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OUTBOUND INBOUND

(Interruption) : (Permission)
Cold Calling 5 SEQ
Cold Emails (SPAM) Blogging
Interruptive Ads Attraction

Marketer - Centric Customer - Centric

HubSpot



Humans have changed.

Match that change
and grow better.
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Humans continue to change.

Match that change
and grow better.







INBOUND18:
The Flywheel Guide

1. Put the customer first
2. Eliminate friction

3. Delight customers

4. Build word-of-mouth
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Star Service Hub Customers

« What: Performance mountain bikes

S5ANITA
LRUZL

« Who: Kyle Harder & Christie Pearson

» Challenge: Growing customer delight while growing
their business, fast.




Star Service Hub Customers

« What: Marketing Budgeting Software

« Who: Peter Mahoney

>

« Challenge: Setting up a seamless customer I h
experience, from their first day. p a n n u




Star Service Hub Customers

« What: Dustless blasting machinery
« Who: Michael Mashlan & Molly Metzger

» Challenge: Making it easier for customers to
get help with their machines. .



Star Service Hub Customers

« What: Accounting software & services

« Who: CJ Maurer E: i,,,,; COM PLETE
-y
- Challenge: Turning their happy customers = #”EH PAY RO LL

into new business growth. — - s 5
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The Flywheel Guide

1. Put the customer first
2. Eliminate friction

3. Delight customers

4. Build word-of-mouth




Flywheel Step #1

Put The Customer First




How to Put the Customer First

Build your systems around your customers, not vice versa




How to Put the Customer First

Build your systems around your customers, not vice versa

Remove friction in your customer experience




How to Put the Customer First

Build your systems around your customers, not vice versa

Remove friction in your customer experience

4t Get a 360° view of your customer in CRM
2N




Customer First with Service Hub

P | a n n U h @ rlannuh Home

. Opened up chat conversations




Customer First with Service Hub

I | a I l | I u I I Contacts - Conversations ~ Marketing ~ Sales ~ Service ~ Automation - Reports - Q -[:]- ! U ~

Settings

. Opened up chat conversations

Contacts & Companies

- Leveraged integrations _*) adol

Domains & URLs

Integrations Aircall
APl key
Apps
Ecommerce
Email Integrations

veacan, Beacon eBooks
Marketing B

Private Content

Properties Custodian

Reports

Data2CRM.Migration

Sales

Processing request...



Customer First with Service Hub

I | a I l | I u I I A Contacts v Conversations v Marketing v Sales v Service v Automation v Reports v \q {:} '@ @ biglytics.net ~

»

< Contacts Actions ~ Activity
~ Company (1)

@ HubSpot
hubspot.com (£

o O p ene d U p C h at conversa t i ons J» Filter by: Filter activity (41/41) v  Allusers = All teams ~

August 2019

David Barron
HubSpot i#} List membership Aug 26, 2019 at 10:06 AM EDT

David Barron added to Wruth USA - Automotive - Purple Pro - Campaign (Save) (£

. Leveraged integrations 20 0@ 6 @

Note  Email Call Log Task Meet
Workflow Activity Aug 23,2019 at 12:21 PM EDT v Tickets (31)
About this contact David Barron completed [INT] Biglytics Contact Setup

dave needs help

[ ] [ J o
- Intertwined product & service i m—— (|

Lastname David Barron enrolled in [INT] Biglytics Contact Setup Status: Closed ~

Barron @

Email

dbarron@hubspot.com, ggbiglyticshelp@bi... Ticket activity Aug 22,2019 at 3:54 PM EDT

Dylan Wickliffe moved ticket Test to Closed How Do | Set Up issue

Phone number Closed on 05/17/2019

Owner:

Contact cowner 2 G
: g Ticket activity Aug 22,2019 at 3:25 PM EDT Status: Closed ~

Sally Smiles

Ticket Test moved to New by Conversations @

Last contacted

08/19/2019 8:40 AM EDT

Lifecycle stage Ticket activity Aug 22,2019 at 3:25 PM EDT Yes, i need issue
Waiting for hubspot-avatars.s3.amazonaws.com...




#1 Customer First

Solve for your customer’s success,
not your system’s.

#INBOUND19

HubSpot



Service Hub Roadmap: Customer First

Contacts - Conversations - Marketing ~ Sales - Service ~ Automation ~

< Contacts ctions Activity Notes

-

Ticket extensions to pull in your favorite January 2019
Marcus Andrews ¢ _ Status: | Draft
tOOIS Fmal Created: 1 yearago

Product Marketing at HubSpot _
Look forward to connectir Created By: Marcus Andrews

4 . + 8 ®

Actions ~
Clicked Opens: 1 Click
Mote Email  Call Log Task  Meet P

Open Bug - Web bars not loading (£
About this contact
Status: | Draft

Created: 2 years ago
Communication subscriptions Created By: Marcus Andrews

Marcus Andrews is opted in to 1 subscription. . . Actions ¥

Add subscription View history Expand

o Marcus Andrews
Website activity to Marcus Andrews De

23 71 .

SITE VISITS PAGES VIEWED October 2018

Create Document Actions ~

~ Text Messaging by Salesmsg



Service Hub Roadmap: Customer First

Reminder: As of August 9th, the demo API key will only be allowed to make GET requests. Please see the announcement f

HUbSéﬁt Develﬂ'pers AFPI DOCS CHAMNGELOG COMMUNITY GET

Tickets overview

This APl is part of our developer preview program, and should be considered as a non-stable release that will be subject to bu

Ti C ket exte n S i O n S tO p u I | i n yo u r fa VO rite Overview while under development. Please take this into account as you build against a release. Please subscribe to our changelog for |

Developer Preview _ )
tOO I S ickets, along with contacts, companies and deals, are a foundational object in HubSpot CRM. A ticket represents a customer req

Developer preview a response, and the responses generated in reply to this request.

Conversations Live Chat Ticket Pro pe rties
Widget AP

[ ]
CO nve rsatlons APIS to EXtend you r - . \ g As with other CEM objects, tickets support custom properties. The properties for tickets are managed through the CRM Object Pr

Ecommerce Bridge V2
Tickets API

customer commuhnications e Tickets have three properties that must be set when cresting a new ficke

Products API
Line ltems API :

source_type - The channel where ticket was originally submitted, such as email, chat, or phone.
CRM Object Properties

AP

status - The current status of the ticket, such as new, waiting, or closed

created by - The contact record that originally created the ticket, identified by the contact vid.

Authentication
CREM Objec erties.
OAuth 2.0

CRM Integration Guide Associations

FAQ with contacts, companies, or engagements. Any iations for tickets are managed through the CRN

I._J:air‘.-; the

S Ticket aata

Analytics API Tickets will have the following data. Mote that the specific properties included for your tickets may vary depending on which prop

with no value will never be included in a response) and which properties you are requesting. See the Contacts overview for more

chan ge s0ounce.



Service Hub Roadmap: Customer First

Ticket extensions to pull in your favorite
tools

Conversations APls to extend your
customer communications

Contact deduplication to keep your
customer records clean

Review your contacts

Which record would you like to keep?

‘ .. |i h‘-.|£ Nichols I--—-IIII I:'“'-"':I |"'r'|'||: Michols |_-.:I

knichols@hubspot.com knichols+1@hubspot.com
5034907858

Jum 14, 2019 8:00 AM Jun 29, 2018 12:00 AM

Once you merge contacts, this can't be undone.
» The final contact record will have "knichols@hubspot.com” as its primary email address.
» Timeline activity for both contact records will be available in the final record.
*» The mest recent value for each property (for example, "Kyle") will be used in the final

record.

Read more: What happens when | merge two contacts?



Flywheel Step #2

Eliminate Friction

HubSPdt
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How to Eliminate Friction

<9  Consolidate your knowledge

HubSPdt
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How to Eliminate Friction

Consolidate your knowledge

Make your knowledge SEO’d, organized, and public

HubSPdt
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How to Eliminate Friction

Consolidate your knowledge

Make your knowledge SEO’d, organized, and public

Help your customers help themselves

HubSPdt



Eliminate Friction with Service Hub

MMLI

. Consolidated company knowledge

HubSp)dt



Eliminate Friction with Service Hub

MMLI

® CO n SOI id ated CO m pa ny kn OWIedge | Moi | DBS500 Moile XL | B 0 Mobil DB800 Mobile Dual
Helpful Resources

. Organized persona-specific content

Parts Store Dustless Blasting Academy

Shop for replacement parts Basic operation, tips, and tricks

HubSpdt



Eliminate Friction with Service Hub

@ HubBot

M M J HI '_I"'IE'I'E. HI thE‘F':;!.
L How can | assist you today?

b How can | assist you today?

| Order Pans | General Questions General Questions

| Ti l..1|..|:'.1|-:'.'.='."'-:.1-:'1'.||'|-:_i ‘

. Consolidated company knowledge AR

base! Type a question or keywords to
search our articles. (Example: "Pricing

e-, Jobs® or "Nozzle Types®)

HubBot

. Organized persona-specific content

- Used self service to eliminate friction ¢ (@) Hubser ¢ (@) Hubtor

you should use them for....

Read more

Tech Talk: Abrasives, Nozzles, PPE,
Choosing the Right Abrasive (VIDEO) Pressures and More!
Learn about the pros and cons of We answer lots of your submitted
different media types and which projects questions in this Tech Talk with Jennifer
you should use them for.... and Zach....

Read more Read more

Tech Talk: Abrasives, Nozzles, PPE, Would you like to search again using
Pressures and More! different keywords or submit a support
We answer lots of your submitted ticket?

questions in this Tech Talk with Jennifer

and Zach....

Read more ' Search Again Submit a support ticket
|

Wiaild simis Hh 4 cnnonls

HubSp)dt



#2 Eliminate Friction

Knowledge is power,
but only when it’s free.

#INBOUND1S

HubSpot



Service Hub Roadmap: Eliminate Friction

Customize template v Autosaved

Home page tiles

Show sample home page content

New knowledge base design options

Category image type
@ Choose icons from library

Add your own images

Choose which categories appear on the home page
Only categories containing published articles can appear
on the home page. You can do this is in Getting Started Using Scheduling Subscription & Billing

Organise categories (¥ aarn aboul settine vour profile i e 1 Sy

— 1 Getting Started
M

Using Scheduling

Subscription & Billing
Complete Ingredient List Return Policy & Refunds Permissions & Privacy

Nans, payments anda mor f } Out about v i eturn a purcha Find It about etur 1 purcn
Complete Ingredient List

=]

Return Policy & Refunds

&

Permissions & Privacy

&




Service Hub Roadmap: Eliminate Friction

New knowledge base desigh options Sign in to view this page

Settings

L |
L ) . o i . ~ T Edit your article URL *
This page is only available to people who have been given
www.biglytics.net/knowledge/ = using-biglytics/login-and-password-resets

List-controlled KB access

Email* Category * (require
! Using Biglytics
Email
Search for a list
Active App Users (0)

Password*
Active Customer (471)

Password

Active Customers (19265)

Active List - InfoPro [save] event attendance (5)

Remember Me Ads events (Facebook, Linkedin, AdWords) (4)

Forgot your pa

Ads events - Facebook, LinkedIn, AdWords (4)

Active Customer X Active List - InfoPro [save] event attendance X

end a registration email to any contacts on these | haven't already

Having trouble? Contact the admin




Service Hub Roadmap: Eliminate Friction

: & Step 10of 4
VERIFY CONNECT

Preview

LJ Desktop ] Tablet _ Phone

New knowledge base design options

Science Var 0

List-controlled smart access

-~
e

How can we help you?

On-site knowledge & help widget

How to wrangle cats like a pro
are you tired of your cats not staying in

one place? learn how to wrangle them

How to wrangle cats like a pro
are you tired of your cats not staying in

one place? learn how to wrangle them




Service Hub Roadmap: Eliminate Friction

Help Center Home

Support requests

< All requests

Status: Open

New knowledge base design options

Sorting lists of users

Issue number: 531707

Created: May 27, 2019

List-controlled smart access @ somes vz o

The sync button has disappeared from my craft toolbar and | can't sync to invision

=

On-site knowledge & help widget ¢

Hey John

Mancy Allen Tox

Thanks for getting in touch and apologies for the trouble, I'll do my best to help. As a first step, | wanted to check if you you are able to see the "Sync +
Prototype" toggle within Craft Manger (the "C" icon in your top toolbar).

P aECE 4 T OwAE

Self-service customer portal

CRAET PN

Player

If you toggle it off, then back on and then restart Sketch, does that help at all? Additionally, can you confirm the version number of that plugin by
hovering over it as well as your Craft Manager version (click the “C" icon in the top toolbar to open Craft Manager= gear icon=Preferences).

| look forward to hearing back from you!

Thanks,
Monika




Flywheel Step #3

Delight Customers



How to Delight Customers

2

Engage your customers in a modern conversation

HubSPdt



How to Delight Customers

@
<>

Engage your customers in a modern conversation

Y
@k

@ Grow your team without compromising quality

<=

HubSPdt



How to Delight Customers




Delight Customers with Service Hub

S5A4ANTA

mw BIKES WHEELS GEAR TEAMS NEWS DEMO

Santa Cruz Bicycles

e Streamlined warranty claims Make a Bearing Warranty Claim

Lifetime Bearing Warranty
Santa Cruz Bicycles pivot bearings are warrantied for life to the original owner of the bike.

Instructions
Fill out the form, attach a copy of your original purchase receipt, and we'll get a new set of bearings out to you

hours.

Please note that this is not a registration form. Go here to register your Santa Cruz bike or here to register your F

carbon wheels.
Customers outside the United States or Canada: please contact your region's distributor to make a warranty clz

First Name* Last Name*

Please complete this required field. Please complete this required field.

HubSpdt




Delight Customers with Service Hub

Santa Cruz Bicycles

« Streamlined warranty claims

e« CRM-ized Willie’s & Steve’s brains

HubSp)dt

Contacts v Conversations v

Settings

Account Defaults
Contacts & Companies
Conversations
Domains & URLs
Integrations

Marketing

Private Content
Properties

Reports

Sales

Service

Marketing v Sales v Service v Automation v Reports v

< Back to contact properties

Account Verified

3

CONTACTS WITH A VALUE
QOut of 581,455 contacts

0 0

SCORING RULES CHATFLOWS

2

WORKFLOWS

0

CALCULATED PROPERTIES




Delight Customers with Service Hub

Contacts v Conversations Marketing v Sales v Service v Automation v Reports v

Assignee

[*] Demo Sup... ¥ <

Santa Cruz Bicycles

All conversations 799 | CHAT |

® Stream“ned warra nty Claims Assigned to me . Got any questions? I'm happy to help.

Unknown Visitor e 8:27 AM
Unassigned 121 nothing for now thank you

e CRM-ized Willie & Steve’s brains Email

Chat Unknown Visitor ~ ® 8:27 AM | need help with my order

I'd rather no

« Empowered the whole team to service esnae crar

Unassigned ~

Unknown Visitor

| need help with my order 6 hours ago

Welcome message 8:42 AM

ChaT Chatting from: https://www.biglytics.net/

Unknown Visitor e 6:31 PM

Leave your email and we’ll be in t...

CHAT

Comment

&% Yes-howdoiQu... ®3:20PM
w Thank you. Unfortunately there ar...

| CHAT |

Inbox Settings

HubSpdt




#3 Delight Customers

Delight your customers,
because it’s the right thing to do.

#INBOUND19

HubSpot
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Service Hub Roadmap: Delight Customers

Efficient inbox enhancements

Contacts ~ Conversations Marketing ~ Sales ~

[*] Demo Sup... = < Filter~ Q

| Compoe o Palac ;
Daniel Palacios Godoy Jul 27

Cuéntame que dudas tienes

All conversations 766 ® | MESSENGER |

Assigned to me
% Johanna Hernéndez  JulZ23
Unassigned . escribo de nuevo
| MESSENGER |

Email

Chat # Tomas Jensen
Tormnas test

Messenger 10 | MESSENGER |

Forms Cristiano Fortest o Jul16
hola soy Diego

Bots | MESSENGER |

Filtered

Unknown Visitor
Trash Hi Jessie

| MESSENGER |

g Away ~

Unknown Visitor
Token

| MESSENGER |
Inbox Settings

Service - Automation - Reports -

Assignee
" Mark as closed

® Karla Bohan =

July 18, 11:41 AN

Chatting from: https://m.me/1556161204710508

Get Started from Biglytics

Karla Bohan was automatically assigned to this conversation on Jul 18th, 11:41 A

Hi, Thanks for messaging us. We try to be as responsive

as possible. We'll get back to you soon.

Tomas test

41 AM

Reply Comment

A




Service Hub Roadmap: Delight Customers

Change ticket status on outbound email

Automatically change ticket status when an email is sent to a customer.

Waiting on Customer

Change ticket status on inbound reply

Automatically change ticket status when a customer replies to an email.

Waiting on Customer

. Efficient inbox enhancements

Trigger actions when tickets reach certain statuses

Trigger the actions below when a ticket moves into the associated ticket status

« Streamlined ticket automation

When a ticket reaches... When a ticket rea 5 When a ticket re: 5 When a ticket

MNEW WAITING ON CUSTOMER WAITING ON US CLOSED

& Enroll in workflow & Enroll in workflow & Enroll in workflow

Send email

Pipeline is "[*] Support Pipeline is "[*] Support El pipeline es "[*] Techni-

Pipeline", Ticket status is Pipeline", Ticket status is cal Support", el estado Ticket closed (2
"New" "Waiting on Customer” del ticket es "Waiting on

us

=+

(&* Rotate ticket to owner

Rotate ticket between 3

OWners

-+

© Create task

Create task

"Pick up stuff -

n
and assign to Ticket own-

er@.

HubSp)dt




Service Hub Roadmap: Delight Customers

. Efficient inbox enhancements
« Streamlined ticket automation

« All your channels in HubSpot

HubSpdt

GGGGGGGG

hhhhh

B gt BgafaE Fejs

smmmey ApepiEaed

Connect your Facebook account

Connect your Facebook account to HubSpot to
start receiving Facebook messages in your
Conversations inbox.

n Continue with Facebook



Flywheel Step #4
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How to Build Word-of-Mouth

Measure your customer delight

HubSPdt



How to Build Word-of-Mouth

Measure your customer delight

@ Build lists of your happiest customers

<=

HubSPdt



How to Build Word-of-Mouth

Measure your customer delight

=

Activate your happy customers as advocates

HubSPdt



Build Word-of-Mouth with Service Hub

e Organized a flywheel journey workshop

HubSp)dt

Complete Payroll

Customer Journey Map

Direct North America
Summer 2018

Journey Stages

Pain with Existing tools or

Moments in Journey process

Factors leading to a
positive experience

Decision Points

Decision: Pain with existing teols

Factors leading to a
negative experience

Touchpoints

CORE THEME: POC BURDEN

Prepurchase / Sales

Comparing multiple tools /

Sales Negotiations
Research 9

F
Jack Wilkinson, Trupay

Pesitive: decision forming Tiffany Deluccia, The Unstuck Group

Positive: feeling understood by
sales rep

Decision: comparing tools, trying
free CRM

Decision: comparing products

, LegalTVLeads

Negative: feeling pressured during
sales process

Tiffany Deluccia, The Unstuck Group

B Trigger follow-up ¥, Sales: Script Playbook ¥ Links sent out

¢, %3 @ usC Support

Get buy-in from stakeholders / Sales to Onboarding
Advocate internally Handoff

HANDOFF :TEAM CHANGE

|
|
|
|
|
|
I
|
v

Onboarding Prep

Automated handoff

Unstuck Group

icole Martinez, LegalTVLeads

Pasitive: Finding enboarding prep Amy LaVange, Foreup

useful

Negative: not prepared to become
HubSpot owner for company

H

™3 Pricing clarification ¥ Intro to team email ¥ Intro email and eall schedule

Positive: Finding resources to help

y Danielson, CoreHealth
Technolo

Decision: team for setup

Negative: Need to train our rep /
Lack of information transfer

Amanda Champion, Praetorian
Digital

¥, Kickoff eall %, Setup call ¥ a5 day tally survey

E®3 45 day checkin

O

Team setup / Resourcing Calls with O

Andy Bau

Paositive
o

Negative: Not getting the strategic
help that I'd expected

Tiffany Deluccia, The Unstuck Grou,

L5 Q Escalation support har




Build Word-of-Mouth with Service Hub

Complete Payroll

Contacts + Conversations ~ Marketing Sales + Service Automation ~ Reports v Q ﬁ- A @ ~

¢ Back to Customer Feedback

Customer Loyalty (NPS)

« Organized a flywheel journey workshop

Responses Analyze

All responses

« Measured sentiment with micro-surveys i

+ Add filter

SURVEYED RESPONSES RESPONSES WITH COMMENTS

2,771 61 10

Your NPS score o How your customers are feeling e

Date range: Last 3 months Date range: Last 3 months
Promoters 9-10 Passives 7-8 Detractors 0-6

4.92% (3)

19.67% (12)

HubSpdt




Build Word-of-Mouth with Service Hub

‘ O m I et e P a rO I I ® QuickTime Player Fida Edit View Window Help O SO
& Sarvice Rub - Product Scraer X | 5] Product shots we need far SV ) B a ¥ "B Unnamed Contact workfiow

& app.hubspot.com/feedback/ 18976 760/dashboard/manage/surve 1 e=108&s0r=DESC&SOrBy=CcreaedAts

Contacts v Conversations v Marketing ~ Sales ~ Service Automation ~ Reports ~ Q {} @ @

« Organized a flywheel journey workshop
Feedback Surveys

« Measured sentiment with micro-surveys Getting Started

Follow these steps to get Customer Feedback up and running.

BN

Track customer loyalty (NPS) Turn on your support survey Measure customer satisfaction

« Built post-survey automation for advocates

Ask customers if they'd recommend you. Use Automatically survey customers when tickets Get feedback on any part of your customer
the feecback 1o build your reputation and close to track how your suppert agents and axparience, Use it to improve and stay aheac

grow your business, processas are going of the compaetition,

Manage

All surveys Survey type: Al

HubSp)dt




#4 Build Word-of-Mouth

Humans trust humans,
not companies.

#INBOUND1S

HubSpot
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“We want to show we put
customers first. But rather than
sharing it ourselves, we let our
customers share on our behalf.
With customer testimonials, our
clients now say it for us.”

CJ Maurer, Director of Marketing
Complete Payroll



Service Hub Roadmap: Advocacy

Sales ~ Service ~ Automation Reports ~ Enrﬂ“mant tl‘iggﬂrﬁ X

Post-NPS Customer Advocacy & Testimonial Proce

Trigger Re-enrollment
Actions Settings Performance History

—— Trigger workflow:

Advocacy automation

o (® Automatically Manually
-

Enrollment triggers: Trigger workflow when:

Last NP5 survey rating is any ot 9 or 10 ¢ Back

Last NPS survey rating &
Last NPS survey rating that this contact gave

Last NPS survey comment is known ee details &

(® isanyof

? X 10 X

is none of

is known

Delay the next action is unknown

for 10 minutes.
has ever been any of
U contacts

has never been any of

HUbSMt is equal to all of




Service Hub Roadmap: Advocacy

Support Agent Performance

AGENT TICKETS CLOSED AVERAGE TIME TO CLOSE AVERAGE CUSTOMER SATISFACTION

Elva Phillips 3¢ 38 mins 42 secs

« Advocacy workflow automation | .
o Enhanced Su rVey reporting Luella Mack 23 mins 03 secs

Tickets per source Average satisfaction per source

All sources
Email
]

ll'u'ﬁ'u'lli:.‘ b
Phone

Twitter

HubSp)dt




Service Hub Roadmap: Advocacy

Feedback submission

w Aaron Ryan

Feedback

Advocacy workflow automation

detractor (3) fee
® E n h a n Ced S u rvey re po rtl ng Thanks for your feedback. What could we do better for next time?

Hey, I've been thinking about to using your

software for a while and its really made a

« Start conversations with surveys

positive impact on growing our sales.
)\

8 S 5 PM

Want to continue the conversation?

Make 1t easy for any one on your team to

HubSpdt



INBOUND18:
The Flywheel Guide

1. Put the customer first
2. Eliminate friction

3. Delight customers

4. Build word-of-mouth




Marketing

<
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2

Customers

Customers




When you're a startup,
marketing is your voice.

When you're a scale up,
customers are your voice.

I . #INBOUND19

HubSpot



SERVICE HUB PLATFORM
Michael Redbord Nancy Riley

MARKETING HUB

SALES HUB
Nicholas Holland Lou Orfanos HubSppt



Thank you.

Michael Redbord
General Manager, Service Hub

@redbord
mredbord@hubspot.com

HubSPdt



