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Sort of...
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¢ Back to Analytics Teoks

ffic Analyti

| 5,598 Sessions of
S Direct Traffic
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THINKING...
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Understand the “Why”



AAAAAAAAAAAAA



i
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here’'s where convo gets
cool
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Cool Data

* Direct traffic to a deep page — indicated bookmark

* Multiple visits to same page over period of time — looking for updates
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< Home Granite Roots

sy Granite Roots

argwing 3,054 people like this

100%

Manage
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no emaill = no worries.
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still valuable.
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they exist — conversations
knows.
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how?



simple question = make life easier.



give them info they wanted to know.



without any other action.
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feel personal.



he can build 1-1 relationships.



fully automated.



we canh do it over and over.



that feels personal



that feels special



that feels unique



1-1 relationships. At scale.



Conversational =
Platform Level Thinking
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s Status: All - e0: Cady Tags:support ~  Date: All ime

All conversations

Assigned to me

Johnny Appleseed - Need help syncing my account @ Suppart X Pricing X+
Cupeake candy sesame

snaps bear claw pie.

[owar | lohnny Appleseed

Unassigned
Email

Chat

Hithere! | was trying to sync my o
Jason Williams see if you'd be able ta hel

Bots

Filtered

Jackie Simpson

Unified Inbox

ks like there is a bug on our end - | super appreciste you
11l wark with my t

2 set up from here. Spat awne

@ wootee

Tickets.

Account setup inquiry

e Available = ) Deals

LF Inbox settings 3 PastConversations




Context

ual Bar

Johnny Appleseed
Designer at Biglytics

About Johnny Appleseed

First name

Johnny

Last name

Appleseed

Email

jappleseed@biglytics.com

Create Date

10/06/2017 11:05 AM EDT

Lifecycle stage

Opportunity

HubSpot owner

@ Cody Wilson

Tickets

Account setup inquiry

Status: dropdown

Create: 2 days ago

Past Conversations




Shared Knowledge

CRM, Knowledgebase, Past Actions & Experiences



Visual Bot Builder

¢ Back to Bot Book Meeting Bot #

Search actions Settings

I

Before we get started, what's your name?

¥ Get Email

This action and any conditions will be skipped if Email already exists.

Thanks {{contact firstname}}! Can | get your email address, in case we
get disconnected?

® Book meeting

Book meeting with
15 MIN DEMO



Fully Integrated

Contact Conversatior Marketing ol ervice Autor
Qualify Lead Bot #

Search actions Settings Performar

Hithere! | will be happy to assist you today. What is you

Thanks {{contact firstnamel}! Can we have your email ac
we get disconnected?

® Number of Employees

Thanks! How many employees work in your company?

Select an action

Bot messaging

Q

Send message
from bot

CRM

@ O

Set contact Set company
property value property value

Service

O o

Display
knowledge

Croate new
article ekt

Conversations  Automation

o

Enroll in

Agent handoff el

‘ Cancel

o

Add to static
st

Booka
meeting




Starter Templates

¢ Back to Bots

Start from scratch
Create a custom bot starting with
ablank canvas

Qualify leads

Determine whether visitars are
qualiied before directing them to 8
representative

Book meetings

Let visitors book meetings using a
group o round robin meetings
link

Support bot 8

Display knowledge articles for visitors

or let them create a ticket

MName your bot #

Thanks for reaching out! In order to get
you tathe right place we need a few
details from you. What's you're name?

Jackie Barcamonte

Excallent, thanks Jackie! Can you
tell us how many employees work
at your company?

525 ‘

25-50 H 50-150 |

Create bot




Thanks for checking out our pricing

page. Let us know if you have any

question on our products.

Simple Integration




3 Laws Of Bots

1. Abot must be simple to both create and use.

2. A bot must serve a purpose, streamline a process, and provide a tangible net
benefit to both the user and owner.

3. A bot must be aligned with the ideals and concepts of Inbound, while staying

true to both Laws 1 & 2.



3 Laws Of Conversational

1. A channel must be simple to both create and use.

2. A conversation must serve a purpose, streamline a process, and provide a

tangible net benefit to both the user and owner.
3. A strategy must be aligned with the ideals and concepts of Inbound, while

staying true to both Laws 1 & 2.
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Remember...

1. Conversational = Platform Level Thinking

2. Conversations (the tool) integrates with / relies on CRM, ServiceHub, and
Channels

3. Bots can do SO MUCH MORE than a form — utilize this ability to maximize results

4. Your goal = Build 1-1 Relationships. At scale.



. THANK YOU
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The right message

At the right time

To the right person

With the right information
On the right channel

e Every. Single. Time.



Conversational Model:

The “script” of the conversation + required data + collected
data



craft the narrative first.
build the bot second.



The least “technologically enabled” members of
the team often have the most impact in the
development of the conversational design



Develop the conversational design around a process (like lead
qualification), not a function (like lead generation)



conversational design is an iterative &
collaborative process.



use a holistic approach



Time To Live Shared
(TTL) Knowledge

S.C.O.P.E



Time To Live

The amount of time that
someone will wait before they
expect an answer




Acceptable T.T.L

Days per channel
30

20
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Shared
Knowledge

The collective total of
information available for use.




I
Standardize

Contextualize

Optimize

Personalize

Empathize



Standardize

Deliver the correct information.
Every time.




Contextualize

Understand - literally - how we got here.




Empathize

Deliver the emotionally correct response
before delivering the factually correct
[




Optimize

Take advantage of a given channel’s
strengths, and mitigate its weaknesses.



Personalize

Leverage shared knowledge to make them
feel special.




