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Conversational 
Marketing

What’s the big deal?
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Consumer expectations have never 
been higher

Then
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Base: 1,000 consumers in the US, UK, Australia, and Singapore
Source: HubSpot Research Consumer Customer Support Survey, Q2 2018

They’re less patient.

90% of consumers expect an 
immediate response from 

customer service representatives.

How important is an immediate response
when you need support?

Very Important

Important

Neutral

Unimportant

Very Unimportant

57%

33%

8%

1%

1%
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Static.

Our strategies have remained…

Customers 
expect more 
from you



They want you always on.

Always there.

Always knowing who they are.

Always ready to help.
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Most businesses are falling behind



Static.

Our strategies have remained…



Slow.

Our strategies have remained…



Impersonal.

Our strategies have remained…



89%
of consumers would like to use
messaging to communicate with businesses

Base: 6,000 consumers in seven countries
Source: Twilio Global Mobile Messaging Consumer Report 2016 @HubSpot | #GrowANZ19 | @xELISSA

https://assets.ctfassets.net/2fcg2lkzxw1t/5l4ljDXMvSKkqiU64akoOW/cab0836a76d892bb4a654a4dbd16d4e6/Twilio_-_Messaging_Consumer_Survey_Report_FINAL.pdf


48%
of businesses are equipped to connect with 
customers through messaging

Yet only

Base: 6,000 consumers in seven countries
Source: Twilio Global Mobile Messaging Consumer Report 2016 @HubSpot | #GrowANZ19 | @xELISSA

https://assets.ctfassets.net/2fcg2lkzxw1t/5l4ljDXMvSKkqiU64akoOW/cab0836a76d892bb4a654a4dbd16d4e6/Twilio_-_Messaging_Consumer_Survey_Report_FINAL.pdf


Helpful
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PersonalPersonal



Authentic



Like this…





This is conversational marketing



This is conversational marketing
sales



This is conversational marketing
sales
customer service
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Sound unrealistic?



#INBOUNDPARTNERDAY

SUPPLEMENTING EMAIL

Messenger Email Improvement

Open rate 79.57% 32.82% 242%

Click rate 12.77% 2.10% 609%

MQL 0.07% 0.01% 694%
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#INBOUNDPARTNERDAY

PAID LEAD GENERATION

Messenger Landing Page Improvement

Click to submission rate 11.21% 3.79% 296%

Cost per lead $4.77 $22.75 477%

Cost per MQL $11.69 $46.25 396%
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#INBOUNDPARTNERDAY

EVENT ENGAGEMENT

Grow with HubSpot Sydney 2017

% of attendees enrolled 47%

Avg. open rate 93.5%

Meetings booked with sales 46

10.8% of attendees that used the Messenger bot booked 
a meeting with a salesperson during the event
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How to Implement a 
Conversational Strategy



Define your goal
Step #1
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Goals for the ‘attract’ stage

• Share information or content

• Generate leads

• Gather more context
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• Generate leads

• Gather more context
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• Share information or content

• Generate leads

• Gather more context

@HubSpot | #GrowANZ19 | @xELISSA



Goals for the ‘engage’ stage

• Nurture leads to MQLs

• Connect with salesperson

• Complete purchase
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• Nurture leads to MQLs

• Connect with salesperson

• Close customers
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• Nurture leads to MQLs

• Connect with salesperson

• Close customers
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of companies take more 
than 5 minutes to respond 
to a sales enquiry

90%

Base: 512 B2B companies
Source: Drift Lead Response Report 2018 @HubSpot | #GrowANZ19 | @xELISSA



• Nurture leads to MQLs

• Connect with salesperson

• Close customers
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Chat has the second 
highest close rate on 

hubspot.com



Goals for the ‘delight’ stage

• Improve customer support

• Increase lifetime value

• Remove friction in customer 
experience
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• Improve customer support

• Increase lifetime value

• Remove friction in customer 
experience
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Amongst HubSpot customers, chat 

is the preferred way to get help



10-15%
of the website chats HubSpot receives 
every month are support related

Help! 
In fact,
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Think about how to 
best help customers 
looking for support via 
messaging channels:

• Chatbot for answering FAQs

• Surface articles from knowledge base

• Assign complex cases to chat agents

• Book a meeting if further support is needed
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• Improve customer support

• Increase lifetime value

• Remove friction in customer 
experience
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• Improve customer support

• Increase lifetime value

• Remove friction in customer 
experience
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Build chat into your existing 
‘tech stack’

Step #2



CRM + Chat =

üPersonalised

üHelpful

üEfficient 

conversations at scale
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To bot, or not to bot?
Step #3
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ü Automate common interactions

ü Solve a problem or streamline a process

ü Remove friction in the customer experience

ü Add real value to your business

Good use cases for bots…

faqbot.co



✘ Redirect user to another channel 

✘ Complex, unpredictable interactions

✘ Adding friction to customer experience

Bad use cases for bots…
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Choose the channel / tool
Step #4

Messenger WhatsApp Slack Onsite Chat
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ü Can it help you meet your goal?

ü Is it a channel your audience uses? 

ü Can it integrate with your CRM?

ü Will you need dev support to build it?

ü Is it easy for teams to adopt across your business?

Things to consider…
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Segment your audience
Step #5
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Why segment your audience?

• Controls demand 

• Ensures only the 
intended people can 
engage

• Improves customer 
experience
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Plan to drive demand
Step #6
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Stage in Flywheel Goal Source of Demand

Attract Generate leads Blog

Convert Connect with salesperson Pricing page 
Product page 

Delight Improve customer support FAQs page
Knowledge base

Onsite chat
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Offsite chat
Using Messenger as the example…

Stage in Flywheel Goal Source of Demand

Attract Generate leads Messenger Ads

@HubSpot | #GrowANZ19 | @xELISSA



@HubSpot | #GrowANZ19 | @xELISSA



Offsite chat
Using Messenger as the example…

Stage in Flywheel Goal Source of Demand

Attract Generate leads Messenger Ads

Convert Connect with salesperson Retargeting via Messenger 
Ads

@HubSpot | #GrowANZ19 | @xELISSA



Offsite chat
Using Messenger as the example…

Stage in Flywheel Goal Source of Demand

Attract Generate leads CTAs on your website
Messenger Ads

Convert Connect with salesperson Retargeting via Messenger 
Ads

Delight Improve customer support ‘Send message’ button on 
Facebook page
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Plan to meet demand
Step #7
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What’s worse than not 
having chat?
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Not responding to it!
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Don’t be one of those companies…
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Tips for Meeting 
Demand via Chat

• Start small

• Estimate demand based on traffic / ad 

spend and staff accordingly 

• Consider office hours and time zones

• Plan for anything that may increase 

demand for a certain period of time

• Train your staff thoroughly 
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If you only remember 
three things…

Define your goal. 
What friction point 
can you remove?

Pick the best tool for 
the job and integrate it 

with your current 
systems.

Plan to meet the 
demand, or you’ll make 

things worse!
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Thank you! 
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NEXTUP
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Grow Better Panel: Attract, Engage, Delight: 
Building an (Employer) Brand That People Love

Keynote Room

Still to come…

A Model for Success: Atlassian’s Research on 
Building High Performing Teams

Breakout Room 3, Mezzanine Level

1:20 - 1:50

2:00 - 2:30 HubSpot Customer of the Year Award
Keynote Room
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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



@jatgilbert   | #GrowWithHubSpot     | @HubSpot

NETWORKING
LUNCH


