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harder to grow it
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Now-obsessed



Source: HubSpot Research

How important is an immediate response
when you need support?

Very Important

Important

Neutral

Unimportant

Very Unimportant

57%

33%

8%

1%

1%

Today, we’re less patient.

90% of consumers expect an 
immediate response from 

customer service representatives.
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Expectations have 
never been higher

Then

Trust is at an all time 
low



Who do you consider to be trustworthy?

Base: 928 Global respondents (up to 3 selections accepted)
Source: HubSpot Global Jobs Poll Q2 2016

Doctor
Firefighter

Teacher
Nurse

Dentist
Accountant

Lawyer
Professional musician

Software developer
Journalist

Barista
Services/customer service

Professional athlete
Investment banker

Salesperson
Marketer

Stockbroker
Cars salesman

Politician
Lobbyist

49%
48%
38%
36%
19%
12%
12%
10%
9%
5%
5%
4%
4%
3%
3%
3%
2%
1%
1%
1%

They’re More skeptical.

Only 3% of consumers 
trust salespeople and 

marketers.





C U S T O M E R

Trendy Truthy

Customer First



Customer-Eventually

C U S T O M E R

Customer First

Trendy Truthy

C U S T O M E R



Static.

Our strategies have remained…
Customers want 
more from you



Most businesses are falling behind



@katwarboys  |    #GrowANZ19    |    @HubSpot

Ye Olde 
Funnel

Customers

Marketing

Sales



@katwarboys  |    #GrowANZ19    |    @HubSpot

Ye Olde 
Funnel

Customers

Marketing

Sales



@katwarboys  |    #GrowANZ19    |    @HubSpot
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“Yes, hello. We’re still on hold” 

Farewell funnel…
Marketing

Customers

Sales
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Se
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ice

Marketing

Sales

Customers
Hello flywheel
A flywheel is a mechanical device 
specifically designed to efficiently 
store rotational energy.
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Your customers keep 
your flywheel spinning
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Friction points create opposing forces 
which slow your flywheel down

• Misalignment across 
teams 
• Disparate systems 

Se
rv
ice

Marketing

Sales

Customers
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Not convinced?
Nor were we.
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TODAY’S  
AGENDA!
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How Disjointed Tech 
Stacks are Damaging Your 
Customer Experience

Scott Brinker 
Vice President, Platform Ecosystems, 

@chiefmartec 

Opening Keynote



Closing the Loop on Customer Data: A 
Conversation with Chief Martec and Xero

Nick Houldsworth 
Executive General Manager, Ecosystem 

Scott Brinker 
Vice President, Platform Ecosystems, 
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Breakouts
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Workshops & Info Sessions

Se
rv
ice

Marketing

Sales

CustomersQuick Wins with HubSpot - Attract, Engage and Delight

From Chaos to Clarity: How to Manage Your Marketing Campaigns 
More Effectively with Asana

HubSpot for Startups Info Sessions

Agency Partner Spotlight: How to Grow a Retainer-Based 
Business



A Closing Conversation: Lessons in Leadership, 
Resilience, and Forging Your Own Path

Ronni Kahn AO 
Founder & CEO

Sabrina Bethunin 
Co-Founder & CEO

Olivia Ruello 
CEO
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Stay updated with Facebook Messenger 

Select the “People” tab on 
Messenger app1 Select “Scan Code” 2

Scan the Messenger Code     
on your seat 3
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Thank your to our partners!
Major Sponsor Content Partners

Community Partners
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Please silence your 
mobile phone. 

But feel free to 
tweet the good 

stuff!

#GrowANZ19


