From Funnel to Flywheel
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Service Hub

HubSpot is now in the
business of customer
service software.

And let me tell you why.




The Funnel

Customers



People have changed
We're less patient
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We used to be patient

Call support

Wait on hold

Get rerouted

Wait some more
Finally get an answer

Told no one

Now we're impatient
Start online
Start a chat
Call as last resort

Share experience with
the world



People have changed
We're more skeptical



We used to trust

Trust salespeople

Read company case
studies

Listen to suggested
references

Now we're skeptical

Trust to friends
Read social content

Listen to online reviews



Imbalance

80% - 8%

Of companies believe Of customers believe
they deliver superior customer service. they experience superior service.

Shankman | Honig (Customer Saved infographic)



https://www.entrepreneur.com/article/228129#ixzz2dtg5wBrf

Inside the pain of change

's where opportunity lies




[t's time to move on from the funnel

Marketing

Customers



And embrace the flywheel
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A complete customer experience







How to build a Flywheel



Inbound Service Framework




Inbound Service Framework

Engage customers quickly and personally with
conversational, contextual tools.

Guide customers to good outcomes and trusting
relationships.

Grow together with two-way feedback and customer
advocates.



Introducing Service Hub.

A new product line from HubSpot,
100% focused on the customer experience.
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CONVERSATIONS TICKETS KNOWLEDGE CUSTOMER
BASE FEEDBACK



How do we Engage With Customers Better?

1. Open your communication channels
2. Organise your conversations in one place

3. Create a simple process to track customer needs



Engage Customers with:

Conversations

Have more meaningful, context rich,
customer service interactions with
Conversations.

A universal inbox that helps teams
collaborate on support at scale.
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Unassigned

onvos

:O b

ontext
Sidebar

@ Johnny Appleseed
:o M S
@ Johnny Appleseed
Jackie Simpson
RO Her v think
O Robert Lawless
© o taent
Bobby Williamson

e Tammy Jordan
@ Jackson Daniels
(= L thi

Date: ek v

Let’s talk about cupcakes
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CONVERSATIONS WITH BOT

e Efficiently scale 1:1
communication

e Intelligent routing,
lead qualification,
support & more

BOTS + AUTOMATION

Start from scratch
| 20 Create a custom bot starting with

a blank canvas

Qualify leads

U]
‘oo
o
Determine whether visitors are
qualified before directing them to a
.

representative

&
Book meetings
Let visitors book meetings using a
group or round robin meetings
link

&

a7

Thanks for reaching out! In order to get

you to the right place we need a few
detalls from you. What's you're name?

Excellent, thanks Jackie! Can you
tell us how many employees work

at your company?

‘ 1.5 5-25 25-50 50-150

#PARTNERSUMMIT18



Engage Customers with:

Tickets

Help with landing page

~ About this case

Manage demand, meet expectations, and
stay organized with Tickets.

Tickets for the backbone of a support team.
Add automation and build a customer
helpdesk solution.

low case "Help with landing page”

"90% of consumers believe an immediate
response is “important” or “very important”
when looking for customer service support.”

**HubSpot research, 2018, research.hubspot.com -



Tickets ~
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Reporting

Service Dashboard ~ == . ™ Expen Share m

HELPDESK : REPORTING

Ticket Volume Over Time
e Integrated reporting on tickets| -
e See key support stats like
ticket volume and source ; -
Tickets By Source Tickets by Category
~ [ -
. |
! o, =




Automation

AAAAAA

HELPDESK: AUTOMATION

e Ticket automation o

e Create, manage, and trigger
alerts & actions based off
tickets




How do we Guide Customers Better?

Enable customer self-service and reduce
customer friction

Create content to solve recurring issues and
guide customers proactively

Deliver guidance at the right time in the
customer journey



Guide Customers with:

Knowledge Base

Help customers help themselves with a
robust, data driven knowledge base.

Build simple, well structured articles that
automatically index on Google search.

A
;i‘e. Home Contacts v Marketing v Sales Customer Automation v Reports v

Knowledge

Manage
All articles Author: All ~ Category: All ~
Draft
NAME
® Published
What question is your article answering?
Archived

What question is your article answering?

Why are these workflows wrecking my head?




Help customers help themselves

Public Knowledge Base

€ Culture Amp

Q_ Search for answers

Help Center Home > Launching your survey > Onboard & Exit Surveys

Launching your survey v
General

Onboard & Exit Surveys

Claims

Commerce 4
Getting Started &
Integrations

Making Payments

Launching Onboard / Exit Surveys

Unlike attributed surveys, survey responses for onboard /
exit surveys are typically sent one at a time as a person
enters or leaves an organization.

You can launch Onboard and Exit surveys by hitting the 'Launch Now' button on
the 'Launch Plan’ page. Unlike attributed surveys, survey responses for onboard /
exit surveys are typically sent one at a time as a person enters or leaves an
organization. Launching an onboard / exit survey simply activates the survey so
that you can now invite employees to participate via the 'Start Onboard' / 'Start
Exit' buttons on the Activity dashboard for that survey. Access the Activity
dashboard by clicking on the corresponding survey on the Survey Browser page.

Hooli Surveys AllSurveys showing 14 surveys

= srowse e~ oo

Y ety Workdwide Engagement Survey Engogement 22402017 24pr 2017
EEEEE o e
Filter Clearai M Local Oz Engagement Survey Engagement  19May2017 19 May2017

Reminder emails

Reminder emails are sent automatically 7 days after the survey process has been
started for a person. You can also push a reminder email manually using the
Activity report to look up a person's survey, and clicking send a reminder.

Did this article solve your problem? 15 Yes o No

Related articles
Why doesn't my gift card work?

What's this really small charge on my statement?

Help Centre




How do we Grow Customers Better?

Establish listening posts with your customers

Improve customer experience and earn customer
advocacy

Understand customer sentiment across the customer
journey



Understanding the Customer Journey

First Impression Intended Value Extended Value

: : When do When do When do customers
What is the first : ;

: customers feel customers agree feel like they've
experience - ,

confident they'll they got the value gotten even more
customers have
with us? get what they they wanted from value than they
: wanted from us? us? initially wanted?




Grow with Customers:

Customer loyalty

Select what you'd like to learn more about:
Feedbac i
—

Use a Net Promoter

Truly understand your customers, their
needs, and then take action with Feedback.

Feedback gives you a pulse on customer
happiness and a roadmap for how to
improve it.

®)
b
Err—

What do you think of the Feedback tool?




Feedback - Home

Customer feedback

Customer Loyalty

Trends
All feedback submissions
® Detractors (0)

Passives (2)

® Promoters(10)

t agent pe

3= Filter

USER

Sophia Bernazzani

| loved getting an in-depth demo of each tool, ...

Quintin Marcus

It was great to come together and geta look a...

Ros MacDermott

Hugely valuable to hear the full story from mar...

‘3’ Nicholas Holland

Anna Perko
It was great to hear from everyone on progress...

RATING

9 Promoter

10 Promoter

10 Promoter

9 Promoter

8 Passive

Show text only submissions

Sophia Bernazzani

Sophia Bernazzani

NPS

Details

9 Promoter

Can you help us by expanding on your score?

| loved getting an in-depth demo of each tool, as well as seeing
everyone's roadmaps of the rest of 2018 bringing Customer Hub to
market. I'm nota 10 because it didn’t seem like there was as much
buy-in during Dave's and Marcus's presentations, which could be a

lack of SParketing alignment, but it was a mild concern for me that

Export Search resources (mostly people) might not be in place when they're ready

DATE

Feb 16,2018

Feb 16,2018

Feb 16,2018

Feb 15,2018

Feb 15,2018

to press go on their initiatives. Maybe something to discuss in-
depth in our next standup.

sbernazzani@hubspot.com
4 days
View profile




Feedback - Contact Timeline

< Contacts

@ New note £2 Email t, Call =+ Log activity & Create task [ Schedule
Sophia Bernazzani
HubSpot Start typing to leave a note...
Actions ~

A% B ¢
v~ About Sophia Bernazzani
Activity Notes Emails Calls Tasks
First name
hi
Sophiz Filter activity (17/22) v
Last name February 2018
Bernazzani
Email
sbernazzani@hubspot.com o Sophia Bernazzani was shown a Customer loyalty survey

Feb 16 at 1:03 PM EST

Phone number

Rating: 9  Feedback: Yes

Last contacted

Lifecycle stage | loved getting an in-depth demo of each tool, as well as seeing everyone's roadmaps of the rest of 2018
Laid = bringing Customer Hub to market. I'm not a 10 because it didn't seem like there was as much buy-in during

Dave's and Marcus's presentations, which could be a lack of SParketing alignment, but it was a mild

their initiatives. Maybe something to discuss in-depth in our next standup.

HubSpot owner concern for me that resources (mostly people) might not be in place when they're ready to press go on .
Help



SERVICE HUB

Pricing and Packaging



Service Hub Professional

Pricing & Packaging

$400 month.

Service Hub includes products for teams to

establish service processes and grow better.

Service Hub also includes 5 seats of
1:1 productivity tools for individuals
to be efficient and work smarter.

$80 additional seat.

® English v ContactUs ¥

HubSpot CRM

Free Forever

Marketing Hub

Starting at $0/month Starting at $0/month Starting at $400/month

Starting at

@® Professional $400/month

Not sure which product is right
for you?
Just pick up the phone and give us a call. We'll

help you choose the perf
needs.

plan to suit your

a

Sales Hub

Service Hub Professional

For customer service teams. Tools to connect with customers, exceed their expectations, and turn

them into promoters that grow your business.

FEATURES
Ticketing Reporting
) Customer feedback Contact management
Knowledge base Contact & company
insights
Live chat

Gmail and Outlook

integration

@ Email scheduling

notifications

Automation & routing

Email templates

© Phone & email support



Portal Features Vs. User Features

Portal Features User Features

Every user free or paid has access to: Paid users only (comes with 5 or $80 per
additional seats):

- Tickets - Templates

- Knowledge base - Sequences

- Customer Feedback - Calling

- Conversations - Meetings

- Automation (Workflows) - Snippets

- Reporting - Documents
- Messages

- Notifications




SERVICE HUB

What it means to be
customer first





http://www.youtube.com/watch?v=UEYA9e7nunw

Upskill your team & be more effective at generating leads
Learn from an expert how to get the most out of Hubspot
Meet industry peers & share ideas

Get the latest tips & tricks on Inbound best practices
Share the cost of training with others!!

Vourneen Taylor Aboutinbound.com/capetown

Don’t be shy, say hi - linkedin.com/in/vourneentaylor




. THANK YOU




