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AWARD-WINNING TOILET EDUCATION MOVIES  
Hamilton, Ontario, Canada 



What I’m Not…



RossShafer.com

Charles	Shafer		
1927-2001

Chemeketa Reservation 
(Salem, Oregon) 

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

Blackfoot Nation

http://www.RelevantReport.com


Follow 
the  

Tracks 
of the 
Herd
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TV& Film Production

Manufacturing & Distribution

Restaurants/Food Service Photography & Product Marketing

Building Industry
Retail Clothing

Flipping Broken Companies

http://www.RelevantReport.com
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2020 Cmpanies 
Respond to 

Problems Faster



AUTHOR: ROSS SHAFER 



Don’t Reinvent. 
Follow Successful 

“Blueprints”



Chuck	Shafer	1927-2001

RossShafer.com

“You Don’t have to 
Reinvent. Follow a 
Proven Blueprint”
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Chuck Shafer

“You can create anything if you
have a blueprint.”



Maiden flight - May 1971
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“Fear is the enemy of success”
CHUCK SHAFER

http://www.RelevantReport.com


Your Competitors 
Don’t Know the 

Secret for Seeing 
Around Corners 

(Innovation?)  



Hotel
Events
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CRASH THE WRONG MEETINGS
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Association of Human Nature Convention
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55,000 units
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Copy the 
Companies That 
Matter in 2020 



VTR



3,000 cashier-less stores



VTR



2,500,000+
patients love 

“Virtual” Doctor
Visits



You Don’t Have to 

Your Customers 
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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
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CES (Customer Effort Scoring)

“Service	organiza6ons	create	loyal	
customers	primarily	by	reducing	customer	
effort;	NOT	by	deligh<ng	them	in	service	

interac<ons.”	  
 
 

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



Eliminate the 

  

Moments 
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“Thanks for calling. 
My name is Jason.

How can I 
provide you with

outstanding 
customer care?”



RossShafer.com

“I’m sorry, but that’s not my job.”
“There is nothing else I can do.”

“Can you call back?”
“We didn’t cause this problem.”

WE CAN’T. 
THAT’S 

AGAINST 
OUR POLICY

http://RossShafer.com


RossShafer.com

“I’m sorry, but that’s not my job.”
“There is nothing else I can do.”

“Can you call back?”
“We didn’t cause this problem.”

YOU’LL 
HAVE TO 
TALK TO 

THE MGR.

http://RossShafer.com


RossShafer.com

“I’m sorry, but that’s not my job.”
“There is nothing else I can do.”

“Can you call back?”
“We didn’t cause this problem.”

WE HAVE TO 
CHARGE a 20% 
CANCELATION         

FEE

http://RossShafer.com


RossShafer.com

“I’m sorry, but that’s not my job.”
“There is nothing else I can do.”

“Can you call back?”
“We didn’t cause this problem.”

THE 
ANSWERS  

ARE ON OUR 
F.A.Q. PAGE

http://RossShafer.com
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My High School   
home on S.W. 307th - 

Federal Way, Washington

Septic tank leaked 
year ‘round
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My current home in Parker, Colorado

3-hole 
septic tankLeech field



2020 Companies 
Create Experts
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cannot erase 

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

RossShafer.com

(5)

(1)

http://RossShafer.com




2020 Companies 
Need to be  

Other-Focused 



Maria	Garcia



BE PROFESSIONALLY CURIOUS
VTRRossShafer.com VTR
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“73% of 
managers

are discouraged
by the 

communication
skills of 

college-age 
students.”

http://www.RelevantReport.com


“Future Proofing” is 
Knowing there is a 

Science to 
Excellence 
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1,127	Free	Throws	in	a	Row

RossShafer.com

http://www.RelevantReport.com


Don’t	Limit	Your	Future	Income			by	
Celebra6ng	

Yesterday’s	Profits.

ALL	SWISHES

VTR
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The Shafer 
“Blueprint” 
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USA

Talk & Game Host



Promote Your 
Superstars 

Quickly 



VTR



RossShafer.com
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GIVING BACK: FREE RESOURCES

www.RossShafer.com
Download (2) Free e-Books

http://www.rossshafer.com


Provide Ongoing 
Encouragement 





I hope to see you at 
my workshop! 

How to Make Sure 
YOU are The 

Provider of Choice



How to Make Sure 
YOU are The 

Provider of Choice 



BE DIFFERENT. 

STAND OUT. 



VTR

Does 

Work? 

VS.





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





Scores UP 21 points 
in 90 days



What are the Common 
Complaints You Hear?  

How Do You  
Fix Them? 



REHEARSE 
EXCELLENCE 



How do you sell a 
commodity?

Cloud-Based ased Call Center Solutions



How do You Keep 
Young People 

Interested, Proud  
& Representing  

Your Brand 
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BTW: It’s NOT Millennials

http://www.RelevantReport.com


“LEVELING	UP”	

300,000 attended GamesCon just 
to watch other people play video 
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Officer’
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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.infoq.com/research/software-trends-2014  (Software trends)

http://www.businesswire.com/news/home/20140101005013/en/Forrester-
Top-Global-eCommerce-Predictions-2014#.U-GCYlYQ7wI  
(Business Wire & Forrester Research)

TREND SPOTTING SITES

VTR

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


‘The Grass is 
Greener’ 

Elsewhere 
…is a MYTH 
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Google	is	evil,	long	ass	hourslong ass hours
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Amazon’s Stressed Out Culture is Burning Out Employees





Make Your Brand 
More Personal So 

People Want to 
Work with YOU 
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‘We don’t sell motorcycles. What we sell…



VTRRossShafer.com VTR

1,500,000 members - Sold to Unilever for $1billion
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What Could You do to 
Make Your Company 

More FUN? 



Great Ideas are 
Hiding in  

Plain Sight 



34%	growth	
for	the	past	six	

years.

RossShafer.com

http://www.RelevantReport.com
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Fairmont Mayakoba - Cancun, MX 
“Where Our Brand is You”
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The Hyatt Grand Bed 
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Sheraton’s Sweet 
Slumber Bed
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Marriott’s Revive Collection
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Share with Us? 



Last Impressions 
Matter Most. 

FINAL MOMENT 



50% will remember the 
FIRST thing you said

100% will remember the 
LAST thing you said
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The “Kicker Story”

VTR
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Which is why 
we must be 
careful re: 
Customer/

Client 
Evaluations

RossShafer.com
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Don’t make people think too hard        
about YOU.

RossShafer.com
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