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About Putting 

Customers  
First?  

(…so You can Future-Proof 
Your Organization)  
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Charles	Shafer		
1927-2001
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(Salem, Oregon) 

Puyallup Reservation 
(Puyallup, Washington)  
(Puyallup, Washington)

Blackfoot Nation
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Follow 
the  

Tracks 
of the 
Herd
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Good Data  
Doesn’t Lie 



“In 2017, poor service cost companies   
$62 billion dollars. Why?  

- Broken promises  
- Customers felt unappreciated  

- Unhelpful/rude staff                                                 
- Being redirected to multiple agents                     
- Not able to get answers in-person                                        

or by phone 
https://www.forbes.com/sites/shephyken/2016/08/27/bad-customer-service-costs-businesses-billions-of-dollars/#124c107e5152

BAD SERVICE COSTS BILLIONS

https://www.forbes.com/sites/shephyken/2016/08/27/bad-customer-service-costs-businesses-billions-of-dollars/#124c107e5152


“… for every one-point increase in 
customer satisfaction, operating cash 
flows increased by $1.01 the following 
year. For a company with $54 billion of 

assets, a one-point increase in customer 
satisfaction translates into incremental 

future cash flows of $55 million.” 
https://www.cisco.com/c/dam/en_us/about/ac79/docs/re/Value-of-Customer-Satisfaction.pdf

GOOD “Quantifiable” NEWS

Customer Satisfaction, Cash Flow, and Shareholder Value,” Journal of Marketing

https://www.cisco.com/c/dam/en_us/about/ac79/docs/re/Value-of-Customer-Satisfaction.pdf
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Ryan
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Tomorrow's 
Companies  

Must be Urgent  
& Friction-Free 
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1,500,000+
patients love 

“Virtual” Doctors
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Please be aware that some of our 
departments might be closed right now as 

part of our commitment to quality.

RossShafer.com

http://www.RelevantReport.com


CUSTOMERS HAVE 
LONG MEMORIES

“A major delivery was late…5 years ago?”
“I avoid using Valmont whenever I can. Our most difficult supplier.”

“Valmont doesn’t understand the EPC business.”
Delays should not have an, “I’ll get back to you response.”

“Valmont has NEVER delivered on time for me.”
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Income			by	Celebra6ng	
Yesterday’s	Profits.

CSAT (Customer SATisfaction)

“Determine	what	customers	want	and	
deliver	that.	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;	NOT	by	delighJng	them	in	service	

interacJons.”	  
 
 

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

http://www.RelevantReport.com
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NPS (Net Promoter Scores)

“While	we	want	customer	scores	of	(9)	and	(10)
…scores	of	(6	and	below)	give	us	a	vivid	snapshot	
of	our	failings.	We	learn	far	more	from	customer	
complaints	than	we	do	from	their	compliments.”	  

 
 

Source:	Fred	Reicheld	-The	Ul6mate	Ques6on	RossShafer.com

http://www.RelevantReport.com
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sources: The Customer Shouts Back - Ross Shafer Consultants, Inc. ‘wow survey’ 2016 

RossShafer.com

http://RossShafer.com
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The System 
in Practice 

http://RossShafer.com




10 yrs ago, on the verge of bankruptcy, 
customers complained 

“the toys take long to assemble.”





Why Does  
WOW vs POW 

Work? 
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“EXCUSE ME…?!”



Notice Customer 
Solutions that 

Your Competitors 
Ignore 



Hotel
Events

Events for May 1, 2018

RossShafer.com

GO TO THE WRONG MEETINGS

http://www.RelevantReport.com


Association of Human Nature Convention



RossShafer.com
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RossShafer.com

55,000 units

http://www.RelevantReport.com


Change Your 
Culture with 
Fearlessness  
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Chuck Shafer

“You can create anything if you
have a blueprint.”
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Maiden flight - May 1971



RossShafer.com

“Success is not about who you know…
it’s about who knows YOU.”

CHUCK SHAFER

http://www.RelevantReport.com


vs. Univ. of Hawaii

Age 13

Age 16

Age 18
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RossShafer.com

TV& Film Production

Manufacturing & Distribution

Restaurants/Food Service Photography & Product Marketing

Building IndustryRetail Clothing

http://www.RelevantReport.com


The Unexpected 
Obstacle is 

Probably YOU 

b
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Curiosity is  
Your Competitive 

Advantage 



Maria	Garcia

RossShafer.com

http://www.RelevantReport.com
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Hixon’s 
Market 
Sweetwater, TX. 

 

RossShafer.com

John Hixon Jr.

http://www.RelevantReport.com


Curiosity is Your Differentiator
VTRRossShafer.com VTR
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Me

http://www.RelevantReport.com


Don’t	Limit	Your	Future	Income			by	
Celebra6ng	

Yesterday’s	Profits.

What’s	on	your	mind?

RossShafer.com

http://www.RelevantReport.com


Customer First 
is a Discipline. 
It’s a Blueprint. 
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1,127	Free	Throws	in	a	Row

RossShafer.com

http://www.RelevantReport.com


Know How to 
Attract Young 

Team Members 
VTR
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Millennials Will be 40yrs old in 2 years!

RossShafer.com VTR
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MENTOR THEM 



“LEVELING	UP”		
MoJvates	Achievement	

300,000 attended GamesCom
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“We don’t sell motorcycles. Instead, we sell…



Our Half-Cup Sizes Come  
with a100% Guaranteed Fit
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Elevate Your 
Superstars 

Quickly 
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AFTER TODAY’S MEETING: FREE RESOURCES

www.RossShafer.com

Download My Free e-BookLeadership Video Blog

http://www.rossshafer.com


Promote Ongoing 
Encouragement 

VTR
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Customer 
Service Review 

Ross  
Shafer



Customers 
Forgive Missteps 

…IF YOU CAN 
COMMUNICATE 



Tomorrow’s 
Companies  

Must be Urgent & 
Friction-Free 



Notice Customer 
Solutions that 
Others Ignore 



WOW & POW 
Works Because 

it’s Human 
Nature 



CUSTOMER 
FIRST is a… 
Discipline & 
a Blueprint 
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Curiosity is  
Your Competitive 

Advantage 



Promote Ongoing 
Encouragement 
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Curate the  
“Final Moments” 

of Every 
Transaction 
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