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ATTENDEES AT
INBOUND 2018
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Client Service Director
Penquin

@RyanNofal
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Nicole Sengers

Senior Inbound Marketing Strategist
Spitfire Inbound

@Nicole_Sengers



STARTER, PROFESSIONAL, &
ENTERPRISE GROWTH SUITES




Introducing the HubSpot Growth Suites

All the tools HubSpot has to offer at the Starter, Professional
or Enterprise level, available in a single package available for 25% off

Marketing Hub Sales Hub Service Hub

\ HubSpot CRM

See hubspot.com/new for more details.
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http://www.hubspot.com/new

Product Suite | September 2018

Marketing Sales Service

m -
>> >> T >




Jan

HUBSPOT CMS

.



Contacts v Conversations v Marketing v Sales v Service & Automation v Report:

¢ Back to landing pages Content Settings n Publish or sc

el Add modules x
4 Search modules Q B I LYT I C s
@ BUILT-IN MODULES
HubSpot CMS - B
8 See how you can
HubSpot CMS combines the power of website - @ all your campaig
creation with CRM to customize the entire buying " o

journey, streamline marketing and sales alignment, T N
and deliver true closed-loop reporting. ;

Available Now = —
= 5
@ H

O) Q How to Solve for Bus




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

Settings

Account Defaults General Branding Currencies
Mu |tip|e Cu rrenCieS Contacts & Companies
Conversations b4 CU rrenCi es

Domains & URLs Home currency: US Dollar -USD  Edit

Format: $1,234,567.89

Track and manage multiple currencies

) . Import & Export

in HubSpot across your deals and reporting. ,
Integrations v

Built in handling for exchange rates. _ i ik e
Marketing v

; . ; Mexican Peso - MXN 17.45 MX$ 1,234
Available Now | Pro & Enterprise Products Fropestics et

Repo!'ts & Analytics
Tracking Indian Rupee - INR Edit || Delete 67.22 INRR 1,234
Sales v
Service v Japanese Yen 118.45 JP¥ 1,234

Users & Teams
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5 Key Insights

.
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® Earn my attention. Don’t Steal it

Give me something | value before

° you take something | value (like my time)

B
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No Change
) Higher Opinion

How does your opinion
of a company change

when you get an
unwanted outreach?




| IOVE EXPENSE REPORTS

Said no one ever,

Test drive a free 30 day trail to learn more about easy expense
reports can be when delivered on your mobile phone.

Free trial demo here: Link(s)

To setup an appointment with one of our sales reps, please
contact us on ltsAllAboutMe.com or IOfferNoValue.com



THEN WHEN WouLD
BE A GOOD TIME TO
TELL YOU ABOUT OU

SPECIAL OFFER?







Every business that ever started in the
history of businesses started because
there was a problem that needed solving
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Hi Ryan,

We've found that many companies in your industry struggle

with <Insert problem> and because of this, it is causing
<insert impact>

If your company is experiencing the same, can we suggest
30 min to discuss how we may be able to address the
impact this is having and provide <insert new outcome>
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NOBODY GIVES A SH!T ABOUT YOU
OR YOUR BUSINESS.
SOLVE MY PROBLEMS AND ADD
VALUE TO MY BUSINESS OR LEAVE
ME ALONE



c H2

® Own your screw ups
@ ..................................................................................................................................................................

Be Authentic. We all make mistakes

° Say you are sorry, Be Sorry and make it better

B



If a company you regularly buy from made a .
mistake, but apologized and made it right, L \ | \ |
would you continue to buy from them?




We've noticed that you've
had some dropped calls. As
SA's first and best 4G
network, we've given you 10

free minutes to use by
tomorrow 23.59. T&Cs Apply.
















WERE SORnY

& Chachon restauraet wihout any Chuchan, 'y nor sl Mg spciogien %
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WE’RE SORRY

A chicken restaurant without any chicken. It's not ideal. Huge apologies to
our customers, especially those who travelled out of their way to find we
were closed. And endless thanks to our KFC team members and our franchise
partners for working tirelessly to improve the situation. It’s been a hell of
a week, but we're making progress, and every day more and more fresh
chicken is being delivered to our restaurants. Thank you for bearing with us.

Visit kfc.co.uk/crossed-the-road for details about your local restaurant.



IN FEBRUARY 2018, DELIVERY PROBLEMS CAUSED
HUNDREDS OF KFC RESTAURANTS IN THE UK T0 CLOSE.

IT WAS A HUGE NATIONAL NEWS STORY, AND THIS WAS KFC'S
RESPONSE, PUBLISHED IN THE METRO AND SUN NEWSPAPERS.

AFTER APPEARING ONLY ONCE INTWD
NATIONAL NEWSPAPERS, THE APOLOGY WAS:

SHARED T0 AND REACHED
219,138,216 796,709,793
THROUGH SOCIAL WITH EDITORIAL COVERAGE

cdlfiun wErE0 mascaLves Forbes [ Oeswpa s il
Ot Mifror Sirn NME thy smrecss  FOX

worrrost fTee SR METRO  wmaic = 3
Mashable TheTcegraph  EHNEVS  Quuiroowr  BBE  TIME (oomis
"KEC’s genius apology advert KFC launches brilliant adverrt
makes us want to forgive them and people can't get enough of it”
for running out of chicken”
& -
Mirror
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PEOPLE ARE MORE FORGIVING THAN YOU THINK
BE AUTHENTIC
ACTUALLY SAY THE WORD, SORRY
MEAN IT



* H#3

o>0lve for the customer not your.
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THANK YOU FOR YOUR
INTEREST. LET ME WALK YOU
THROUGH OUR SALES PROCESS.
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And they definitely don't care about

YOUR DEPARTMENTS.

L ortheird ysfunctions @




) , _ Why are you offering me | chatted with you guys via live
Wait... | already got this email? Y. are Sl 2 chat. But yourrep doesn'’t
Y9 something | already have? koo P ol 5 R

But it's not just you.
When your marketing depends on a pile of tools that

don’t talk to each other, your customers notice.
And not for the right reasons.

Why are you sending
me ‘markéeting emails
when I'm alréady in
touch with a sales rep?

| filled out “health care”
on your web form, but
you're sending me totally
unrelated follow-up
emails?

| changed companies 3
months ago. Why are you
emailing my old address?




- "Just because something
can be done doesn't mean
that's the only way it can

= be done." - Chimamanda
i EE | Ngozi Adichie

CHIMAMANDA NGOZI ADICHIE
KEYNOTE
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® Ask for feedback, and act on it




Some key notes about feedback

Feedback isn’t about technology
Feedback isn’t about you

It's tough to start gathering feedback
Keep at it

Make sure you action feedback

abhwh =~
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Tell me what | don’t want to hear




PROFITS ’

and something magical just happens?”



Holly Chessman =
@HollyChessman

Knowing that | have blind spots makes me want to learn more -
Chimamanda Ngozi Adichie #INBOUND18



No one knows your customer experience
better than your customers.




Spitfire Inbound @Spitfirelnbound - Sep 5 v

74
The only way to drive delight is to get the entire team involved... The whole darn

organisation @bhalligan @Nicole_Sengers @inbound #Inbound18
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® oReduce the Friction

o To Increase Growth

B





https://docs.google.com/file/d/1ssN-6sQXLukYoMwG5kP94-b5J_ZvXdNF/preview

Trust in Sales and marketing is at an all time low




Friction Inhi_bits.Qrowth

SUBSCRIBE



Then = Funnel
Customers as an afterthought

Marketing

A

Customers

Now = Flywheel
Customers at the center




-0 SemrusH

« If you're putting force on your flywheel and you've got low friction, it’s
going to spin fast - and if it spins too fast, it'll break. You need to build your
flywheel with high-quality, scalable materials. »




In this age of technology N u '
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Figure out what your customer wants
and how you can give it to them.






