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If you would like me to visit 
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HOW TO STAY 
RELEVANT 

IN 2020 
by Ross Shafer



I’m Not Anthony 
Robbins



RossShafer.com

Charles	Shafer		
1927-2001

Chemeketa Reservation 
(Salem, Oregon) 

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

Blackfoot Nation

15-yr old

http://www.RelevantReport.com


Follow 
the  

Tracks 
of the 
Herd



vs. Univ. of Hawaii

Age 13

Age 16

Age 17

Age 14

Age 29

Age 19

Flipping Vehicles

Flipping Homes
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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


USA

Talk & Game Host



RELEVANT RULE  
You Don’t Have to  

be Perfect
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Ryan
Shafer
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3.4% 



VTR

Local Workforce Development

Kroc Centers
PRISON MINISTRIES

Focus on The Family

Indian Reservations

Homeless Outreach
Corporate PartnersAmerican Job Centers
Sectoral Job TrainingChurch Sponsored

WHERE DO WE FIND PEOPLE?



What Skills Can You 
Teach That Will 

Always be  
in Demand? 

SCALE





What is RELEVANT to Google, Apple, & Amazon?



RELVANT RULE 
Teach People How 
to Tell Their Story



Maria		
Garcia



RELEVANT RULE: 
Teach People How 
to be an Endless 
Source of Ideas



Hotel
Events
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CRASH THE WRONG MEETINGS
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Association of Human Nature Convention
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Revive Collection
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55,000 units
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Celebra6ng	
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RELEVANT RULE 
‘Chief Trending 

Officer’
RossShafer.com
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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

VTRwww.RossShafer.com				CONTACT	ROSS:		(email)		Andria@RossShafer.com

http://www.springwise.com/
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
http://www.RelevantReport.com
mailto:helen@rossshafer.com


RELEVANT RULE 
Teach People 

How to Eliminate 
Friction 



VTR



3,000 cashier-less stores



VTR



2,500,000+
patients love 

“Virtual” Doctor
Visits



RELEVANT RULE 
Don’t Over-Focus on… 



Don’t	Limit	Your	Future	
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
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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

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

“…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


INSTEAD… 



Eliminate the 

  

Moments 
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“Thanks for calling. 
My name is Jason.

How can I 
provide you with

outstanding 
customer care?”





What is the Most Dangerous 
Threat to Finding Great People? 
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Celebra6ng	
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BTW: It’s NOT Millennials
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FOMO
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RELEVANT RULE 
Be Intentionally 
Curious about  
Other People



Be Personally & 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


RELEVANT RULE 
Superstars Are 

Always Promoted 



VTR
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GIVING BACK: FREE RESOURCES

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

http://www.rossshafer.com


RELEVANT RULE 
The Final Moment 

Matters Most 



50% of you will remember the 
FIRST number you heard

100% of you will remember  
the LAST number you heard



Don’t	Limit	Your	Future	Income			by	
Celebra6ng	

Yesterday’s	Profits.

VTRRossShafer.com

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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Allow	People	to	Use																											
THEIR	OWN	WORDS.	
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RELEVANT RULE 
Provide Ongoing 
Encouragement 
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If you would like me to visit 
your company…  

Contact Ross: 
(520) 704-9745 

Andria@RossShafer.com 
Ross  

Shafer
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