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365 Days

It’s been an entire year (ish) since INBOUND 16

AND A LOT HAS HAPPENED



The
Fyre
Festival

Failure to deliver what was

promised to customers.
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The
Fyre
Festival

Failure to deliver what was
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promlsed to customers. "'M Reports of bemg locked inside hot airport for hours
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Equifax
Hacked

€)oo -
WHY ARE YOU CHARGING THIRTY BUCKS
FOR A CREDIT FREEZE.

Equifax Inc. & @Equifax
We're committed to updating consumers on steps taken to provide the support
needed and address issues they face around this incident. (1/2)

Failure to focus on customers,
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Oskar Blues
Brews Water

Putting people over profit







Right Wrong

Keep promises Break promises

VS

Focus on customers Focus on profit

People > Process Process > People






THE RIGHT THING TO DO
AND GOOD FOR BUSINESS

e Keeping promises builds trust and retains customers.

e Focusing on customers over profit, creates happy
customers who refer their friends.

e Putting people over process, makes your company
stand out in tough times.

HubSpdt

PARTNER DAY 2017 #INBOUNDPARTNERDAY




I ———————
THE 7 CUSTOMER TENANTS

1. We obsess over opening relationships, not closing deals.

2. We align our rewards with our customers’ success.

3. We prevent our process from becoming our customers’ problem.
4. We admit when we make mistakes and we fix them.

5. We charge transparently and fairly, even if it loses us a deal.

6. We focus on a single customer experience, not our org chart

7. We solve for our customers, not our convenience.

#INBOUNDPARTNERDAY
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Join Us

Succeed because your Customer Did

MORE ON THIS TO COME



Right Wrong

Keep promises Break promises
Focus on customers Focus on profit

People > Process Process > People




Us Everybody Else

inbound

VS Spam



Everybody Else

VS = Spam



Let’s be

the change we want to see in business



What Does This Mean
To You?

NNNNNNNNNNNNNNNNNN



OWN THE LTV CHAIN

HubSPRt

#INBOUNDPARTNERDAY



Not just for SaaS




T
CHANCES ARE...YOU’RE DOING THIS

1. Uncovering opportunities in client base
2. Data segmentation

3. Social monitoring

4. Content creation

5. Customer communications plans

6. Onboarding and hand-off

7. Cross-sell and upsell programs

8. Testimonial, case study, loyalty programs JINBOUNDPARTNERDAY



LET’S REFRESH

ATTRACT CONVERT CLOSE DELIGHT

Promoters

#INBOUNDPARTNERDAY



A FRAMEWORK
6 STAGES

Brand
Awareness

Acquisition

Customer

Onboarding

Value_
Realization

#INBOUNDPARTNERDAY



LET’S APPLY

Brand Customer

Awareness Onboarding

Value
Realization

ATTRACT CONVERT CLOSE DELIGHT
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T
A FRAMEWORK

Brand
Awareness

Acquisition

. Customer
Xpansion Onboarding
Value
Realization
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T
POTENTIAL SERVICES

1. Playbook creation

2. Client communications plan and content

3. Segmentation

4. Social engagement packages

5. Workshops

6. Customer survey development and analysis
7. Reporting

8. Outsourced success management #INBOUNDPARTNERDAY



T
A FRAMEWORK

Awareness

Acquisition

Technology

Customer

Expansion Onboarding
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Introducing
Customer Hub



AN ENTIRELY NEW PRODUCT LINE
FOCUSED ON CUSTOMERS

ATTRACT CONVERT CLOSE DELIGHT

P
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Customers
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AN ENTIRELY NEW PRODUCT LINE
FOCUSED ON CUSTOMERS

ATTRACT CONVERT CLOSE

S © © (V.
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Website

HubSEbt

PLATFORM

#INBOUNDPARTNERDAY



3,500,000,000

Customer Success is a
$3.5 Billion Industry

OOOOOOOOOOOOOO




And there is no
clear winner.
Yet.

Let’s team up to dominate
customer success. Lets define this

space together.

G2 Crowd Grid® for Customer Success
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High Performers
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This a big
opportunity.

But most importantly, Customer
Hub is going to fix the current
(and awful) playbook for
delivering service. A playbook
that hasn’t adapted to meet

customer's needs.

#INBOUNDPARTNERDAY



You love your
customers

But keeping them happy isn’t so

easy anymore is it?










Expectations the
current playbook

doesn’t meet













But the goal isn’t to
just keep customers



It’s to make them
happy and successful









Focus on people not
process

Adapt to how your
customers want help.

Understand them and
address their needs.




Introducing the Customer Hub

My Inbox

Manage and help

Johnny Appleseed

Sales (25
e Johnny Appleseed

C u St O I I l e rS I I l e a S u re Marketing Hey, I've been thinking about using Hey, I've been thinking about to using your software for Appleseed
’ your software for a while. | just ha... awhile. | just have a couple of questions te see if its the sston, MA
] @ Live Chat - Cody Wilson right fit for us
Customer ® m o Call || o Create case
Johany Appleseed Im

@ Aie witliamson *5m Ovarview Activity

o [ i

r | r ' I ve been thinking about using

a I p r O V e e I r your software for a while. | justha...
Social

@ Email - Cody Wilson

Hey Johnny, thanks for reaching out. Would love to set
up some time to chat with you more about your needs.

. Vera Lloyd What's a good number 1o reach you at? e

been thinking about using Cady Wilsan 3m

happiness, and grow I

through their success.

.’. Ruby Bowman

Hey, 've been thinking about using -
your sofoware for a while. | just ha... Templates Snippets Sequences Documents 5 ~ Conversation details
eated date

@ Ermail - Cody Wilson
July 14, 2018,

b' Ruby Bowman

been thinking about using

Facebook/companyhome




Turn Conversations into Cases

O\ .- { The Midnight Society
Escalate |

conversations into a s e

cases, that can be N ST ) johnny Appleseed

) 5:22pm in Boston, MA

m a n agEd’ m O n ito rEd’ o t, Call | < Createcase

Overview Activity

and updated. oo

First name
Johnny

Last Mame
Appleseed




Help Customers — Help Themselves

The tools to aggregate
and host articles and
content that make do-
it-yourself support

easy.

HUbSﬁbt Academy DOCUMENTATION TRAINING CERTIFICATIONS PROJECTS COMMUNITY

Become a HubSpot power user — join us for HubSpot Training Day 2017. REGISTER NOW

Q, Search HubSpot resources...

How to create and analyze Facebook Lead Ads in

HubSpot Related articles

Last updated: September 18, 2017 « Lead Ads FAQ

Facebook's lead ads allow potential custemers to sign _

up for your offers and give you accurate contact
information that you can use to follow up. When

someone clicks on your lead ad, they'll see a form thats ~ Verketing:  Free, Starter, Basic, Pro, Enterprise

auto-filled with info they've shared with Faceboolk, like
their name, number, and/or email. Lead ad forms are

Sales: N/A

#INBOUNDPARTNERDAY



Extract Feedback and Insights

Understand and |
analyze how your
customers feeI dCross

multiple channels.

—
—
—
—
—
——
——
——
—

#INBOUNDPARTNERDAY



Testimonials & Forecasting

Discover great reviews

My Inbox

Sales (25

and word of with ==
Testimonials.
Know which customers

are at risk with

Forecasting.

Online

Contacts

Contacts

< Back

Filtering on "All
contacts”

Add filter

Filter contacts by...

Contact Information
Annual Revenue
Associated Deals
Associated company
Became a Customer Date
Became a Lead Date

Became a Marketing
Qualified Lead Date

Became a Sales Qualified
Lead Date

Became a Subscriber Date

Became an Evangelist Date

NAME

$
&
$

sam@cirithungol.com
treebeard@fangorn.nz
gollum@mordor.nz
frodo@baggins.nz
bill@gates.com

Jakub Derda

Google

Jakub Derda
makemarymagic@gmail.com
zeev+success@hubspot.com
Jen Huang

sstamenov+123@hubspot.com

Search for :

EMAIL
sam@cirithungol.com
treebeard@fangorn.nz
gollum@mordor.nz
frodo@baggins.nz
bill@gates.com
testjderda.1@gmail.co
no-reply@accounts.goo
test.jderda.4@gmail.co
makemarymagic@gmai
zeev+success@hubspot
jenhuang87@gmail.con

sstamenov+123@hubs




Let’s be

the change we want to see in business



. THANK YOU







