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? Today’'s Agenda

1) Why Bother with Conversational Marketing?
2) HubSpot's Results

3) How to Implement a Conversational Strategy
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Conversational

Marketing

What's the big deal?
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have never

Consumer

been higher
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How important is an immediate response
when you need support?

Very Important 57%

They're less patient.

Important 33%

90% ot consumers expect an
immediate response from
customer service representatives.

Neutral 8%

Unimportant 1%

Very Unimportant 1%

Base: 1,000 consumers in the US, UK, Australia, and Singapore
Source: HubSpot Research Consumer Customer Support Survey, Q2 2018 @HubSpot | #GrowANZ19 | @xELISSA



expect more
from you™




They want you always on.
Always there.
Always knowing who they are.

Always ready to help.



Most businesses are falling behind 23



Our strategies have remained...

Static.



Our strategies have remained...

Slow.



Our strategies have remained...

Impersonal.
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89%

of consumers would like to use
messaging to communicate with businesses

Base: 6,000 c umers in seve Countries

Source: Twilio GI bal Mobile Messaging Consumer Report 2016 ' @HubSpot | #GrowANZ19 | @xELISSA



https://assets.ctfassets.net/2fcg2lkzxw1t/5l4ljDXMvSKkqiU64akoOW/cab0836a76d892bb4a654a4dbd16d4e6/Twilio_-_Messaging_Consumer_Survey_Report_FINAL.pdf
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Yet only 48%

of businesses are equipped to connect with
customers through messaging

&

Base: 6,000 consumers in seven countries ("
Source: Twilio Global Mobile Messaging Consumer Report 2016 S @HubSpot | #GrowANZ19 | @xELISSA
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https://assets.ctfassets.net/2fcg2lkzxw1t/5l4ljDXMvSKkqiU64akoOW/cab0836a76d892bb4a654a4dbd16d4e6/Twilio_-_Messaging_Consumer_Survey_Report_FINAL.pdf
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| ike this...



® Messenger




This is conversational



This is conversational



This is conversational marketing

sales
customer service



Sound unrealistic?



SUPPLEMENTING EMAIL

9:41 AM v @ % 100%
g »

Preview Message - Rich Text - 50
Examples of Brilliant Homepage Designs

Messenger Improvement

noreply 11:01 AM

tome

Hi there

Your homepage s undoubtedly one of the most important pages on your website. It's

the virtual front door 10 your business, 50 It needs 10 be visualy mpressive and

Open rate 79.57% 32.82% 242%

olfective

That's why we compded a collection of 50 homepage examples from 2017 10 inspire
your design eforts. Categorised by industry, this download features high-quality
images and descripions about how these homepages beat their competition

Click rate 12.77% 2.10% 609%

Download S0 Examples of Brilliant Homepage Designs via the form —

Skip the form and get it via Facebook Messenger —

“*We're officially roling our new Facebook Messenaer subscripton'! Instead of getting
your usual marketing content via email, you can now skip the form every time and get
t via Messenger instead! Try it in beta here**

Know someone else who would find this ebook useful? Let 1!
All the bost

Elissa

MQL 0.07% 0.01% 694%

P.S. Get personaksed advice on how 10 drive more visitors, leads and customers for
your company in a free website & marketing assessment with a HubSpot

specialist.

Or, if you're interested in chatting with sales about how the HubSpot software can
help you grow your company, book a demo or give us a call on +1 857 829 5060.

@HubSpot | #GrowANZ19 | @xELISSA



PAID LEAD GENERATION

O % © € 4 1337

quSpot (pefault) MANAGE @
Typically replies instantly

First, what's your email address? You'll
get recaps, updates, and helpful news
through there.

~ (—— Messenger | Landing Page Improvement

What's the name of your company?

HubSpot

What's the URL of your website?

Click to submission rate 11.21% 3.79% 296%

-(: hubspot.com

How many people work at your
company? It'll help us send you more
helpful content. Pick an option below.

1,001 to 10,000

To make sure we send the right follow-
ups after the event, do you work at a
marketing agency?

Cost per lead $4.77 $22.75 477 %

Cost per MQL EEEYNNY $46.25 396%

Send a message

@HubSpot | #GrowANZ19 | @xELISSA



EVENT ENGAGEMENT

o/ Optus = 11:29 AM 7 @ 3 84% wm)

Grow with HubSpot Sydney >
Typically replies in a day @

< Home

chat' to choose a slot in their

% calendar
Grow with HubSpot Sydney 2017

% of attendees enrolled

WS
(e
N

Avg. open rate

Ricky Huang Alesia

Want to continue the conversation with Alread
Ricky? Find a time in his calendar below a time

Meetings booked with sales

app.hubspot.com app.h

Book Time to Chat

% Live Chat

Send a Message...

10.8% ot attendees that used the Messenger bot booked
a meeting with a salesperson during the event

@HubSpot | #GrowANZ19 | @xELISSA



How to Implement a
Conversational Strategy



Step #1
Detfine your goal




Goals for the stage

 Share information or content

e (Generate leads

e Gather more context

@HubSpot | #GrowANZ19 | @xELISSA



T-Mobile® § NIO= o W2:36PM

& (6 Arsenal | o

LA g S L ] “

READ MORE SHARE
' ¢

Hi, here's your latest Arsenal news
delivery. Find out what's trending.

& PSS e (Generate leads
';e:m news: Updates on Koscielny and rer)
okratis nite

e Gather more context

. More News Fixtures Results

0 & ¢

@HubSpot | #GrowANZ19 | @xELISSA



HubSpot (Default) >
< Home ? ( ot ) .. Manage

in your company? This allows
us to send you suitable content

26 to 50

And, do you work at a
marketing agency?

o  Share information or content

Finally, what is your website
address (URL)?

° |I{.fpo:- a message

QWERTYUIOP e Gather more context

AISIDJFIGIH]J]K]L

@HubSpot | #GrowANZ19 | @xELISSA



T-Mobile® B N IO= 4 W) 2:05PM

B e &

N4 "

Hi Brent, welcome to the Sephora |
Assistant! You can try on looks, ,
book a makeover or share store
feedback.

If you would like to chat with a
customer service representative,

» Share information or content

e (Generate leads

LB
% o
Looks Makeu
Use your camera to try on and share looks Make a
facial ir

” TRY ON LOOKS
4]

& More

@HubSpot | #GrowANZ19 | @xELISSA



Goals for the ‘engage’ stage

 Nurture leads to MQLs

» Connect with salesperson

» Complete purchase

@HubSpot | #GrowANZ19 | @xELISSA



eeeeC HTHR 7= 9:07 PM “ 88% MWW
Discount Code
< BaCk Ivoically raplies in minutes % @

l

Discount Code
] O people like this ¥
App Page

|  Nurture leads to MQLs

» Connect with salesperson

When you tap Get Started, Discount Code will
see your public information

e Close customers

Get Started

/\

—

@HubSpot | #GrowANZ19 | @xELISSA



o/ Optus = 11:29 AM 7 @ 3 84% @)
Grow with HubSpot Sydney > @

Typically replies in a day

< Home

chat' to choose a slot in their

ﬁ calendar

 Nurture leads to MQLs

» Connect with salesperson

Ricky Huang

Want to continue the conversation with
Ricky? Find a time in his calendar below

: e Close customers

Book Time to Chat

% Live Chat

Send a Message...

@HubSpot | #GrowANZ19 | @xELISSA
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¥ « m 12:30

Original Coast Cl... MANAGE (O

Hi Meredith, we'll let you know
when The Classic White Button
Up is back in stock.

Please let us know if you
have any more questions.

 Nurture leads to MQLs

» Connect with salesperson

 Close customers
Large, White, Cotton shirt

$89.99 BUY NOW

@HubSpot | #GrowANZ19 | @xELISSA



:'_) English w Contact Us Q Log in ‘
HUbSp%t Software w Pricing Resources w Partners w About w

Chat has the second
Grow better with the right plan. highest close rate on
All plans are built on top of the free HubSpot CRM. h UbSpOt com

25% OFF
Products & Plans Growth Suite Create a Bundle

® HubSpotCRM + ( MarketingHub + % SalesHub + O Service Hub

Our Growth Suite bundle includes all the marketing, sales, customer service

software your growing business needs — fully integrated and discounted at 25%

(\

off our standalone prices. See bundled pricing details here. 4 s

X

Want some help understanding
our pricing or choosing the

right package? I'm here for you.

Starter Growth Suite

Every Starter product bundled together and discounted 25% off standalone prices.

Talk to Sales



Goals for the ‘delight’ stage

* Improve customer support

e |ncrease lifetime value

e Remove friction in customer
experience

@HubSpot | #GrowANZ19 | @xELISSA



e U ATATAG 7T 3:48 PM 85% W >

{ Messages ABC Retalil Contact

Hi. I'd like to know where my order
AB729471 is please

Thanks for your message. Your

SEisanines * Improve customer support

Cambridge, MA 02142 on 12/9

Can | change the delivery address
to 28 Highland Av Somerville MA

T e |ncrease lifetime value

To confirm changing the delivery
address to 28 Highland Ay,

Somerville, MA 02144, please

- s e Remove friction in customer
s experience

Highland Av, Somerville, MA 02144
on 12/9

@HubSpot | #GrowANZ19 | @xELISSA



Amongst HubSpot customers, chat

s the preferred way to get help



In fact,

10-15%

of the website chats HubSpot receives
every month are support relateo

@HubSpot | #GrowANZ19 | @xELISSA



Think about how to
best help customers
looking for support via
messaging channels:

<=

* Chatbot for answering FAQs
e Surface articles from knowledge base

» Assign complex cases to chat agents

» Book a meeting it further support is needead

@HubSpot | #GrowANZ19 | @xELISSA



Parade of Books @

2.5M people Fce thes including
Meredith Banedict and 4 friends

Welcome to Parade of Books
on Messenger! We help you
find audiobooks based on
your preferences. If you have
an account with us, log in to
get started.

Log In

Don't Have an Account

Improve customer support

Increase lifetime value

Remove friction in customer

experience

@HubSpot | #GrowANZ19 | @xELISSA



TfL TravelBot >

£ Home Manage

Hi there, I'm the automated TfL
TravelBot. Here's what | can do
for you now, plus more features

e * Improve customer support

=
W m . |ncrease lifetime value

Live bus arrivals Line a
Find info on the next buses at your bus Check

| * Remove friction in customer
eck arrivals o )
e experience

Quick menu
Full menu

Message an agent

@HubSpot | #GrowANZ19 | @xELISSA



Step #2
Build chat into your ex

tech stack

a\iW hief :
ww Chiefmartec.com Marketing Technology Landscape ("Martech 5000” April 2019

Isting

Advertising & Promotion Content & Experience ] @ & Sal
ommerce & Sales Data Management

Mobile Apps sy ey Interactive Content ¢ Analytics & Managenm
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CRM + Chat =

v Personalised
v Helpftul

v Efficient

conversations at scale



{ Back to chatflows

1 Build
Create new chatflow actions and
add if/then logic.
Inbound if/then branches

Interested in Vidyard e

2 Who
Vidyard Info
Decide who should see this

chatflow.

3 When

Decide when to show the

chatflow on your site.

4 Options

Set a display name for your

chatflow and other options.

Inbound if/then branches

Interested in Vidyard Q

Vidyard Info

Vidyard Page ¢

B Getemail Options ~

This action and any if/then branches will be skipped if Email already

exists.

Great! Please provide your work email address so
| can get you connected to a member of our

team.

+
I Mark as MQL Options ~

Set contact property

contact.impact_lifecycle to Marketing Qualified Lead

Run Node 6.10 code snippet

+
A Team is away Options ~

@HubSpot | #GrowANZ19 | @xELISSA



Step #3
To bot, or not to bot?




Good use cases for bots...

v Automate common interactions
v" Solve a problem or streamline a process |

v Remove friction in the customer experience

C Thanks for helping ) ( Not my question )

v Add real value to your business

O )

fagbot.co




Bad use cases for bots...

Mumbai? |
. 1 | Letme find it. Give me :
X Redirect user to another channel 2-3 minutes O

X Complex, unpredictable interactions

X Adding friction to customer experience

O )

@HubSpot | #GrowANZ19 | @xELISSA




Step #4
Choose the channel / tool

Messenger WhatsApp Slack



DN N N RN

Things to consider...

Can it help you meet your goal?

s it a channel your audience uses?
Can it integrate with your CRM?

Will you need dev support to build it?

|s it easy for teams to adopt across your business?

@HubSpot | #GrowANZ19 | @xELISSA



Step #5
Segment your audience




Why segment your audience?

e Controls demand

1 Build

When
Create a welcome message to
greet site visitors. Decide when to show the chatflow on your site.
» Ensures only the
Website URL = is ¥ www.vinyasayogabeats.com
° 2 Who
OR

intended people can

chatflow. Website URL = isn't v www.vinyasayogabeats.com/pricing

engage ”
3 When Query Param = utm_campaign s ¥ spring_promo

Decide when to show the

chatflow on your site.

* Improves customer
experience S

settings.

@HubSpot | #GrowANZ19 | @xELISSA



%B] Step #6

Plan to drive demand

@ N




Stage in Flywheel

Onsite chat

Source of Demand

Generate leads Blog
Convert Connect with salesperson Pricing page
Product page
Delight Improve customer support FAQs page

Knowledge base

@HubSpot | #GrowANZ19 | @xELISSA



Oftfsite chat

Using Messenger as the example...

Stage in Flywheel Goal Source of Demand

Generate leads Messenger Ads

@HubSpot | #GrowANZ19 | @xELISSA



HUbSpOt (mun) with [b oo
Facebook.
Sponsored - @

[LIVE EVENT] Facebook and HubSpot are
teaming up! This Sept 12-15 we're hosting a
four day virtual event series to talk about the
rise of Messenger, how to use Facebook ads in
the new world of social, and much more!

L EVENT SEPTENIBERIZ 15

Four Days of

Facebook

Sign Up On Messenger
Four Days of Facebook © signup

O O ¢ You, Eric Peters and 333 others
55 Comments 52 Shares

i Like (") Comment £ Share

@HubSpot | #GrowANZ19 | @xELISSA



Stage in Flywheel

Oftfsite chat

Using Messenger as the example...

Goal

Source of Demand

Generate leads

Messenger Ads

Convert

Connect with salesperson

Retargeting via Messenger
Ads

@HubSpot | #GrowANZ19 | @xELISSA



Oftfsite chat

Using Messenger as the example...

Stage in Flywheel Goal Source of Demand

CTAs on your website

Generate leads
Messenger Ads

Retargeting via Messenger

Convert Connect with salesperson Ads

‘Send message’ button on

Delight Improve customer support Facebook page

@HubSpot | #GrowANZ19 | @xELISSA



r 3
\ e Add aCover I

Send Message '

Test Button

Promote

View Insights

{
‘l

Edit Button osts on this Page

Delete Button

@HubSpot | #GrowANZ19 | @xELISSA



%5' Step #7 &

Plan to meet demand

BN >

>

N
5

'S

p



What's worse than not
naving chat?

@HubSpot | #GrowANZ19 | @xELISSA



&

Not responding to it!

@HubSpot | #GrowANZ19 | @xELISSA



Don’t be one of those companies...

Chat Session Queued.

All of our product experts are currently unavailable. One will be with you as soon as possible.
All of our product experts are currently unavailable. One will be with you as soon as possible.
All of our product experts are currently unavailable. One will be with you as soon as possible.
All of our product experts are currently unavailable. One will be with you as soon as possible.
All of our product experts are currently unavailable. One will be with you as soon as possible.
All of our product experts are currently unavailable. One will be with you as soon as possible.
All of our product experts are currently unavailable. One will be with you as soon as possible.

All of our product experts are currently unavailable. One will be with you as soon as possible.

@HubSpot | #GrowANZ19 | @xELISSA



AT




If you only remember
three things...

Define your goal. Pick the best tool for Plan to meet the
What triction point the job and integrate it demand, or you'll make
can you remove? with your current things worse!
systems.

@HubSpot | #GrowANZ19 | @xELISSA









Still to come...

1:20 - 1:50 Grow Better Panel: Attract, Engage, Delight:
Building an (Employer) Brand That People Love

Keynote Room

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

Breakout Room 3, Mezzanine Level

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

Keynote Room




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

Olivia Ruello Ronni Kahn AO Sabrina Bethunin
CEO Founder & CEO Co-Founder & CEO
o IS )
“'W.(w@ 'ozuiwﬁ\?%!sr : CSJFTG] fg







