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A recording will be sent out along
with a link to some remote work

resources following today’s webinar.
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User Webinar Tomorrow (link in the resources section)

Building a Customer
Experience that Drives
Retention

Free webinar training for HubSpot users

May 29,2020, 11 AM ET




TODAY'S AGENDA:

1. Empowering your customer

2. Empowering your team

3. Audience Q+A




Treating Customers Well Matters

[ Not at all important ] Not very important [} Somewhat important Important [ Very Important

Is trustworthy 102X e : 3% 2%
Protects data and privacy |74 15%1 ' 29% [ 5%

Great customer service | 105/ 74%013% 38% A%
Treats employees well Y ' 36%

Great value for the money
Cares about
Customer first 512 %3700015%)
Great customer experience I I3 017%
High quality products 1% WA%
Treats me like a person B A% T19%
Shows adaptability T /722 Sn22%0
Acts on feedback I 5 N20%
Low prices [T W6 - I 124 %0
Transparent communications 25 5 P S
Company values 25 D 5
For people like me 256 0 605
Saves me time I I I N27%
Empathetic communications 2 O 20
Understands me 3o N O A 3 07
Supports small businesses &z A oop
Adjusts advertising 7 2 S
Advertises appropriately &z &3
Makes donations 7 N i S
Leader in industry B qigAs 31%
Locally owned 7 . N 3 25%  10%

0% 25% 50% 75% 100%
% of respondents

Source: HubSpot Survey, April 2020; All Respondents (n=1943): Q39 -




In a Cirisis, It Matters Even More

Adaptability in times of uncertainty
Treats employeeswell =~

| Cares about customers/community I m

Trustworthy

Puts customerfirst =00

Great customer service

Protects data/privacy

Adjusts advertising to reflect current
Value for the money

53%

46%
43%
43%
41%
41%
40%

Transparent communications
Great customer experience

40%
39%

Empathetic communications
Treats me like a person
Makes donations to meaningful causes
Company values

Acts on feedback

Has low prices

Supports small businesses
High quality products
Understands me
Appropriate advertising
Saves time

For people like me
Locally-owned

Leader in industry

0% 20%

Source: HubSpot Survey, April 2020; All Respondents (n=1943): Q40 - What impact, if any, has COVID-19 (novel coronavirus) had on the importance of

39%
39%
[ 39%
38%
37%
36%
36%
34%
32%
32%
31%
30%
23%
23%

40%

% of respondents

56%

60%

each of the below for you, personally, when thinking about the companies/businesses you choose to support (e.g., buy products/services from)?



Retention is More Important Than Ever:

Cost of acquiring customer: It's 5-25X more expensive to acquire a new
customer than it is to retain an existing customer.

Lifetime value: A 5% increase in customer retention can increase
company revenue by 25-95%. That's a big improvement especially when
new business is hard to generate.

Loyalty: Retained customers are more likely to chose your business over
others or to come back and spend once the economic crisis improves.




EMPOWERING YOUR
CUSTOMER




Be Where Your Frictionless Self Manage Expectations
Customers Are Service & Assisted
Experiences
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Be Where Your Customers
Are



Be Where Your Customers Are

Your list of available channels is shifting - and fast

Chat
Email
Phone

Storefront Video Calls
In-home Visits ‘ Review Sites
Office Visit Website

Community
Knowledgebase
Social Media




Be Where Your Customers Are

Prioritize new channels for support: chat

Conversations

40%

30%

20%

) I I

- _-_-_.i-___-_._ _l_ B N N
==

Performance Against Pre-COVID Benchmark

-10%

01/13 01/20 01/27 02/03 02/10 02/17 02/24 03/02 03/09 03/16 03/23 03730 04/06 04/13 04/20 04/27 05/04
Weeks
@ Conversation Interactions %

On-site chat volume has increased 29% since pre-covid averages
and seems to still be on the rise




Be Where Your Customers Are

Prioritize new channels for support: knowledge-base

HubSppt Help Center

Software ~

How can we help?

Pricing

Search all help and learning resources (o}

Community

&

Start a discussion, browse
solutions, and get tips
from HubSpot experts

Developer
Documentation

e

Read reference

Knowledge Base

®

Read how-to articles and
guides for all HubSpot
tools

Customer Blog

e

Read examples of how

Academy

Watch video trainings
and get certified in
HubSpot

Partners

Lo

Work with a certified

Resources ~

Lighten the load for chat, email,
and phone support by making as
many answers available as
possible in self-serve form.
Source material from:

e Customer success call,
email, or chat logs

e Customer success training

e Community-generated
content

e Sales conversations




Be Where Your Customers Are

One channel should not block access to others

HubSppt Knowledge Base

Help Center Documentation ~ Training ~

Community ~ Blogs ~

Knowledge Base > Account & Setup > Billing > HubSpot billing and payment | Frequ...

HubSpot billing and payment |
Frequently Asked Questions

Find answers to common questions about billing information in your account.
Billing and payment questions

Where do | find my invoices and payment receipts?

At the start of your billing cycle each month, you'll receive an invoice in your account. If
your contract is established on invoicing terms, an email with your invoice information
will also be sent to the billing contact of your account. Upon making a payment,

a receipt will be sent to the billing administrator of your account.

You can also view your invoices and receipts within your HubSpot account. Learn more

Table of contents

Billing and payment questions

Account and subscription questions

v

Hey Juliana

let's find you an answer

Search the knowledge base

Top searches for this page

HubSpot billing and payment | Frequently Asked

Questions
Change your billing information

Pay your invoice with a credit card

Support

@ Get Ops Help

i Ask the community

& View your support inbox

B3 Contact support

When one channel
doesn’t have the
right answer -
provide people
another option.




Be Where Your Customers Are

Sometimes, you need more than a bot

At HubSpot, our current
experiments show that 91% of our
conversations with customer
support bots end up with a human
to human interaction.

< Back

8 Chat . Callme

&Ari

Email

your website pages so your visitors can

start a conversat...

Choose your bot actions

Learn more about bot actions and how

to customize the flow of your
conversation with connections.

Did these answer your question? If not,
I'll see if a support specialist is available

to help.

12:43 PM

HubBot

No, | still need help

12:43PM

5 Great - soreone is on their way now.

They will send a message when they

get here.

12:43 PM

0"

Hello - | see you're looking to create a

chatbot. What's your goal for the bot?

12:47 PM

|Write a message




Frictionless Self Service
and Assisted Experiences



Frictionless experience between self vs. assisted

Organization need to nail these 3 questions:

1. What are the common needs that can and “should” be addressed via self
service

2. Where are possible dead ends between self vs. assisted. For example, do
you have chatbots that traps the user in the channel rather than connect
to live chat?

3. How frictionless is the transition from self to assisted at the moment?

7



Manage Expectations



Manage Expectations

People should not have to guess:

How long will it take to talk to someone?

Are there alternate channels of communication?
What type of requests can be accomodated?

Is there any documentation they can reference first?

W=




Manage Expectations

A wait is ok, a wait without warning is not

customersuccess-emea@hubspot.com

. 2 MONTHS €&
To: Billing Team

Hi,

Thank you for your email. Due to the global impact of COVID-19 our responses may be slightly slower
than normal as we want to make sure we address each email thoughtfully. Rest assured we will get back
to you as quickly as possible, and thank you for your understanding.

Stay Safe,
Your Customer Success Team

< Reply 4~ Reply all




Manage Expectations
Help people understand their options

Contact Support

Support options are based on your product plan.

Free Starter Professional  Enterprise
¢ CRM Free accounts are supported by the
Community. i
4 i v v v v
Community
e All Starter accounts are supported by the above +
email and chat.
2
E-'I v v v
e All Professional and Enterprise accounts are el
supported by the above + phone. Log into your
account to request a call or contact us directly: i v v v
Chat
Select your country
United States - L % v
Phone

1-888-HUBSPOT x3 (1-888-482-7768 x3)

Please note that not all phone carriers allow toll-

free dialing. If you have multiple HubSpot products, your support options are based on your

highest subscription. Learn more about getting help with HubSpot.




Manage Expectations

Be transparent to your customers about what you can accommodate

Actions We're Taking

Adding free tools: Businesses of all types and si
position of having to move whole portions of their
businesses adapt, we're making our paid Meeting|
and 1:1 Video creation tools completely free. We'l
as soon as they are live — you'll receive this func|
activate it.

Removing limits: At this time of change, busines:
contact with their customers and stay connected t
the next 90 days, we're suspending marketing em|
Professional and Enterprise customers, and incre:
minutes/month for Starter and Professional custor]
Hub.

Reducing prices: To support small businesses thj
reducing the cost of our Starter Growth Suite from

USD/month. For 12 months from purchase of this

Growth Suite customers will have access to the b

Community Programs and Guides

In these times, it can be helpful to connect to others and learn from each
addition to the policy changes laid out above, HubSpot has put together a
educators, community managers, and creators to develop a series of guid
programs for this new era in business.

« Virtual Events: Over the coming weeks, you'll be able to join virtua
and HubSpot user groups where you'll be able to talk with HubSpot
employees, industry experts, and, most importantly, one another.

Online Community: Connect with other members of the HubSpot (

right now.

Relevant Content: We are also releasing a series of content exami
times and giving guides for how to rapidly evolve your go-to-market|

starting with the most urgent need many of you have which is opera|
effectively from your homes instead of a central office. "

Please, We Want to Hear From You
What we've just laid out is a start — our start — for how to help keep businesses
moving and growing. But we know that every business’ circumstances are different,

and we want to know more about the challenges facing you.

Please share your questions, feedback, and suggestions with us by replying

to this email. (We will read every single one of your emails).

We wish you the best and look forward to better times.

Sincerely,
Brian Halligan & Dharmesh Shah

services software at the reduced price. This change will be rolled out in the coming

weeks.

&4




EMPOWERING YOUR
TEAM




Remove Barriers Foster Creativity Provide Data

Q



Remove Barriers



Remove Barriers

There's nothing worse than...




Remove Barriers

Who knows your customer best?

Customer Manager

2+ degrees of
separation

1 degree of
separation




Autonomy

Customers
happy but risky
for business

Move fast with
little risk

Customer
Success and
Customers

Frustrated

Customers may
get frustrated
but safe for the
business

Guidance




Autonomy

Customers
happy but risky
for business

Move fast with
little risk

Customer
Success and
Customers

Frustrated

Customers may
get frustrated
but safe for the
business

Guidance




Remove Barriers

3 Key Strategies to Help our Teams Move Faster

% Guide & flowcharts to guide CS on options

P

j ata] Weekly stand-ups for managers

Ag’; Streamlined approval processes

p——




A HubSpot customer

success story from not too
long ago...




Foster Creativity



Foster Creativity

Have an a-la-carte menu of customer retention tools

@-

Discounting

>
Delayed
Payments

Downgraded
Package

Customer

Conversation




Foster Creativity

Let your team and customers propose solutions

Consider Implementing:

e Customer Success weekly stand-ups

A way to flag and forward relevant feedback more quickly
within current systems

A "Voice of the Customer” program

Customer Roadblocks program

Regular customer NPS surveys

Slack channels with marketing, CS, and leadership




Foster Creativity

Use education as a tool to quell panic - example (this series!)

The Future of Remote Work is Now
Culture Happens
Careor

CULTURE | N

| HAPPENS

How to Be Successful
at Remote Sales,

Adapt 2020: According to

HubSpot's Remote

An Education Series .
you, i s [ | e

Tihs,

e

Episode Website 1

25min s
More Episodes

it s comjpodeasiscuture-happens.

A oy s by et i = Livestream

jed 3 hours age

Adapt 2020: Enabling
Remote Sales and

Marketing Teams / Adap 8
- #adapt2020

Each Week You'll Get:

. . . Vewmore ssons
The HubSpot-Built Integration for Zoom

customer data to help bri

current marketing, sales, and
services trends.

stratogios into action

tolight  resources that help you put these

Benchmark Data Educational Content Live Events «
~ The HubSpotBuilt In-

We're digging into our own Blog posts, guides, templates, and  Each week, we'll bring you thought tegration for Zoom

aggregated and nizod more - we'll ‘eaders from across sales, S

marketing, and sarvices to shara
their thoughts and answer your
questions.

Get Curated Weekly Content Right in Your ®

Inbox

O Wiy i o
iy e
ety

ity

The HubSpot-Built
Integr. . for Zoom

Remote Sales & Marketing:
A Guide to Moving

Your Business Online




Foster Creativity

Don’t forget to educate your own team

COVID Consulting

Wor
Curt

Agenda

1. Quick Review X . .
Toolkits Going Live!
2. Adjusting Your Content Strategy

Helping Customers with Their Flywheel During COVID
3. Rethinking Your Ad Strategy ovmgifindoeodbas

4. Social Strategy During COVID

Spoortg he EngegsPhase g COVD.

5. Marketing Housekeeping e

6. Q/A

Supporing e Dulgh Prase g COVD




Provide Data



Provide Data
Bring visibility into the support process

Your customers are under a lot of pressure right now. Lead
with empathy and then ask - what information can help you
better anticipate and solve someone’s problem?

Content of interest

Past support calls/tickets
Purchase history

Emails sent from marketing/sales




Provide Data

Don’t make it a guessing game




ALL OF THIS HELPS YOU
BUILD EMPATHY.



3 Takeaways:

. Retention is “earned”

. Empathy needs to go both ways
(customers & employees)
. Play the long game



Q+ A

Feel free to suggest if you haven't yet!




