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Forward

Welcome to the Al Powered Strategies to Master Customer
Satisfaction and Retention Guide, designed to accompany and
enhance the valuable insights shared during our recent webinar,
"Mastering Customer Satisfaction & Retention with HubSpot's
Service Hub: Al-Powered Strategies for Scale and Efficiency." If
you missed the live event or wish to revisit the key takeaways, we
invite you to watch the webinar on-demand in this link!

Delivering exceptional customer experiences and fostering long-
term relationships are critical to the success and growth of any
business. HubSpot's Service Hub offers a powerful suite of tools
and features that empower organizations to streamline their
customer service processes, leverage Al-driven insights, and scale
their efforts efficiently.

This eBook serves as a comprehensive guide, building upon the
foundation laid during our webinar. It provides a detailed summary
of the key topics discussed, practical strategies, and real-world
examples to help you master customer satisfaction and retention
using HubSpot's Service Hub.

Whether you are new to HubSpot's Service Hub or looking to take
your customer service game to the next level, this eBook is
designed to be a valuable resource. It complements the insights
shared during the webinar and provides you with the tools and
knowledge needed to drive customer satisfaction, foster loyalty,
and achieve sustainable growth.

We encourage you to use this eBook as a reference guide,
exploring the strategies and best practices outlined within. By
combining the power of HubSpot's Service Hub with the expertise
shared in this resource, you will be well-equipped to deliver
exceptional customer experiences and build lasting relationships
with your customers.
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Introduction

Keeping customers happy enough to keep coming back is a
constant challenge. Maybe you're drowning in a sea of support
tickets, or struggling to get ahead of churn before it's too late.

We think the solution is Al.

Service reps save over 2 hours daily using generative

Al to respond promptly to customer inquiries.
Source: The HubSpot State of Al Report

This guide discusses how Al revolutionizes how businesses delight
their customers and drive retention. We’'ll talk about:

* e The Evolution of Customer Experience
*.* Businesses are shifting from traditional, siloed
A support structures to a new era focused on the
entire customer lifecycle.

* Benefits of HubSpot Service Hub
The powerful tools within HubSpot Service Hub
can empower your team to deliver exceptional

‘ customer service.
‘3

e Al-Powered Customer Experience
Strategies

=] Al features in HubSpot Service Hub, such as
P the Customer Success Workspace, agent
@ B enablement tools, and proactive insights and

reporting, improve customer satisfaction and
retention.
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You'll gain valuable insights and practical Al implementation
strategies within your customer service operations.

As you'll discover, Al isn't here to replace the human touch in
customer service. Instead, it acts as a powerful assistant, freeing
up your team's time to focus on complex issues and build stronger
customer relationships.

unlock the power of Al-driven retention strategies?
Let's get started!

ﬁ Ready to transform your customer experience and
(4
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The Top 4 Customer
e Service Challenges
(As ldentified by You!)

Before we delve into the exciting world of Al-powered service, let's
acknowledge the common challenges customer service teams
face today.

During our recent webinar, we polled participants to identify their
top pain points. Here's what you told us:

% 1 Managing a high volume of

= customer support tickets

Keeping up with a constant influx of inquiries can leave your team
feeling overwhelmed and reactive.

E 2 Lack of access to proactive
<z " data

Without clear insights into customer health and potential issues, it's
difficult to identify at-risk customers and take preventative action.

3 Boosting customer
S

" retention

Keeping your customers happy and returning for more is crucial for
long-term success.
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:% | Driving upsells and cross-
2=

= sells

Finding opportunities to increase customer lifetime value through
strategic upsells and cross-sells can be challenging.

These challenges can significantly impact customer satisfaction
and hinder your business growth. The good news is that Al
solutions can address each of these concerns, empowering your
team to deliver exceptional service and unlock significant growth
potential.

~ ®® The Evolution of
e—! Customer Experience

Customer experience has undergone a dramatic transformation in
recent years. Gone are the days of static websites and reactive
customer service. Today's tech-savvy customers expect a
dynamic, personalized experience at every touchpoint.

Traditional Silos:

W Support vs. Success

For a long time, customer support and customer success operated
in entirely separate silos.

Support teams focused on resolving individual customer issues
after they arose. This reactive approach often meant customers
had to explain their problems multiple times, leading to frustration.
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Customer success teams, on the other hand, concentrated on
broader business objectives, such as increasing customer lifetime
value. They often lacked the real-time insights to identify at-risk
customers before churn.

This siloed approach created considerable inefficiencies and
disconnects:

~4) o Teams used different, disconnected
Or tools with no shared insights

._,{0,  There is little visibility to take proactive
z actions to prevent churn or drive upsells

e Scaling meant linearly adding more
headcount to each team = higher costs

Customers felt their issues weren't fully understood, while success
teams struggled to prevent churn. This siloed model was
unsustainable as businesses realized the importance of delivering
seamless end-to-end experiences.

The New Era: Full

Customer Lifecycle

Those days are over. Leading companies now recognize customer
experience as a continuous lifecycle across marketing, sales,
service, and success.

The journey now starts way before the sale, with marketing
attracting and nurturing prospects. After closing the deal, service
and success seamlessly take over—onboarding, educating,
supporting, empowering, retaining, and growing those customers.
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The four stages of the customer journey:

/48 1.Attract - Marketing attracts, captures, and
& nurtures leads.

2. Engage - Sales engages and converts

®
©Q |eads to customers.
%2 3. Delight - Service onboards, educates,
Y  and supports customers.
‘9 4. Retain & Grow - Success empowers,
A retains, and grows customers.

When this whole lifecycle experience is done right, the
benefits are massive:

83% experienced increased
customer retention

83%

84% higher satisfaction scores

G+)
(o

How did we achieve this evolution? We used integrated tools that
provide complete customer visibility and context at every stage of
the life cycle. Siloed teams operating in vacuums are a relic of the
past.

13x faster resolution times

42% more tickets closed per agent
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"' Benefits of HubSpot
G’ Service Hub

HubSpot Service Hub is revolutionary in providing an all-in-one
platform to power the entire post-sale customer experience. No
more disjointed tools and fragmented data.

With Service Hub, businesses finally have a unified hub for
support, success, and growing customers—all tightly integrated
with the marketing and sales information in the same HubSpot
CRM.

This centralized approach delivers several game-changing
benefits:

% 1 Complete
(/) * Customer Context

You can track customer information and touchpoints in one place
—no more blind spots. Service teams get complete visibility into
the marketing/sales journey, while success managers see ongoing
support interactions.

With everyone operating in the same system, transitioning
customers between teams is seamless. Data properly transfers
over so customers no longer have fractured experiences.
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@ 3 Shared & Aligned
(V) = Intelligence

This "single source of truth" aligns everyone across the customer
lifecycle. Teams can collaborate on strategies, share insights, and
work towards the same renewal/revenue goals.

4_ Operational Efficiency

By consolidating on one platform, processes become streamlined
and consistent. No more juggling multiple billing systems,
duplicating data entry, or teams working with stale information.

The real game-changer of HubSpot Service Hub is the suite of Al
tools it provides to automate tasks, surface insights, and provide
predictive intelligence—all of which improve satisfaction and
retention.

Al-Powered GCustomer
Experience Strategies

HubSpot Service Hub equips your customer service and success
teams with a powerful arsenal of Al features designed to delight
customers and drive retention. Let's delve into some of the features
that will transform the way you approach customer experience:
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This unified workspace lets customer success managers efficiently
manage their entire account portfolio in one place. It provides your
team with a holistic view of each customer:

|
)

= = Account details and
— contact information

Service tickets and past
interactions

D

Customer health scores

A
J

&~
1 g

Engagement history
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This wealth of information empowers your team to identify customer
needs and deliver exceptional service proactively. No more hunting
through scattered data sources—everything you need is at your
fingertips.

However, it goes beyond an organized
J ® view. HubSpot uses Al to calculate

= . predictive health scores and churn risk for
%} each account based on customer data and

© product usage. CSMs get automated alerts
on accounts that need proactive outreach.

For example, if you are a SaaS company tracking customer usage

metrics, HubSpot can integrate those events directly into the health
scoring model. It allows you to identify customers at risk of churning
due to decreasing product usage before it's too late.

The workspace surfaces those problematic
?@%%? accounts proactively so CSMs can reach out

and address any issues.

The renewal information is front-and-center, ensuring you never
miss a renewal date. CSMs have full customer context at their
fingertips to drive retention and expansion efforts.
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Interested in learning more about bots?

Let's chat!

Before we get started, what's your

namea?

Write a message

"B Add free live chat to your site

Deflecting repetitive tickets through self-service is a huge win.
HubSpot's Al chatbots use natural language processing to
understand customer questions and provide accurate answers
from your knowledge base articles, FAQ content, or other sources.
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If the chatbot can't respond confidently, it escalates to a live agent.

2

\/)/////4

I

For companies that get a high volume of
straightforward "how-to" questions or order
status inquiries, this can drastically reduce
support workload. The Al chatbot is available
24/7 and can resolve many common requests

instantly by querying your knowledge bases.

It can even connect to third-party systems via webhooks. For
example, an e-commerce company could integrate with their
ordering system to have the chatbot look up and share delivery

status directly.

© % Agent Enablement

e—_

is your capacity for enterprise customers?

Rewrite

Expand
Comment

£ Shorten
Change Tone > Friendly

Draft a message He@elf
Proféssional

5 & Insert -
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For issues that do require a human touch, HubSpot augments your
service team with Al co-pilots. Service Hub utilizes Al in several
ways to boost agent productivity and effectiveness:

* Al Reply Suggestions: As your agents
draft responses to customer emails or
chats, Al surfaces relevant suggestions
from your knowledge base. It saves agents
time and ensures consistent, accurate
information is delivered to customers.

e Al Assistant: Think of this as your agent's
smart sidekick. The Al assistant can
summarize customer conversations and
highlight essential points, allowing agents to
focus on crafting the most impactful
response.

Al analyzes conversations in real-time to provide suggested
responses to agents by surfacing relevant knowledge base
content. It can also rephrase responses to adjust tone, clarity, etc.

It ensures agents provide accurate and on-brand responses every
time without having to search manually through documentation.
The Al suggestion may fully resolve the case or simply give the
agent a head start on a customized response.

The Al assistant can also automatically summarize long
conversation threads when an agent takes over a case from
someone else. It allows for seamless handoffs without losing
context.
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Omni-Channel
Communication

HubSpot Service Hub provides a unified inbox that seamlessly
manages conversations across channels:

e Email @)ﬁ  Social media
e Live chat :C?) e Phone

No matter how your customers choose to contact you, your team
can manage all interactions from a single platform. Doing so
eliminates the need for customers to repeat information across
different channels, reducing frustration and improving overall
satisfaction.

For businesses that need to be available on multiple
communication platforms, this unified inbox ensures no
conversations slip through the cracks. Agents can effortlessly pivot
between channels while having complete visibility into past
interactions, regardless of where they originated.

The Al capabilities extend across all
/D channels, from chat assistance to suggested

email responses.
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Proactive Insights
& Reporting

Create report
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Create reports from templates

Imagine you could predict customer churn before it happens. Well,
with HubSpot Service Hub, it's possible! The platform utilizes Al to
generate proactive insights and reports that empower your team to
take action before issues arise:

Customer Health Scores

These Al-powered scores provide a real-
time snapshot of each customer's health.
The system considers factors like support
ticket history, engagement levels, and
contract renewals and assigns a score that
indicates a customer's likelihood of churn.

It lets your team focus on at-risk customers
and take preventative measures to improve
their experience.
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Al-Generated Reports & Visualizations

HubSpot Service Hub empowers you to
quickly generate reports that provide
valuable insights into your customer service
operations.

These reports don't require complex data
analysis and are often transparent visual
formats like charts and graphs. It's now
simpler for your team to identify trends and
areas for improvement.

With these proactive insights at your fingertips, your customer
service team can shift from reactive to proactive, focusing on
customer retention and long-term success.

In this guide, we've explored how HubSpot Service Hub leverages
the power of Al to transform your customer experience strategy.
Here's a quick recap of the new features designed to delight your
customers and drive retention:

s0

&5\ Customer Success

= ] " Workspace

This unified platform provides a 360-degree view of your
customers, including proactive health scores that identify potential
churn before it happens. It allows you to take preventative action
and keep your customers happy.
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Al Chat for Self-
= Service

Empower your customers with the ability to find answers quickly
and efficiently through an Al-powered chatbot. It reduces the
burden on your support team and decreases the volume of
incoming tickets.

3. Reply Suggestions

Al-powered suggestions for accurate and consistent email and
chat responses boost agent productivity. Agents can craft faster,
more impactful replies, freeing time for complex customer
interactions.

- 5 .
(@) 4_ Al Agent Assistant

Think of this as your agent's smart sidekick. The Al assistant
summarizes conversations and highlights vital points, allowing
agents to focus on delivering exceptional customer care.

5_ Al-Created Reports

Gain valuable insights without complex data analysis. HubSpot
generates clear, visual reports that identify trends and areas for
improvement. It empowers your team to make data-driven
decisions that optimize your CX strategy.
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Implementing these strategies has a considerable impact:
providing customers with fast, personalized experiences while
equipping your internal teams to operate efficiently at scale.

Q&A
bn Highlights

We received a lot of great questions during the webinar, and we
want to ensure you have all the information you need. Here are
guestions and answers worth reviewing:

o We're on a tight budget. Is

HubSpot Service Hub affordable?

HubSpot Service Hub offers flexible pricing plans to suit
businesses of all sizes. A free tier is available to get you started
and explore the platform's features.

Do HubSpot's Al capabilities
come with add-on costs?
The great news is that all Al tools, such as the chatbot, reply
suggestions, customer success workspace, and automated

reporting, are included automatically in paid HubSpot Service Hub
subscriptions at no additional fee.

/\7' What are the efficiency gains of using

an integrated solution like HubSpot?

Businesses currently using separate point solutions like Zendesk
or Freshdesk want to know the efficiency gains from consolidating
everything in HubSpot.
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With a single system of record, teams avoid duplicating data entry,
get full customer context, and can seamlessly collaborate—no
more fragmented experiences.

8§ : Our company has a specific workflow. Can

HubSpot Service Hub adapt to our needs?

Absolutely! HubSpot Service Hub is highly customizable. You can
configure workflows, automation, and reporting to align perfectly
with your unique business processes.

R I'm concerned about Al replacing my customer
1 @ service team. Is that what HubSpot does?

Not at all! Al within HubSpot Service Hub acts as a powerful
assistant for your team. It frees agents from repetitive tasks and
empowers them to focus on complex customer interactions that
require a human touch.

Tell us more about Customer Success

Workspace!

The new Customer Success Workspace generated a lot of interest
and questions. It's a game-changer for customer success teams
that previously had to manage their account portfolios using
disparate tools.

Al-driven health scores, churn predictions, and renewal insights all
surface automatically in one unified workspace, saving time and
enabling actual "proactive" success strategies.
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5 Can you give us examples of these

g9 tactics in action?

Of course, many attendees were eager to see real examples of
how other companies leverage these Al tactics.

We covered a few during the webinar:

e Through its Al chatbot integration with logistics providers, an e-
commerce company was able to deflect over 50% of common
shipping/delivery status questions.

e A SaaS business utilizing the Al reply suggestions saw their
average first response times drop by 62% as agents could
handle conversations faster.

e A software company using the Customer Success workspace
reported being able to proactively reach out to 25% more at-
risk accounts each month based on the Al health scores.
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Final
o,  Thoughts

The innovative Al capabilities in HubSpot's Service Hub have
immense potential that leading businesses have only begun to
realize.

From Al-powered self-service and intelligent chatbots to
augmenting your staff with Al co-pilots to unified customer success
workspaces, HubSpot is enabling seamless experiences that keep
customers engaged and loyal.

4

{} When you leverage the power of Al on a unified
0 -\" platform, you can proactively identify issues,
E reduce costs through automation, and drive more
ww revenue through improved retentin and expansion.

Teams finally have the insights and context to delight customers at
every lifecycle stage.

The future of exceptional customer experience is no longer just a

vision. It's here today with the tools available in HubSpot Service
Hub.

Put these strategies into practice to gain a
competitive advantage in delivering the

fast, personalized service consumers now

ﬂ»ﬁﬂ demand. Your customers and your bottom
ﬁ' ﬁ' line will be better for it.
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