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Topics
Change Management / Organizational Change
History
Innovation / Creativity
Inspiration / Achievement

About Ross Shafer
ROSS SHAFER is a 6-time Emmy Award Winning Comedian and Writer. Pretty good for pet
shop manager moonlighting as a comedian. In l984, a local TV station saw him and decided
to hire him as an on-air host. Ross’ unconventional style was soon spotted by the networks
and he moved to Hollywood to host talk/game shows for ABC, Fox, USA, and Comedy
Central.
What Ross gleaned most from show business was how TV and movies reacted to emerging
trends and human behavior shifts. So in l994, he began studying how customer emotional
connections affected organizational growth (or extinction).
To that end, he has written 14 H.R. training films on customer service, motivation, and
leadership. He is also the author of Nobody Moved Your Cheese, The Customer Shouts
Back, Customer Empathy, Are You Relevant? 12 Reasons Great Organizations Thrive In ANY Economy, Grab More Market Share: How to Wrangle
Business Away from Lazy Competitors and his latest, Absolutely Necessary: Bulletproof Tactics That Will Put You in High Demand. Today, Ross is one
of the most sought after keynote speakers on the subjects of Customer Empathy, Personal Motivation, and Business Relevance.
Select Keynotes
Accelerate Your Destiny
PURPOSE: Fun 45-90 minute Keynote on re-designing your own success. Ross Shafer asks, “Are you still trying to figure out your place the
world?” “Are you impatient about making your dreams come true?” We have all struggled with, “What should I do next?” Ross can show you how
to accelerate your destiny by ‘reverse engineering’ your best future. Fear & Discouragement paralyze us from taking even the smallest of risks.
Ross Shafer’s own story of going from a small town pet store manager – to Emmy® winning network TV personality – to Hall of Fame speaker
and best-selling author will make you realize that ‘if he did it, so can I.’ Early on, Ross had no money or connections…but he had a system of
discipline and determination. He can show you how to build your confidence so that you can (1) Make better decisions (2) Overcome life’s Uturns and (3) Stay on task toward your goals. Ross Shafer has always believed, “Obstacles are for other people.” He can show you how to
transform despair into the relentless pursuit of resilience. In this keynote you will undoubtedly recognize his personal and professional
obstacles as your own…and you will leave knowing how to realign your words and actions to start accelerating your destiny. A few thoughts from
Ross: We have been told that ‘success is all about who you know.’ Not true! Sustainable success comes from ‘who knows you?’ Your goal should
be to achieve such skill and expertise (in your field) that other people want to connect with you! If you become renowned for a high level of
performance, you will generate your own demand. Do you feel like you are a hamster in a wheel who never moves forward? You aren’t alone.
Regardless of your level of achievement, I often hear people complain that they never make enough money. Or, they don’t have all the resources
they need. Instead of sabotaging yourself or your organization with useless negativity, adopt an attitude of “Winning With What You Have.”
Remember the popularity of the book, Who Moved My Cheese? Well, I always felt it was a fatally flawed idea. If your ‘cheese’ is what nourishes
you (physically and emotionally) then that must include the activities and behaviors that make you feel fulfilled. By asking, “Who moved my
cheese?” you are giving away your power to be accountable and responsible for your own happiness and success. What Are Your Challenges?
Whatever your obstacles, or whatever distractions are causing your income or productivity to suffer, Ross is ingenious (and funny) when it
comes to sharing his experiences, his case studies, and his tactics for remaining creative (and successful) under pressure.
Customer Engagement Evolves
Purpose: A 45-90 minute Keynote that can extend to a ½ day breakout Ross Shafer says, “The customer has the power to make you rich or
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destroy you. They always get what they want…and if not from you…they can easily find it from someone else. To become their preferred provider,
it is your job to be students of their shifting buying habits and emotional triggers. If you don’t promote the attitude that ‘everything we offer must
be available On-Demand ’you might as well prepare yourself for extinction.” The Evolution of Customer/Client/Member Service…is Accelerating
Ubiquitous broadband has empowered your buyers to become more savvy – and more demanding. “Customer Service” has been replaced by
“Customer Empathy” (Ross wrote a book on that). Next, we saw service renamed “Customer Experience” and “The Voice of the Customer” (Ross
wrote a book on that too). Today, we teach leaders how to design the next wave; Persona-Based Customer Journey. What is a Persona-Based
Customer Journey? Competition for customers is fierce! We live in the era of choice (3,700 TV channels, 12 flavors of Triscuit crackers). Infinite
“choices” convince our buyers that their own ‘personal brand’ should be served. Amazon.com learns your preferences to suggest other
purchases (“People who bought this book also bought this one”). Hence, wise organizations are creating specific customer journeys to serve
specific persona groups. Ross explains: “We want to be able to predict the experiential outcome for any given customer purchase. So we design
and engineer the customer journey – a journey that is highly relevant to our pre-determined personas. If we know our 25-35 year old truck driver
customers are influenced to buy when they experience us a certain way, we have a specific journey designed for them. If we know our 45-55 year
old nurse customers buy when they experience us in a different way, we design a journey they care about.” Does this Spell the Demise of
Personal Relationships? Not at all! While we are fans of marrying the technical disciplines of Big Data, Digital Marketing, and Persona Journey
Mapping…human interaction is still a primary driver for sustaining loyalty. Personal relationships support the four pillars of customer
engagement: (1) Awareness (2) Acquisition (3) Experience and (4) Advocacy. Ross can teach you how to integrate Humanity & Technology. What
Are Your Company’s Challenges? Do you want to drive up your NPS scores? Do you want to become the service/product provider of choice? Do
you want a sales team that “lives” your brand promise? Do you want to be the top tier customer engagement company in your industry? If you’ve
seen Ross speak, you know he excites attendees to go home with 3-4 new tactics that can implement right away.
How to Stay Relevant
Purpose: This 45-90 minute program is a fun, motivational and insightful opening or closing keynote. Ross Shafer says, “Best practices are a
moving target. Relevant leaders are able to sustain growth because they can evolve and adapt more quickly than their competition.” If you are an
organization that is dedicated to ‘making your mark’ on your industry, then developing a culture of ongoing relevance will insure your future.
Staying Relevant is different from being current. Being “current” is awareness. Relevance is taking action to make sure you matter to your
customers, your clients, your members, and your teams. If you don’t matter to your constituents, they can go away and not care if you exist. Ross
says, “Our team examines (18) different industries and we cross-pollinate trends, buying habits, and cool, disruptive practices for the purpose of
enlightening organizations to achieve extreme relevance.” Which Industries Do We Study? Our clients tell us they are excited to hear about what
is revolutionary in Financial Services, Healthcare, Technology & Software, Hospitality, Insurance, Restaurants, Automotive, Building and
Construction, Energy, Manufacturing, Retail, Trade Associations, Agriculture, Food Processing, Fitness, Supply Chain Mgmt., Franchising, and
Direct selling. Learning effective tactics (from outside of your industry) will ignite fresh ideas within your own organization. What Areas of
Relevance Can We Talk About? We know that every organization has motivating initiatives already in place. We also know that you have unique
pain points. Our breadth of experience allows us to provide relevant insight in a wide variety of operational & performance areas. Let’s talk about
what you think will benefit your group best. *Designing Customer Journeys * Finding Competitors in Your Blind Spot *Getting Buy-in from the
Right People *Harvesting Innovative Ideas *How to Become Truly World-Class *Developing a Culture of Accountability *Big Data & Digital
Marketing *The 2020 Workforce *Why Big Fears Small *Inspiring and Retaining the Best Talent *Relationship Building: How to Create Instant
Rapport What Are Your Company’s Challenges? Have you had a recent merger or acquisition? Change in leadership structure? Technology or
industry shifts that are causing shockwaves? Are your attendees slow to adjust to change? Ross is able to absorb your initiatives and dovetail
them into his remarks. In fact, Ross’s engaging style is such that leaders often come up to him and say, “Have we put you on retainer yet?”
Select Book Titles
2 0 1 7: No More Customer Friction
2 0 1 4: Absolutely Necessary: Bulletproof Tactics That Will Put You in High Demand
2 0 1 1: Grab More Market Share: How to Wrangle Business Away from Lazy Competitors
2 0 0 9: Are You Relevant?
2 0 0 5: The Customer Shouts Back!
2 0 0 3: Nobody Moved Your Cheese!
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