Amazon is not all-powerful. You can
beat them with...”
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B Volterra Dentq]

" Introduced to
ALL Equipment

/.

Gift Chair
N

Everything Clean & Updated

N

Welcome Packet

Flat Screen @ Face Level While He Explained Diagnhosis

Expert Specialist Referral Doc Called in Pain Meds
Next DAY Follow Up Call from a Dental Conference
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YOU:

1. HOW DO YOU PRACTICE
hiGH TOUCK?




YOU:

2. HOW DO YOU ADD VALUE
FOR TRE PATIENT?




What Causes Patients
10 FInd Another
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MDLIVE American Well

Virtual Care, Anywhere.

1,500,000 patients
poreter this
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Order in Advance for Pick Up

Ryan
Shafer

STARBUCKS"

&Q\ER & PAY

Ordeni from your phone,
pickup at your store.

= h
el
——

9:41 AM

CONFIRM ORDER

Pike Place Market

%—23 5 Minute Walk
0 (*  Ready in 4-7 Minutes

Tall Americano
with 2 shots

Grande Caramel Ribbon
Crunch Frappuccino

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

Tax

Order Total

“%"° Rosemary's Card
$12.02
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HOW TO
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YOUR CUSTOMERS!

_ﬁ‘;

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



RossShafer.com


http://RossShafer.com

“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
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.
:

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


http://www.RelevantReport.com

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

RossShafer.com
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Empower an On-The-pot

RossShafer.com
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comcast.
xfinity

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
iIndustry.




Lego has become the largest toy company in the world.
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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.
They became #1 in their industry.







| 1.
Skill of the Future?



“Welcome to AT &T.

My name is Jason.
How may |
provide you with
outstanding
customer care?!”




#2: |
what Do They Want in
a workspace?




POWEREDbOYSERVICE®
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HE
What “Tools™ Wil
[hey Expect from

You?




Hololens

Buy devices for yourself or your team.

-

Development Edition

Devices ship immediately to Australia,
Canada, France, Germany, Ireland,
New Zealand, the United States, and
the United Kingdom. Shipping to
Japan starts in January.

$3,000

RossShafer.com

Commercial Suite

Ideal for organizations, the
Commercial Suite includes the
Development Edition, enterprise
features, and a warranty. Volume
orders welcome.

$5,000
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What Motivates
Millennials?




DON'T MENTOR. ADVOCALE.

RossShafer.com
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D0 YOU HAVE SERVICES
THAT COULD BE
RE-COMMUNICATED?







“With public
sentiment nothing

can fail.
Without it, nothing
can succeed.”
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JJ Watt W Follo
@JJWatt < w>

$29 MILLION!

Thanks in part to an incredibly generous $5 million donation
from Mr. Charles Butt at HEB. YouCaring.com/JJWatt

10:36 AM - Sep 6, 2017

-

Houston

/
I

, $29 M;lh
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RossShafer.com
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ROSS SHAFER's
"KELEVANT LEADERS CLUB

Innovate. Motivate. Educate. Sustain.

-
=

@ Visit Ross Shafers Website G+

Ross Shafer viewas vourser ~ &

Home

| —
|
4 Relevant Leaders Club Ld; Download AIIJ

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

experienced leaders find relevant business solutions for motivating your workforce, creating leadership

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

by Ross Shafer

1 week ago * 31 views

4 days ago * 24 views

R -

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

3 weeks ago * 68 views

Have you ever wondered if you should change your
personality when you get a "big” new job? Then you

How Can Small Office Financial Advisors Beat

’ e WHY SMALL geriparoe Guys? | Leadership Speaker | Ross. ..
¥ FINANCIAL [ieiuirs

_ADV'SQR_S 1 month ago * 62 views
] HAVE AN This video will inspire smaller office financial planners
and C el rp ow to different B VO wactice " Yo
l ADVANT/V!F (and CFPs) re: "How to differentiate your practic )

i
‘ Q

RO

DO N
LR
R usS\hafgr

A\

oL RN eadership Speaker | Ross Shafer
LEADERS [uemupeissis » &
'_ . MAKE_ s 1 month ago - 85 views
MR Leaders are F:I(Hd {0 make :]-:)*:j":j decisions over and over
DEC'SONS [l This vide

.
\
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0 by Ross Shafer will give leaders a repea
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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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% 38 lip smackin’ meals men can prepare
in the garage ... using their own tools!

Foreword by
Ross Shafer

RossShafer.com
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CCORMICK
&SCHMICKS

SEAFOOD & STEAKS

Restaurant Home

Make A Reservation

Map & Directions

Hours of Operation

Menus

Corporate Events / Banquets
Calendar

In the Neighborhood

All Denver, CO Locations

View All Locations

Preferred Guest | Purchase Gift Cards | Careers | Contact Us

BANQUETS & MEETINGS

ABOUT US

RossShafer.com
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34% growth
for the past s

|X

RossShafer.com
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Laramar Apartment Homes - 55,000 units

RossShafer.com
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“What can you love?”



http://www.RelevantReport.com

- JENNIFER ROBERT BRADLEY
™ . LAWRENCE DENIRD..COOPER
’ ‘ 'rom Lhe Director ol

The Fighter, Silver Linings Plavbook and American Hustle

R a8 A
5

CHRISTMAS

£ 2015 TWENTIETH CENTURY FOX FILM CORPORATION.

' _ ALL RIGHTS RESERVED.
.
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They didn't ‘love
choices...

Joy Mangahro-
=

/




Mastering Your Craft

- Sell Confidence
- Respect ol Peers
-Personal Reward
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Michelangelo’s
David 1501-1504

26 yrs old

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

RossShafer.com
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By Age 33: He was hired
to carve Pope Julius Il Tomb - 1505
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World’s Greatest Shooter
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RossShafer.com
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THE DAWN OF CYBERWAR / ' e swe

POPULAR

Will Sindd
Swrre in Y

Alnerca .
or Go Down
Swinging # . &







“Lifespan” of S & P 500 Companies

In 1968 - Companies lasted an average of 70 years
By 1980 - Companies lived only 29 years
2017 - Less than 14 years

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.

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

RossShafer.com
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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

NOKIA
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104 yrs old
77

52
47

41
40

39
31

22
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Gallup Case
Study:

The Large
Bank

RossShafer.com

FROM THE COAUTHOR OF THE NATIONAL BESTSELLER
FIRST, BREAK ALL THE RULES

@PATH

HOW THE
WORLD’S GREATEST
ORGANIZATIONS DRIVE
GROWTH BY UNLEASHING
HUMAN POTENTIAL

CURT COFFMAN and
GABRIEL GONZALEZ-MOLINA, Ph.D,
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6% more ‘loving the
bank’ translated to...

$1 billion in
Deposits.

—
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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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Want Ross for your
next meeting?

Andrea Gold

andrea@GoldStars.com
(520) 742-4384
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