Want to
CONTACT ROSS?

Sandy Shaw

Sandy@conventionconnection.net
310-850-8353
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Blackfoot Nation

Chemeketa Reservation
(Salem, Oregon)

Puyallup Reservation
(Puyallup, Washington)
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I ROSS SHATFER

THE ESSENTIAL BLUEPRINT FOR
BOOSTING CUSTOMER SCORES
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https://www.forbes.com/sites/shephyken/2016/08/27/bad-customer-service-costs-businesses-billions-of-dollars/#124c107e5152
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https://www.cisco.com/c/dam/en_us/about/ac79/docs/re/Value-of-Customer-Satisfaction.pdf

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

Foreword by
Ross Shafer

RossShafer.com
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Customize

PANS WELL W T

Awesome Donut

Trigde Granae Ca™ Mo ra

2y Sandwich

Deploy
To
Customer

START

Initiate Project

Define
Requirements

RossShafer.com
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LIVE American Well

Virtual Care, Anywhere.

Teladoc’

1,500,000+
patients love
“Virtual” Doctors
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I ROSS SHATFER

THE ESSENTIAL BLUEPRINT FOR
BOOSTING CUSTOMER SCORES
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YOUR CUSTOMERS!
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your customers W h O Te v e r @ W h e re V e r for ocutstanding customer service...






FINANCIAL SERVICES

Please be aware that some of our
departments might be closed right now as
part of our commitment to quality.

RossShafer.com
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CUSTOMERS HAVE
LONG MEMORIES

“A major delivery was late...5 years ago?”
“I avoid using Valmont whenever | 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.”



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

interactions.”

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


http://www.RelevantReport.com

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.”

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

RossShafer.com
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The yystem
In Practice

RossShafer.com
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comcast.
xfinity




10 yrs ago, on the verge of bankruptcy,
customers complained
“the toys take long to assemble.”
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RossShafer.com

KISSES YOUR FOREHEAD
says he’s sorry.

makes an effort.
HOLDS YOUR HAND.
WORKS HARD

attempts to understand you.
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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 May 1,2018

(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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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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RossShafer.com
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POTATO
CHIPS

The "Empty Bag” Issue

NAEXTRA THIEK & CRUNCHY f
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RossShafer.com
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Explaining things the easy way!

How to Start a Pet
Shop (retail) Business

Advancing Beginners

RossShafer.com
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Photography & Product Marketing

Restaurants/Food Service

Bmldmg

.*.‘_‘

TV& Film Production

RossShafer.com
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RossShafer.com
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Hixon's
Market

Sweetwater, TX.

RossShafer.com
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Curiosity is Your Differentiator

RossShafer.com VTR
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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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1,127 Free Throws in a Row
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JAVERHOP

RossShafer.com
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Millennials Will be 40yrs old In 2 years!

1 B

RossShafer.com
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“We don't sell motorcycles. Instead, we sell...

BN HARLEY-DAVIDSON®
B ACCESSORIES
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AN
S THIRDLOVE

Our Halt-Cup Sizes Come
with a100% Guaranteed Fit

e

Bra Shopping via Selfie




she’ll tell you
size doesn’t matter.
She’s lying.
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NCMIAQZ It's gonna get messy.

RossShafer.com
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THE DAWN OF CYBERWAR / ' e swe

POPULAR

Will Sindd
Swrre in Y

Alnerca .
or Go Down
Swinging # . &

VTR



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

eadership 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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Want to
CONTACT ROSS?

Sandy Shaw

Sandy@conventionconnection.net
310-850-8353




