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WHY CUSTOMER DELIGHT 
IS SO IMPORTANT. 1 



Most businesses spend the majority of their money and 
time on acquiring customers and building products. 



Customers feel  
left out. 



more costly to attract a new 
customer than it is to retain an 
existing customer. 

6-7x 

WHITE HOUSE OFFICE OF CONSUMER AFFAIRS 



of consumers say that their 
customer service experiences 
with companies typically 
exceed their expectations. 

7% 

ECHO 2012 GLOBAL CUSTOMER SERVICE BAROMETER 



There is a huge 
opportunity here!  



Customer delight is a 
competitive advantage. 



Your promoters will attract more 
strangers to your business. 

 

Take a moment to think about that.   



Trust is what will create  
lasting relationships with people.  



Trust is critical to creating  
an Inbound Experience. 
An experience that’s built by people, for people. 



HOW TO DELIGHT  
YOUR CUSTOMERS. 2 



“If we all have a shared and beneficial outcome in 
serving our customer, we have a unified place where all 
our interests converge. Success is not defined by our 
own personal and business line goals;  
success is in the eyes of the customer.” 
 
General John E. Michel  

 

10 LEADERSHIP LESSONS FROM U.S. COMMANDING GENERAL JOHN E. MICHEL – HUFFINGTON POST 



The customer's 
experience … 



…is formed by  
every interaction. 



Customer delight is not just a  
post-sale activity. 
 
It should be a priority both pre- and post-sale and wherever customers  
are in the buyer’s journey. 



The three pillars 
of customer 

delight. 



1  Innovation  

2  Communication 

3  Education  

THE THREE PILLARS OF  
CUSTOMER DELIGHT 



INNOVATION  
 

Change is better than the status quo. 
Innovate to serve people with the right products. 



COMMUNICATION 
 

Personal is better than impersonal. 
Communicate to help people.  
 
 



EDUCATION 
 

Empowering is better than ignoring. 
Educate people to grow their knowledge. 
 
 



SEVEN CUSTOMER  
DELIGHT GUIDELINES. 3 



“Loyalty is when people are willing to 
turn down a better product or price to 
continue doing business with you.” 
 
Simon Sinek 



1  Delight Employees 

2  Educate Employees 

3  Empower Employees 

4  Listen  

5  Ask Questions 

6  Help & Educate 

7  Follow up 

SEVEN CUSTOMER  
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“Customers will never 
love a company until the 
employees love it first.” 
 
Simon Sinek 



Delight your employees  
and they will delight your customers. 
Happy employees create happy customers  
and allow for sustained customer delight. 



Customers and 
employees  
are a business’s 
greatest assets. 



Your hiring methodology  
is critical to delighting 
your customers. 



Test for culture fit 
Create a set of culture-specific interview 

questions, have the interviewee meet with 
multiple people & create pre-hire culture 

immersion experiences. 



CREATE A HIRING 
METHODOLOGY  
THAT TESTS: 
 

•  Skills 

•  Culture fit 

•  Beliefs 

•  Experience  

•  Ideas 
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SEVEN CUSTOMER  
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“Customer service shouldn’t just be  
a department, it should be  
the entire company.”   

Tony Hsieh, CEO of Zappos 



Every small interaction 
makes a difference… 



…because they create 
the larger experience. 



Develop team principles that your 
employees live by. 
 

Principles create autonomy and empower employees to make  
decisions on their own. 



solve for the customer. 

The principles should reinforce  
the fact that employees should always 



•  Execute with excellence 

•  Educate with passion 

•  Create a consistent learning experience 

•  Seek out company-wide collaboration 

•  Provide outstanding customer service 

•  Always be learning 

•  Never settle 

*    Stay weird  

HUBSPOT ACADEMY PRINCIPLES  



•  Teach every employee the pillars of customer delight 

•  Implement a new hire training program  

•  Develop on-going training programs 

•  Educate them by doing, not by way of lecture or presentation   

•  Share stories of what great customer service resembles 

•  Share examples of what solving for the customer looks like   

•  Everyone at the business should be educating employees in some capacity  

HOW TO EDUCATE EMPLOYEES 
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SEVEN CUSTOMER  
DELIGHT GUIDELINES 



Everyone at the business  
should be able to identify a  
customer by persona.  



USE A PERSONA TOOL 



Let employees’ personalities  
shine through. 
You hired them correctly,  
so let them free. 



They are the faces of the business. 
They interact with people every day. 



Solve their problems 

Be enthusiastic & fun 

THE CUSTOMER DELIGHT CHECKLIST  

Provide recommendations 



Under promise, 
over deliver. 

The Promise: Support rep says, “I’ll 
contact you within 24 hours with     
a solution.” 
 
The Over Deliver: Support rep 
contacts customer 6 hours later with 
the solution.  
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Collect data. 
Identify opportunities to collect 
qualitative & quantitative data  
about the inbound experience.  



Use social monitoring as a listening tool. 



Silence is your friend.  
Follow the 80/20 rule. 



Repeat what they said. 
Ensure you’re on the same page and you’re both 

discussing the same thing. 



Show empathy and be empathetic. 
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Go exploring with customers. 
Ask questions to learn more about their problem or question. 

	
  



Start questions with 

Why, How, What, When, Where, Who 



Pay attention to verbal and 
non-verbal communication. 

Like facial expressions, vocal rhythm,  
body expressions or touch. They will help you better 

understand the person’s problem or question.  
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“The businesses 
that are the  
best educators  
will be the most 
successful.” 
@MarkKilens 



Solve their problems 

Be enthusiastic & fun 

THE CUSTOMER DELIGHT CHECKLIST  

Provide recommendations 



Employees should be  
problem solvers. 

Solve the right problems for  
the right personas. 



Create content just for customers. 

 Blog 
Articles 

Interactive 
Tools 

Photos and 
Infographics 

Videos and 
Podcasts 

Presentations 
and eBooks 



How can you 
exceed their 
expectations? 
It will help you build trust  
and create promoters.  



It's not what you say, but  
how you make them feel that 
creates a lasting relationship. 



Measure & track  
all interactions 
to help you improve the  
inbound experience. 
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Make sure you 
always resolve 
all of their problems. 
Be a true “problem solver.” 
 



Be on time. 
Set the right time expectations and 

don’t take longer than you promised.  



Use email workflows to follow-up 
with customers after they purchase. 



Solve for the customer,  
Don’t solve for the number. 
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Follow and practice the seven guidelines. 
 

If you do, you will be focused on creating a remarkable inbound experience  
that your customers will love. 



Developing and establishing trust is critical to 
creating an inbound experience.  



Remember:  
You build trust in 
every small interaction 
you have with people. 



All of those small interactions  
will create lasting relationships.  



KEY TAKEAWAYS  
AND RESOURCES. 4 



1  Building trust is core to customer delight. 

2  Your priority should be to serve people. 

3  Every small interaction matters a lot because they create the 
larger experience.  

4  Customer delight is not just a post-sale activity. 

5  The three pillars of customer delight are: innovation, 
communication & education. 

KEY TAKEAWAYS 



6  Your hiring methodology is critical to delighting your 
customers. 

7  Develop team principles that your employees live by. 

8  Everyone at the business should be able to identify a 
customer by persona.  

9  It's not what you say, but how you make them feel that 
creates a lasting relationship. 

10  Solve for the customer, don’t solve for the number. 

KEY TAKEAWAYS 



RESOURCES 
1  Inbound Inspiration Video – “Human” [video] 

2  Are You Bogged Down in an 'ABC' Way of  
Thinking? [blog post] 

3  11 Ways to Give and Get Customer Love [blog post] 

4  How to Use Welcome Emails to Delight Your New Blog 
Subscribers [blog post] 


