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Humans have changed.

Match that change and grow better.
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Humans have changed.

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

Match that change
and grow better.
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1. Put the customer first

2. Eliminate friction

3. Delight customers

4. Build word-of-mouth



Star Service Hub Customers



• What: Performance mountain bikes 

• 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 
experience, from their first day.

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

• Challenge: Turning their happy customers
into new business growth.

Star Service Hub Customers
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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
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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

Get a 360° view of your customer in CRM



Customer First with Service Hub

Plannuh

• Opened up chat conversations
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• Leveraged integrations



Customer First with Service Hub

Plannuh

• Opened up chat conversations

• Leveraged integrations

• Intertwined product & service
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#1 Customer First

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



Service Hub Roadmap: Customer First

• Ticket extensions to pull in your favorite 
tools 



• Ticket extensions to pull in your favorite 
tools

• Conversations APIs to extend your 
customer communications
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• Ticket extensions to pull in your favorite 
tools 

• Conversations APIs to extend your 
customer communications

• Contact deduplication to keep your 
customer records clean

Service Hub Roadmap: Customer First



Flywheel Step #2 

Eliminate Friction



How to Eliminate Friction

Consolidate your knowledge 



How to Eliminate Friction

Consolidate your knowledge 

Make your knowledge SEO’d, organized, and public



How to Eliminate Friction

Consolidate your knowledge 

Make your knowledge SEO’d, organized, and public

Help your customers help themselves



Eliminate Friction with Service Hub

MMLJ

• Consolidated company knowledge



Eliminate Friction with Service Hub

MMLJ

• Consolidated company knowledge

• Organized persona-specific content



Eliminate Friction with Service Hub

MMLJ

• Consolidated company knowledge

• Organized persona-specific content

• Used self service to eliminate friction



Knowledge is power,
but only when it’s free.
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#2 Eliminate Friction



• New knowledge base design options

Service Hub Roadmap: Eliminate Friction



• New knowledge base design options

• List-controlled KB access
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• New knowledge base design options

• List-controlled smart access

• On-site knowledge & help widget

Service Hub Roadmap: Eliminate Friction



Service Hub Roadmap: Eliminate Friction

• New knowledge base design options

• List-controlled smart access

• On-site knowledge & help widget

• Self-service customer portal



Flywheel Step #3 

Delight Customers



How to Delight Customers

Engage your customers in a modern conversation



How to Delight Customers

Engage your customers in a modern conversation

Grow your team without compromising quality



How to Delight Customers

Engage your customers in a modern conversation

Grow your team without compromising quality

Make your service a team sport during busy seasons



Delight Customers with Service Hub

Santa Cruz Bicycles

• Streamlined warranty claims



Santa Cruz Bicycles

• Streamlined warranty claims

• CRM-ized Willie’s & Steve’s brains

Delight Customers with Service Hub



Santa Cruz Bicycles

• Streamlined warranty claims

• CRM-ized Willie & Steve’s brains 

• Empowered the whole team to service

Delight Customers with Service Hub



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



• Efficient inbox enhancements

Service Hub Roadmap: Delight Customers



• Efficient inbox enhancements

• Streamlined ticket automation

Service Hub Roadmap: Delight Customers



• Efficient inbox enhancements

• Streamlined ticket automation

• All your channels in HubSpot

Service Hub Roadmap: Delight Customers



Flywheel Step #4 

Build 
Word-of-Mouth



How to Build Word-of-Mouth

Measure your customer delight



How to Build Word-of-Mouth

Measure your customer delight

Build lists of your happiest customers 



How to Build Word-of-Mouth

Measure your customer delight

Build lists of your happiest customers 

Activate your happy customers as advocates



Build Word-of-Mouth with Service Hub

Complete Payroll

• Organized a flywheel journey workshop



Complete Payroll

Build Word-of-Mouth with Service Hub

• Organized a flywheel journey workshop

• Measured sentiment with micro-surveys



Complete Payroll

• Organized a flywheel journey workshop

• Measured sentiment with micro-surveys

• Built post-survey automation for advocates

Build Word-of-Mouth with Service Hub



Humans trust humans,
not companies.
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#4 Build Word-of-Mouth



“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



• Advocacy automation

Service Hub Roadmap: Advocacy



• Advocacy workflow automation

• Enhanced survey reporting

Service Hub Roadmap: Advocacy



• Advocacy workflow automation

• Enhanced survey reporting

• Start conversations with surveys

Service Hub Roadmap: Advocacy
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When you’re a scale up, 
customers are your voice.

#INBOUND19

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



2:30 
PM

PLATFORM
Nancy Riley

SALES HUB
Lou Orfanos

3:45 
PM

SERVICE HUB

Michael Redbord

10:45 
AM

MARKETING HUB

1:15 
PM

Nicholas Holland



Thank you. 
Michael Redbord
General Manager, Service Hub

@redbord
mredbord@hubspot.com


