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Customer Relationships, 

Managed:
Everything you need to know about Conversations, the 

newest addition to Hubspot CRM

B R I AN  B AG D A S A R I A N
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Sort of...
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things on website
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5,598 Sessions of 

Direct Traffic



#PARTNERDAY18



#PARTNERDAY18

Understand the “Why”
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forms?
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here’s where convo gets 

cool
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hits = implicit data collection
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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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engagement alone is 

enough.
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no email = no worries.
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still valuable.
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they exist – conversations 

knows.
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how?
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simple question = make life easier.
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give them info they wanted to know.
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without any other action.
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feel personal.
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he can build 1-1 relationships.
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fully automated.
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we can do it over and over.
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that feels personal
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that feels special
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that feels unique
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1-1 relationships. At scale.
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Platform Level Thinking

Conversational =
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Unified Inbox
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Contextual Bar



#PARTNERDAY18

Shared Knowledge

CRM, Knowledgebase, Past Actions & Experiences
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Visual Bot Builder
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Fully Integrated
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Starter Templates
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Simple Integration
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3 Laws Of Bots
1. A bot 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.
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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.
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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

● Every. Single. Time.
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Conversational Model:
The “script” of the conversation + required data + collected 

data
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build the bot second.

craft the narrative first.
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The least “technologically enabled” members of 
the team often have the most impact in the 
development of the conversational design
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Develop the conversational design around a process (like lead 
qualification), not a function (like lead generation)
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conversational design is an iterative & 
collaborative process.
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use a holistic approach
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Shared 
Knowledge

S.C.O.P.E
Time To Live

(TTL)
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Time To Live
The amount of time that 

someone will wait before they 
expect an answer
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Shared 
Knowledge

The collective total of 
information available for use.
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Standardize

Contextualize

Optimize

Personalize

Empathize
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Standardize
Deliver the correct information. 

Every time.
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Contextualize

Understand - literally - how we got here.



#PARTNERDAY18

Empathize
Deliver the emotionally correct response 

before delivering the factually correct 
answer
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Optimize
Take advantage of a given channel’s 

strengths, and mitigate its weaknesses.
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Personalize
Leverage shared knowledge to make them 

feel special.


