If You Want a
Custom
Program for YOUR

Team...Contact:

Andria@RossShafer.com
520-668-5932
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Manual of
septic-tank practice

gdeveloped in cooperation with the Joint
Committee on Rural Sanitation

United States. Public Health Service, Dwision of
Engineering Services,

Reperdy s G oollection of the
Lrevensihy of Machagn Lbean

Sajid Mahmood

SEPTIC TANKS AND

SUSTAINABILITY

Impacts on Groundwater Quality
and Community Health

AMAZON BEST SELLERS

————

Onsite
Wastewater Disposal

Richard J. Pecking
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amazon.com

Sold 3 million

In 2019

copies In




diMazon.com

Buy it used for $1.49




AWARD-WINNING TOILET EDUCATION MOVIES
Hamilton, Ontario, Canada

Richard the Turd Sir Peeter Duchess of Swirl







Ross Shafer

Blackfoot Nation

Chemeketa Reservation
(Salem, Oregon)

Puyallup Reservation
(Puyallup, Washington)
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How to Start a Pet
Shop (retail) Business

RossShafer.com
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Ceiling Models
Availabie

At lost the Northwests largest moker of Gient TV AS LOW AS
Screan systems it offering direet to you, for your

home, the same Projection TV usually s¢on commer-
cially, Come, see and compare duning this solel

— For Home Demonstration
Information CALL COLLECY

STUDIO
in SHAFER (206) 848-8300
PﬂUJ[(HON‘TEILVISION 119 Hi Ho Shoppmg Cer nter

Puvallup B. wnlicns. Wosh. 98371

RossShafer.com

TV& Film Production

ro.blogspot.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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Custiomize

PARS WELL W T

Awesome Donut

Trigie Granae Cat™ Mocre

ty Sandwich

START

Iriziate Project

Dafine
Requiramants

RossShafer.com
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Your order may be ready
before you arrive

It looks like your estimated travel time is longer
than your order prep time. Consider placing

your order when you're a little closer to the
sltore.

. Backto order | (@EeTANTS

"l MR s dm 10
LT1SeCKOUL DI. 1Y

RossShafer.com
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_ ‘“You Don’t have to
Reinvent. Follow a
Proven Blueprint”

Chuck Shafer 1927-2001

RossShafer.com
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FRIDAY

| & % @ 77° 67 $ 76° 66°
Hotel CURRENT LOW 68° HIGH  LOW HIGH  LOW
Events

kd ) 3 -
Meeting Rooms

Grotin /s

S (6 GENERAL ELECTRIC 5
A BREAK OUT SES&™
Grand - A E
Ballroom .

viorrow Technologies

J : M 30 PM
Client Appreciation Lunch Grand Ballroom 1 &2 11:30 AM - 1:30 PM

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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The "Empty Bag” Issue

Net Wt. 8 oz. (227g)

-~

RossShafer.com
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‘ amazon go

3.000 cashier-less stores







MDLIVE  American Well

Virtual Care, Anywhere.

Teladoc’

2,500,000+
patients love
“Virtual” Doctor
Visits




You Don’t Have to

You r C us t o m ers
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“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 »
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Ellmmate the




“Thanks for calling.
My name is Jason.
How can |
provide you with
outstanding
customer care!”



WE CAN’T.
THAT’S
AGAINST

OUR POLICY
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YOU’LL

HAVE TO
TALK TO
THE MGR.
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WE HAVE TO
CHARGE a 20%
CANCELATION
FEE

I
\
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THE
ANSWERS

ARE ON OUR
F.A.Q. PAGE
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Septic tank leaked
year ‘round
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3-hole
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sources: The Customer Shouts Back - Ross Shafer Consultants, Inc. ‘wow survey’ 2016

RossShafer.com
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Freshly baked Otis-Spunkmeyer cookies.







Maria Garcia




BE PROFESSIONALLY CURIOUS

RossShafer.com
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“73% of
managers
are discouraged

by the
communication
skills of
college-age
students.”

RossShafer.com
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World’s Greatest Shooter
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1,127 Free Throws in a Row
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ALL SWISHES

JAVERHOPI

RossShafer.com
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THE ALLURING, AMUSING, AND MIGMLY REVEALING

USA| 4 LOVE ME

LOVE ME
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.ate Night

FOX "LATE SHOW"
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THE DAWN OF CYBERWAR / i i e

POPULAR

the' Science’Guy




RossShafer.com


http://www.RelevantReport.com

GIVING BACK: FREE RESOURCES

& Visit Rogs Shafer's Website G-

Funniest Expert on CHANGE
Ross Shafer vewss vourser -
Home

Relevant Leaders Club

&3 pownload Al

Tha Relevant Leaders Club (by Raoss Shafer) uses innovative casa examples to nelp hoth young and highly

experienced laadears find relevant ausiness soluticns for motvating your workfarce, creating 'eacership

Why is the Lifespan of a Company only 15
years? Leadership Speaker Ross Shafer
ty Ross Shafer

4 days 2go * 24 views

Why will your company cnly last 15 years? Leadership

speaker and irnovat on auther Ross Shefer describes |,

How to Stop Driving Customers Away

How to Pitch Your Big Ideas to the Boss |
Leadership Speaker | Ross Shafer

by Ross Shafer

1 week ago + 31 views

n this short clip, leacership speaker and acthor, Ross

Shafer, revaels nis surefire Five-Step process for.,..

Should You Change Your "Leadership”

Leadership Speaker | Ross Shafer : Persona? | Leadership speaker | Ross Shafer
by Ross Sheler ] JdriAe '. TY? by Ross Shafer

2 weeks ago * 54 views _ : LT 3wezks ego - €8 views

Are you incirectly diving castomers away.. and vou . g . : ' Have you ever wondered il you should change your

donl have any clue youre doing 177 Ross Sha'er gives perscenalily wher you gel o "big " new job? Then you,,

Can Leaders Make Better Decisions? & warcren B How Can Small Office Financial Advisors Beat

brship Speaker | Ross Shafer i WHY SMALL v Big Guys? | Leadership Speaker | Ross...
Shafo L FINANCIAL , Aeee Shafe

: Shaler £ by Razs Shafer

h ago = 85 views X ';ADV'S_% 1 maonth ago + €2 iews

to make qaod decis ons aver and over . ~ HAVE' AN This video will Inspire smaller office financlal planners

>0 by Ross Shafer will give leaders a repeatab. . ADVANTASGS (and CFPs) re: "I low to d fferentiate your pract ce.’ Yo

4

are paid

Download (2) Free e-Books

www.RossShafer.com
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ROSS SHAFER

HE ESSENTIAL BLUEPRINT FOR
BOOSTING CUSTOMER SCORES

f‘iﬁ } A‘n‘ h‘s . '




comcast.
xfinity




10 yrs ago, near bankruptcy, customers said,
“The toys take long to build.”







Scores UP 21 points
In 90 days
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300,000 attended GamesCon just
to watch other people play video




‘Chief Trending
Ollicer’
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TREND SPOTTING SITES

http://www.springwise.com (My favorite weekly updates)

http:/ /www.forbes.com/sites/stevecooper/2013/11/19/how-to-become-a-
trendspotter/

www.Trendhunter.com (Cool inventions)

http://dupress.com/periodical/trends/business-trends-2014/
(Deloitte University)

http://www.gartner.com/newsroom/id /2603623 (Technology trends)

http:/ /www.infog.com/research/software-trends-2014 (Software trends)

http:/ /www.businesswire.com/news/home/20140101005013/en/Forrester-
Top-Global-eCommerce-Predictions-2014#.U-GCYIYQ7wI

(Business Wire & Forrester Research)



http://www.springwise.com/
http://www.forbes.com/sites/stevecooper/2013/11/19/how-to-become-a-trendspotter/
http://www.forbes.com/sites/stevecooper/2013/11/19/how-to-become-a-trendspotter/
http://www.trendhunter.com/
http://dupress.com/periodical/trends/business-trends-2014/
http://www.gartner.com/newsroom/id/2603623
http://www.infoq.com/research/software-trends-2014
http://www.businesswire.com/news/home/20140101005013/en/Forrester-Top-Global-eCommerce-Predictions-2014#.U-GCYlYQ7wI
http://www.businesswire.com/news/home/20140101005013/en/Forrester-Top-Global-eCommerce-Predictions-2014#.U-GCYlYQ7wI
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Oct 22,2019

o~ "Google Software Engineer"

RIEIL3 Current Employee - Software Engineer

| have been working at Google full-time

Pros

Free Food, Work from home, massages

Cons

Google is evil, long ass hours

"Great place to work”

B Recommends B Positive Outlook

| have been working at Google for less than a year

Pros

Take care of their contracted editors

Cons

Long hours and tight deadlines

BIEIENEY ~ Current Contractor - Video Editor in New York, |

G

"Great place to work. | never regretted a second.”

v Current Employee - Digital Marketing Manager in San Francisco, CA

B Recommends B Positive Outlook B Approves of CEO

| have been working at Google full-time for more than a year

Pros

The pros vary. It is a dynamic workplace with a lot of room to grow. Google shows
how to succeed and they provide many options for growth when you do.

Cons

Long hours and hard work. They give you a lot but they expect alot in return.

"Great employer”

7
Current Employee - Engineer in Mountain View, CA

Pros
Environment, projects, leadership, compensation, benefits.

Cons

Long term instability, long hours.
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4 Amazon's Stressed Out Culture Is Burning Out Employees (minyanville.com)

Amazon’s Stressed Out Culture is Burning Out Employees

A hackcasual on Apr 27, 2014 [-]

Ex-amazonian here, It really depends on the team. There's 2 types of crappy places to be at Amazon: the really important legacy system, or the we need to catch up
with the competition product.

In the first case, there's no opportunity for really improving things, it's usually a small team which can really hamper your advancement, and it breaks constantly. You'll
work a 40 hour week, but will get paged all the time and have lots of little emergencies.

The second is sexier, and a good opportunity to move up the ladder, but you'll be working 60-80 hour weeks, loads of crunch time, and suffer due to constantly shifting
management as the team explodes in growth.
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‘We don’t sell motorcycles. What we sell...

[HARLEY-DAVIDSON

— - m.__ R, -GN

J— — Ty

8 HARLEY-DAVIDSON® >
ACCESSORIES

. HARLEY-DAVIDSON®




1,500,000 members - Sold to Unilever for $1billion

p— ..‘/

B AT el THE DOLLAR SHAVE CLUB |

sttt oW A |

RossShafer.com
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she’ll tell you
size doesn’t matter.

ICKBURGEY

on
- - - v
Super Star ¥ with cheess

e
p » It's gonna get messy.

vl.--..\ - -
) AT = b b

RossShafer.com



What Could You do to
Make Your Company
More FUN?
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4% growth
for the past six
years.

RossShafer.com
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WESTIN

HOTELS & RESORTS

RossShafer.com
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The Hyatt Grand Bed

RossShafer.com
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Sheraton's Sweet om _
Slumber Bed  [ZayGaats
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Marriott’s Revive Collection

BECAUSE A GOOD MORNING
ISNT ALWAYS ENOUGH

The Reviv tion s leading the way as we

create a bright spot and invite you to enjoy it.
For work; for play; for whatever is most

important to you.

You will find the Revive Collection at all Marriott
Hotels and Resorts. And now, you can also enjoy

it at home,

o\ \\arriott

RossShafer.com
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Sheraton’s Sweet
Slumber Bed
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Save an extra 20% when you haok and pay / sty with N -
Jave an'extra 207 when you ook and | wioryour Ay with hl‘ertaio"

vour American Fxpress' Card by 12/31/04 at sheparon . com#mexs -
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What &ood Ideas (an you
share with US?
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100% will remember the
LAST thing you said
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If vou would like to be contacted h}-'- Did you expericnee any problems during your stay?
regarding your comments, please include the following | Yes | No
information: -

Name : o —

Strect . Apt#

City

State _____ Province IF you reported any problems,
Country 2 S e G ey how satisfied are you with
Telephone # A the resolution..........cooooo.

] A50MENVITAL DISSATISFIED

| ASCMEWIIAT SATISFLED
[7] AvBRy DISSAIISHIED

T AVERY SATISFIED
7| ANGUTRAL

Lmail ="
Dates of Stay: From To Comments:
Room No.:

Please rate your satisfaction
with each of the following:

4VERY SATISFIED:
- AMSUMEWHAL SALISEIED

Overall satisfaction with this
(4 8 A A e T S

Recciving a warm and sincere
greeting upon arival ...

Stafl grecting you by name.....we..

Stafl remembering you as a
reeular BUEST: . v drvu ey

| ASOMENEAT DISSATISETD
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5 i | AvERY DSSATISFRD
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Timeliness of check-in........ooooooaia. ]

Receiving the room you expected...... L

Ability of the staff to anticipate
W MBOR: - o s muse s s s B2

Cleanliness ol the guest To0M ... L

Condition of the guest room
G ] 1 [ U SRR B

Cleanliness of the hotel......cc.civieinins I
Condition of the hotel furnishings ..... £y
Quality of the food......ccieerininienininies n

Receiving a fond farewell when '
LIORBE ) e Y10 | L S S T

Please suggest any service, producl or amenily you
would like added, or please let us know which
exceptional ladies and gentlemen have made your stay
more memorable.
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How likely are vou to recommend this
d& friends or associates..

If you travel hack to the area, how likely

are you to return to this [ | | R —

[T [ 450MEWIAT UNLIKELY

[ [ «vTRY INLIKOLY

Haotel Cods: 0037 E-66350 (DB/04]
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Don't make people think too hard
about YOU.
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Allow People to Use
THEIR OWN WORDS.
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THE ¢CALLAHAN TRUCKING COMPANY
NON-SURVEY
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If You Want a
Custom
Program for YOUR

Team...Contact:

Andria@RossShafer.com
520-668-5932
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