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Amazon is the world’s top 
online retailer, and their 
CEO, Jeff Bezos, gives a ton 
of credit to his company’s 
incredible dedication to 
customer service. 

“If there’s one reason we have 
done better than our peers 

in the Internet space over the last six years,” says Bezos, 
“it is because we have focused like a laser on customer 
experience, and that really does matter, I think, in any 
business. It certainly matters online, where word-of-mouth is 
so very, very powerful.”

Amazon cares so much about customer loyalty and trust 
that you might even call them a little obsessed. And they 
wouldn’t argue with you! In fact, the first item on Amazon’s 
official list of leadership principles is “Customer Obsession.” 

“We’re not competitor-obsessed, we’re customer-obsessed. 
We start with what the customer needs, and we work 
backward.”

The trust of a customer is not just highly valued at their 
company, it’s their No. 1 concern. Amazon even trains each 
of its managers in the call center environment, to create a 

more solid understanding of customer concerns by listening 
and putting themselves in customers’ shoes. If it were up 
to Bezos, however, customers would never need to call 
customer support. “The best customer service is if the 
customer doesn’t need to call you, doesn’t need to talk to 
you. It just works.”

Bezos decided his company would be aware of and 
concerned about its competition, but would never obsess 
over it. Instead, they’d pay closer attention to their 
customers, try to better understand their patterns, and even 
anticipate their needs — which is why Amazon is working 
on a feature where order histories would help to predict a 
customer’s next purchase and ship that item to a nearby 
warehouse before the customer even clicks “purchase.” 
The service would mean Amazon customers would receive 
targeted items with much less waiting time. Now that’s 
innovative service!

In the company’s infancy, Bezos would bring an empty chair 
to meetings to represent the customer. He wanted to keep 
the customer top of mind for every single decision that was 
made. Any successful business owner must first think about 
who they’re really doing business for. If you ask yourself 
this question and the answer is not definitively “for the 
customer,” it’s time to rethink your strategy.

As Roslyn and I have been busy speaking, holding 
events, and attending conferences, we haven’t had 
a real chance to take a vacation. While we try to 
make time for fun wherever we go, the fun is usually 
preceded by business. So this month, we thought we’d 
go against routine and make more time for fun. 

After our recent mastermind meeting with Dan 
Kennedy, we met up with our friend and songwriter 
Kenny Nolan, who’s 
known for writing a 
multitude of popular 
songs, like Frankie 
Valli’s “My Eyes Adored 
You” and Patti Labelle’s 
“Lady Marmalade.” (As 
a side note: Kenny is 
also one of the friends 
who joins us for our 
pajama New Year’s 
parties.) If you know 
me, you know my first response to fun is “No, we 
have to go back to the office and keep working.” 
Luckily, I have a wife who says otherwise. So when 
Kenny invited us to see Frankie Valli perform, I had 
to say yes. 

We’re proud of our friend for his success in writing so 
many songs, so we were excited to join Kenny and his 
wife, Debi, and our group of friends and hear Frankie 
Valli sing live. And Valli put on an amazing show! Not 
only is he touring at 81 years old, but he performed 
for two hours straight — the same songs and with the 
same energy he had years ago. Talk about passion! 
And he’s not the only one. Spending time with Kenny, I 
could see he has the same passion for songwriting. It’s 
a characteristic that makes Roslyn and I proud to be his 
friends, and his passion inspired us. 

So on our next work trip, Roslyn and I were committed 
to making more time for fun and our own passions. 
Following a week-long High Performance Coaching™ 
certification program in Santa Clara, California, we took 
a long weekend to visit our daughter and her boyfriend 
and tour Napa Valley wineries. In three days, we toured 
at least four wineries and did a lot of wine tasting. I 
drank grape juice. Plus, choosing not to rush home 

after our conference was nice.

If you take away one thing from this, it’s that 
making an effort to relax and recharge is well 
worth it. Knowing so many CPAs, EAs, and 
tax attorneys, I can only hope they all found 

a way to have fun and 
exercise their outside-of-
work passions after a long 
tax season. The passion an 
artist has for his craft is the 
same passion we have in 
our work. As practitioners, 
we want to be the best at 
what we do.

This month, whether you 
choose to stay in the office 

or not, make the effort to add more fun to your life. 
Think back to the last time you took a vacation or did 
something that made you forget about the work left at 
the office. Remember how great that felt, and I think 
you’ll find that adding fun will, in turn, make you a more 
passionate, more successful practitioner. 

Until next time,

Amazon’s CUSTOMER OBSESSION

Living With Passion Is 
WELL WORTH THE EFFORT

As seen on...

- Michael Rozbruch

TAKING A HINT FROM THE BRILLIANT JEFF BEZOS
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Our friends Debi and Kenny 
Nolan with Franki Valli. 

Roslyn and me with our 
daughter Erica and her 
boyfriend Ramsey in Napa

PRSRT
FIRST-CLASS MAIL

US POSTAGE
PAID

BOISE, ID 
PERMIT 411



2 • www.rozstrategies.com • Supercharging Your Profits! 888.670.0303 • 3

We are all faced with challenges, but at least for 
me, I find that when someone I love — like a friend 
or family member — has a challenge, it’s easy to 
give advice. When I’m confronted by a challenge, 
my initial reaction is to avoid it, or tell myself I 
will deal with it another day. Rescheduling it is a 
real good denial tool, because this way, I’m telling 
myself I will take care of whatever the problem is, 
but just not right now!

To give myself some credit, I have to say that in 
the last two years of starting this business with 

FOOD FOR 
THOUGHT

Clients of the Liberty Tax Service franchise put their 
financial trust in the wrong hands. In March, nine 
Maryland Liberty Tax employees were indicted for  
tax fraud. 

The owner of the branch, Lateisha Vanessa Kone, with 
the help of eight other employees, violated client 
trust when they filed bogus tax returns and ran away 
with the profit! The people hit hardest by the scheme, 
investigators found, were the homeless, disabled, drug-
addicted, and poor. Unsuspecting taxpayers were lured 
in with $50 payouts, a small sum compared to what 
Kone took away!

Flags were raised when electronic reports included 
higher requested tax refunds than in previous years. 
Liberty Tax Service’s corporate comptroller halted 
the processing of returns after complaints were filed 
against the Maryland branch. Deeper investigations 
found business incomes were reported by people who 
didn’t own businesses, non-qualified dependents were 
claimed, and returns maximized the earned income 
tax credit. In the end, Kone and her associates kept as 
much as 65 percent of a client’s reported refund. 

Sadly, between January and February of 2015, 
some 1,100 bad returns were filed. Each of the nine 
perpetrators were charged with conspiracy to steal over 
$100,000. Instead of helping their fellow citizens file 
returns, the Liberty Tax employees now face as much as 
25 years in prison and $100,000 in fines. 

This brings new meaning to “making a little money on 
the side.”   

Michael, we have been on a whole new journey. I have 
“stepped up to the plate” on many levels, and working 
through difficult situations is one of them. For example, in 
December, my sister had to have neck surgery. She wanted 
to have it done after the New Year, but the surgeon had an 
opening right before Christmas, and I told her to schedule it 
then so I could visit. I knew that once January came, I would 
be traveling a lot. She took my advice and went ahead and 
had the surgery before the holidays. It was easy to visit her 
every day — gee, what a good sister I am! 

What we all didn’t realize was that the surgery was 
complicated, and the recovery was hell on earth. So her 
husband, Bill, and I sat vigil next to her 24/7 for a week, but 
when Bill said they were going to send her home, I panicked 
because I knew she wasn’t in any shape to go home. Hence 
my challenge: I had to find a way to keep my sister in the 
hospital for a few more days, because I knew it wasn’t safe 
for her to go home yet. My initial feeling was, “I don’t know 
what to do or how to do it, nor do I have time to do it.” 
Yes, Bill is my sister’s husband and primary caretaker, but 
he needed some back-up help. We needed to team up, but 
it was tough. I wanted to say, “I have to go to work today.” 
Instead, I decided to meet this challenge, face it, and say, 

“I have the ability to figure this out.” And I did. Those 
extra days in the hospital made all the difference in my 
sister’s recovery.  

So here’s my question to you. Are you the kind of person 
who is good at facing your challenges, or do you like to 
reschedule them for another day? Or are you a combo of 
the two? Some people are good at the work challenge and 
not the personal one, and others vice-versa. The point is, 
the next time you’re faced with a challenge, don’t walk 
away from it; I know you have the ability to figure it out. 
And when you work through it, whatever it is, you’ll feel 
empowered on the other side.

- Roslyn Rozbruch

MEMBER SPOTLIGHT:
George and Cindy 
Leddicotte have been 
very busy recently with 
their Tax Resolution 
business. Besides sending 
out direct mail letters, 
George has been on local 
TV, doing advertisements 
and commercials. 
Together, George and 
Cindy have launched a 
new website; plus, they 
are all over social media. 
This is just a sampling 
of what they’ve been 
implementing. And this 
has all happened since 
January of this year!  But 
they aren’t stopping 
there. George and Cindy 
will soon be adding radio 
to their marketing plan.

Married in 2005 in Las Vegas (Elvis couldn’t make it), 
George and Cindy started their firm in 2009 and added 
tax resolution to their services in 2014. They have 

been helping small businesses resolve their problems 
for more than 16 years, so adding tax resolution 

was a natural evolution of their practice. George said, 
“Being able to add tax resolution completes our ability 
to assist our clients in all aspects of their business; 
from sales and marketing, to operations, to finance and 
accounting, to taxes.”   

Like most who add IRS representation, there’s a 
learning curve, and George shared the struggle he and 
Cindy had in the beginning: “We didn’t really know 
where to go for education and advice, and we had 
no idea of how to price our services. The marketing 
education and resources we have received from Michael 
have helped tremendously.” 

Being busy is nothing new for George, who has served 
in the military, worked for corporations, and owned a 
few companies himself. He has visited all 50 states (and 
has lived in 14 of them), plus he has visited 20 foreign 
countries and worked in Canada for over three years. 
All that flying around the world has George logging in 
more than 3.5 million frequent flyer miles! That’s a lot of 
time in the air. Meeting Cindy in 2003 — his best friend, 
wife, and business partner — has kept him grounded in 
more ways than one. When they are not busy in their 
practice, they spend their time off enjoying college 
basketball. They are season ticket holders for the 
Fresno Grizzlies, a Triple A baseball team and 2015 
National Champions.    

GEORGE AND CINDY LEDDICOTTE

IRS TERROR TALE

SHOUT OUTS!

Cheers to Mastermind Member Greg Nunn whose revenues are up by 30 percent from last year! And thank you for your comment to us: “My ongoing kudos to you for all of your help. My foot is on the gas pedal, and I cannot let up.” Now that’s what Supercharging Your Profits is all about!

Robert Cross

Tony Juarez III

Robert Martin

Brian Michaels

William Gonzalez

Pamela Bingham

Tim Bourgoin

Nichole Morales

Congratulations to Constant Watson for 
retaining at least two new tax resolution 
clients after hosting his second radio show! We’re glad he took Michael’s topic suggestion of letting listeners know the importance of filing to avoid the 25 percent Failure to File Penalty!

Hats off to our Mastermind Member Fred Katz for sharing a recent IRS settlement. His client originally owed over $35,000, but Fred was able to settle the case for less than $3,100. The best part was that his client was so happy with the customer care and service he received from everyone in Fred’s office that he contacted the BBB to write a review and say how wonderful they all were!  

WELCOME NEW 

MEMBERS:

LIBERTY TAX EMPLOYEES TO 
SPEND TAX SEASON BEHIND BARS

Are you the kind of person who is good at 
facing your challenges, or do you like to 
reschedule them for another day? 

““



JOIN US
for Our First-Ever 

MARKETING AND SALES CONFIDENCE-BUILDING, 
FAST-ACTION BOOT CAMP FOR IRS PROBLEM SOLVERS

SUPERCHARGE YOUR PROFITS …
WE HOPE TO SEE YOU IN SAN ANTONIO!

 
Thursday & Friday, Aug. 25–26, 2016

Omni La Mansion Del Rio Hotel Riverwalk
San Antonio, Texas

OUR LIVE EVENT ISN’T YOUR TYPICAL CONFERENCE SELL-A-THON …
This is a fast-action, jump-start program designed to 
help new and experienced tax resolution practitioners 
implement marketing AND convert leads into clients.  

Brought to you by Michael Rozbruch himself, this step-
by-step tactical program teaches which strategies to 
implement first (and second and third!) and HOW TO 
CLOSE the sale!

By the end of our in-depth event, you’ll feel more 
confident in your marketing and get more prospects to 
retain your services and pay your fees UP FRONT! 

Using sales techniques never-before taught in the 
Tax Resolution industry, we’ll focus on strategies 
that work, so you’ll have more certainty and success in 
your business.

Plus, Michael will teach NEW, EASY-TO-
IMPLEMENT STRATEGIES. 

And membership has its privileges!

Tickets to the first-ever Marketing and Sales 
Confidence-Building Boot Camp are FREE to 
Mastermind Members, plus a guest for $97. Insider’s 
Circle Members attend for only $149, plus their guests 
(just $97 per person)!

We want our members to have every opportunity 
to attend this event and discover more of Michael’s 
secrets and strategies for success! As an Early Bird 
Special, tickets for non-members go for $497 $297 
until May 31!

For more information, or the link to register for this event, call 888-670-0303 
or email info@RozStrategies.com


