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Preface

Welcome! If you're here, you've joined us for our recent webinar,
or are curious about taking your customer success strategies to
the next level. This eBook is designed as a companion to the
insights we shared in "Streamlining Sales to Service: How Al
Optimizes Customer Journeys."

Seamless communication and continuity between teams is a

competitive advantage. Tools like Grain, integrated with platforms
like HubSpot, let companies bridge gaps, foster collaboration, and
ensure no opportunity or customer need slips through the cracks.

We’'ll share principles and workflows discussed during the webinar,
adding valuable context, tips, and step-by-step guidance. With Al-
powered insights, your teams can focus less on manual tasks and
more on delivering exceptional customer experiences.

Let’s build more connected customer success strategies together.
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Introduction

The way businesses connect with customers is evolving, and so
are the tools that support those relationships. Conversations are at
the heart of sales, onboarding, and long-term customer success,
but managing and extracting value from them can often feel
overwhelming.

70% of customers say smooth
handoffs are important to

winning their business.
(Source: Custify)

Customers expect a smooth experience, and organizations that
deliver it gain their trust and loyalty. With the rising cost of acquiring
new customers, retaining and growing existing relationships is no
longer optional.

Grain and HubSpot redefine how teams capture, organize, and act
on customer conversations—creating a seamless thread from the
first call to long-term customer satisfaction.

This eBook discusses how to integrate Al-driven tools into your
customer journey processes—from automating sales-to-service
handoffs to capturing actionable insights. We'll talk about solutions
that create better collaboration and deliver more value to
customers.
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s CM The Sales-to-Service
X >288 Handoff Challenge

The transition from sales to service is critical because it happens
right at the beginning of the customer’s journey and sets the tone
for the rest of the journey. That's why it can also be the most
challenging.

A poorly executed handoff can lead to
confusion, delays, and missed opportunities,
ultimately harming the customer experience.
Despite its importance, many businesses still
struggle to create a seamless process.

Below are the most common challenges teams face during this
transition, along with how they impact the customer and internal
workflows.

1. Lack of a Clear Handoff Process

service handoff can feel chaotic. Many
Q o teams rely on ad hoc communication—
' emails, spreadsheets, or verbal updates—
'ﬁ'_“) which often leads to inconsistent results.

Qj Without a defined process, the sales-to-
N W

When roles and responsibilities aren’t clearly outlined, critical
details about the customer’s goals, pain points, or timelines are
overlooked. This can cause service teams to feel unprepared and

Guide to Streamlining the Sales-to-Service % ORIGIN 63 (‘ Grain | 05

Handoff with Conversation Intelligence Aircall ®e®



forces customers to repeat themselves, damaging trust early in the
relationship.

2. Manual Processes Waste Time and
Frustrate Sales Teams

Salespeople excel at building relationships
® A ® and closing deals—not administrative work.
‘? '. Yet, in many organizations, sales reps are

@ S tasked with spending hours summarizing
call notes and manually entering data into
CRM systems.

This not only frustrates sales teams but also eats into time they
could spend engaging with new prospects. Worse, the handoff
often ends up incomplete, with critical customer details missing or
rushed.

3. Service Teams Are Left in the Dark

Imagine walking into a meeting without
® ©® @ knowing who the client is, what their goals
MR are, or why they chose your company.
k\ Jj Unfortunately, this is a common reality for
service teams when the handoff process
breaks down.

When important details like customer pain points or desired
outcomes don’t make it to the service team, it creates frustration
for everyone involved. Customers feel undervalued when they
have to re-explain themselves, and service teams are forced to
scramble for information.
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4. Missing Data Hurts Renewals and
Upsells

The consequences of poor handoffs extend far beyond
onboarding. When historical customer data is scattered or
incomplete, renewal discussions and upsell opportunities are
significantly harder to navigate.

For example, if a customer success manager
doesn’t have access to the customer’s
original goals or decision criteria, they may
struggle to demonstrate the value the product
has delivered. This leads to weaker renewal

rates and missed upsell opportunities.

YR Why a Smooth Sales-to-
2o X Service Handoff Matters

The handoff between sales and service is more than just an
internal process—it’s the first impression your service team makes
on the customer.

[]l—— A smooth transition sets the tone for the
entire relationship, ensuring the promises
. made during the sales process are
f @ upheld and the customer feels valued.

Here’s why you should focus on getting this step right:
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1. Avoiding Unmet Promises

When sales teams close a deal, they often set expectations about
how your company will deliver value. But if those expectations
aren’t clearly communicated to the service team, customers can
end up feeling disappointed when their needs aren’t met.

Unmet promises don'’t just cause friction—

° they create distrust. A customer who feels let
down during onboarding is less likely to
renew or recommend your business. Worse,
it takes significant effort to rebuild that trust,
costing time and resources.

When you ensure all customer details—such as their goals, pain
points, and success metrics—are passed along, your service team
can deliver on the promises made during sales. This continuity
builds confidence and lays the foundation for a successful
partnership.

2. Gustomers Value Great Service

It's no secret that customers are
willing to pay more for exceptional
service. In fact, 86% of buyers report
they’d spend more with companies
that provide a great experience.

But great service starts long before a renewal discussion—it
begins with the first interaction after a deal closes.
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A seamless handoff demonstrates your team'’s ability to work
together, anticipate needs, and prioritize the customer’s success. It
shows the customer they're not just another number but a valued
partner whose goals your entire team is aligned to achieve.

Smooth handoffs help deliver exceptional service from the start,
creating loyal customers who see your team as an extension of
their own.

3. Consistency Despite Staff Turnover

Staff changes are inevitable, but a well-
documented handoff process ensures continuity
no matter who is handling the account. Without
proper documentation, customer details can
disappear with departing team members, leaving
service teams scrambling.

U —)

When insights from the sales process are captured and stored
centrally—whether through tools like Grain, HubSpot, or a
combination of both—your organization is protected against these
disruptions.

Teams can pick up right where their predecessors left off,
providing a seamless experience for the customer.

A robust handoff process ensures your team has a reliable record
of every interaction, enabling consistency even during transitions.
This not only reassures the customer but also saves time for your
team.
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More Reasons to Prioritize Your Sales-
to-Service Handoff

Improving the sales-to-service handoff isn’t just about operational
efficiency—it directly impacts customer satisfaction and retention.
Here are a few statistics that highlight the importance of getting this
critical transition right:

70% of customers value connected
processes: The majority of customers say
seamless handoffs and connected processes
are crucial when deciding whether to do
business with a company. A well-executed
handoff shows professionalism and builds trust
from the start.

Positive handoffs increase loyalty 3.5x:

Customers who experience a smooth

transition between sales and service are 3.5

times more likely to stay with a company. A

~ * seamless handoff signals that your business is
aligned and invested in their success.

93% report high satisfaction with seamless
transitions: Nearly all customers surveyed
expressed high satisfaction when they
experienced a smooth transition between
channels. It reinforces your commitment to
their experience and sets the tone for a lasting
partnership.

These numbers prove that focusing on seamless handoffs isn'’t just
good practice—it's a competitive advantage.
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Powerful Tools and
O Proven Expertise for
N Seamless Handoffs

To create smooth and efficient handoffs between sales and service
teams, you need the right tools and expertise. We've talked about
how a team up between Grain + Origin 63 can help improve your
processes, but first here’s a background on us:

(® Grain $.* ORIGIN 63

Grain is an Al-powered tool Origin 63 are HubSpot
designed to make every meeting | integration experts specializing
and customer conversation in streamlining workflows and
more valuable. It enhancing collaboration
between sales and service
« Automatically Captures teams. They provide:
Key Details: By recording

and transcribing calls, « Tailored Strategies:
Grain ensures that no With proven methods for
lost. Origin 63 helps

. . businesses get the most

Insights: Al-powered

summaries make it easy Unified Workflows: By
for teams to quickly access bridging gaps between

custlomerdpaln points, sales and service, they
goals, and next steps. ensure a seamless

handoff process.

. i . S .
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« Improves Collaboration: « Expert Guidance: From
Both sales and service onboarding to optimizing
teams can access critical your handoff process,
customer information, their insights simplify the
ensuring continuity and way teams collaborate.
avoiding repeated

conversations. With Origin 63’s expertise and
Grain’s cutting-edge
Grain transforms how teams technology, businesses can
communicate and follow up, create a foundation for long-
enabling smarter workflows term success.
and happier customers.

How to Use Grain
(‘ for Conversation
Intelligence

At its core, Grain is a conversation intelligence tool that empowers
teams to handle customer interactions with ease and precision. By
capturing, organizing, and sharing insights from meetings, it
ensures nothing falls through the cracks.

Here’s how Grain can transform your sales and service
processes:

1. Automatically Record and Transcribe
Conversations

Gone are the days of frantically taking notes during a meeting or
trying to remember key details after the fact. Grain automatically
records and transcribes your calls, providing a complete record of
every conversation.
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Imagine a sales rep just wrapped up a call with a potential
customer who outlined their pain points and specific goals. With
Grain, that entire conversation is instantly transcribed and saved,
allowing the rep to focus on the conversation itself instead of
scribbling notes.

Why It Matters:

e Reduces the burden of manual note-taking.

e Ensures no detall is overlooked or forgotten.

e Makes it easy to revisit the call later to clarify any
guestions.

2. Extract Key Insights with Al
Summaries

Grain doesn't just record conversations—it extracts the most
critical information using Al. Summaries include pain points,
objectives, action items, and next steps, making it easy to
understand what matters most to the customer.

After a discovery call, Grain can generate an Al-powered summary
highlighting the customer’s challenges and desired outcomes. This
summary syncs directly with HubSpot, where the service team can
access it during onboarding.

Why It Matters:

e Provides a quick, digestible overview of the
conversation.

e Ensures service teams understand the customer’s
goals from day one.

e Speeds up handoffs by eliminating the need for sales
reps to manually summarize calls.
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3. Create and Share Clips to Gapture the
“Voice of the Customer”

One of Grain’s standout features is the ability to create short video
or audio clips from recorded calls. These clips allow teams to
share specific moments in the customer’s own words, adding
clarity and impact.

Let's say product team is working on a new feature, and the
customer success team pulls clips of customers expressing
excitement about similar ideas. You can share these clips during a
product meeting to highlight demand.

Why It Matters:

e Brings customer feedback to life in their own voice.

e Helps align internal teams around customer needs.

e Allows sales and service to share compelling insights
with leadership or other stakeholders.

4. Maintain Continuity Across Teams

Grain integrates seamlessly with tools like HubSpot, making it easy
to maintain a single source of truth. Every recorded call, Al
summary, and clip is accessible in one place, ensuring consistency
throughout the customer journey.

For example, when a customer success manager inherits an
account, they can use Grain’s searchable database to review past
calls. They immediately understand the customer’s initial
challenges and goals without needing to contact the original sales
rep.
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Why It Matters:

e Eliminates silos and ensures all teams are on the same
page.

e Saves time by providing a centralized, searchable record
of customer conversations.

e Improves the customer experience by reducing repetitive
guestions or confusion.

9. Avoid Repetition and Build Stronger
Customer Relationships

No one likes having to repeat themselves, especially customers.
Grain ensures all critical information from past calls is easily
accessible, so service teams can pick up the conversation where
sales left off.

Let's imagine customer voices frustration during onboarding,
saying, “I already explained this to the sales team.” With Grain, the
service team can quickly reference the original sales call to
address the issue without making the customer repeat their
concerns.

Why It Matters:

e Improves customer satisfaction by showing you value
their time.

e Demonstrates professionalism and attention to detail.

 Builds trust by delivering a consistent, informed
experience.
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The Power of
Integration: Grain and
HubSpot in Action

Integrating Grain with HubSpot transforms the way businesses
manage and leverage customer conversations.

This powerful combination provides a centralized, Al-enhanced
database of every interaction, enabling teams to collaborate more
efficiently, make data-driven decisions, and deliver exceptional
customer experiences.

Here’s how this integration enhances sales, service, and customer
success handoffs:

1. SPICED Summaries: Clarity in Every
Interaction

When you finish a sales call, there’s a lot of valuable information
buried in the conversation. But if that information isn’t clearly
documented, key details can get lost when passing the customer
to another team.

That's where SPICED summaries come in. Grain’s Al
automatically breaks down sales calls into five essential
categories:

¢ Situation: Who is the customer? What's their current
setup?

e Pain: What challenges are they facing?

e Impact: What results are they hoping to achieve with
your solution?

. i . > .
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e Critical Event: What's driving their urgency to make
a decision?

» Decision: How will they evaluate and choose a
solution?

Once a call ends, the Al-generated SPICED summary syncs into
the customer’s HubSpot record. Now, when the service team steps
in, they don’t have to listen to the entire call or rely on scattered
notes.

Instead, they get a concise, structured summary of what matters
most—nhelping them tailor onboarding and support to the
customer’s exact needs.

This not only eliminates information gaps but also ensures that
every team is aligned on the customer’s journey from day one.

2. Automating Data Entry: Less Admin
Work, More Customer Engagement

Manually logging call details in HubSpot is tedious and prone to
mistakes. Important insights can be forgotten or entered
incorrectly, leading to missed opportunities. With Grain’s
integration, this entire process is automated.

Here’s how it works:

1. You finish a sales or service call.

2. Grain transcribes the conversation and summarizes
key points.

3. With one click, the Al-generated summary syncs into
HubSpot as an activity log, deal note, or customer record.
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Now, let's say a sales rep has a call where the customer
expresses interest in an upsell three months down the line.

Instead of relying on memory or scattered notes, Grain captures
that detail and pushes it to HubSpot. The system then
automatically creates a follow-up task, ensuring the opportunity
isn’t forgotten.

This means no more wasting time on manual data entry or missed
follow-ups due to human error and more time spent on meaningful
customer interactions instead of admin work.

3. Custom Workflows: Tailor Insights to
Your Business Needs

Every company tracks different details in customer conversations.
Some focus on objections, others on renewal dates or upsell
opportunities. But you don’t have to fit into a one-size-fits-all
approach—~Grain lets you customize what information gets
captured and synced into HubSpot.

For example, imagine you run a SaaS company that prioritizes
customer feedback on product features. You can set up a custom
Al template in Grain to flag any time a customer mentions a feature
request.

Here’s how it plays out in real life:

e A customer says, “l wish this feature had better
integrations with Slack.”

e Grain’'s Al automatically recognizes and tags this as a
feature request.

e The request is categorized in HubSpot and routed to the
product team.

e The product team now has a running list of customer
feedback to guide future development.
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This means you're not just tracking conversations—you're actively
using them to improve your product, sales, and support strategies.

4. A Seamless Feedbhack Loop: Keeping
Every Team in Sync

One of the biggest challenges in any company is keeping teams
aligned. Sales, service, and product teams often operate in silos,
leading to miscommunication and missed opportunities.

Grain and HubSpot solve this by creating a shared source of truth.
All recorded calls and summaries are stored in HubSpot. It's easier
for teams to search and reference past conversations andshare
insights without long email chains.

Let's say a customer success manager is preparing for a renewal
call. Instead of sifting through old emails or trying to piece together
past interactions, they quickly pull up the customer’'s HubSpot
record.

e They find a call clip where the customer praised a specific
feature.

e They use that insight as a conversation starter during the
renewal call.

e Meanwhile, the sales team sees flagged objections from
past calls and fine-tunes their upsell pitch accordingly.

This level of transparency means everyone is on the same page,
reducing friction and improving customer relationships.
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b. Delivering Value Across the Entire
Customer Journey

The Grain-HubSpot integration can help you deliver real value at
every stage of the customer journey.

From the first discovery call to renewal discussions years later, this
integration ensures teams always have the insights they need to:

e Build stronger customer relationships by keeping
interactions personalized and informed.

e Improve retention rates by ensuring every team knows
the customer’s history and needs.

* Drive revenue growth by flagging upsell opportunities
and capturing actionable insights that would otherwise get
lost.

Instead of just storing conversations, Grain and HubSpot help you
actively use them to grow your business and improve customer
experiences.

No more lost details. No more clunky handoffs. Just smarter
collaboration and better outcomes—for your team and your
customers.
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How to Build a
o ”) Customer-Centric
Y W Handoff Process

A seamless sales-to-service handoff is critical to creating a smooth
customer journey and fostering long-term relationships. When
done right, it sets the stage for collaboration, ensures teams are
aligned, and reassures the customer that they made the right
choice in partnering with your company.

)

Here'’s a step-by-step guide to help you build a handoff process
that puts the customer first.

1. Gapture All Details in Grain

Every sales call contains valuable insights that inform how a
customer should be onboarded, supported, and engaged.

The challenge is ensuring these details don’t
get lost in the shuffle. By using Grain, sales
teams can automatically record and summarize
every call, capturing key moments like customer
pain points, goals, and expectations.

This process ensures that nothing gets overlooked, especially
when a customer’s motivations or needs are particularly nuanced.

For example, if a customer mentions during a call that they'’re
looking to meet a specific deadline for implementing your solution,
that detail is stored and easily accessible for the service team to
prioritize.
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With Grain, your team has an organized, shareable repository of
every critical conversation, making sure no detail slips through the
cracks.

2. Gentralize Data in HubSpot

A great handoff doesn’t just rely on capturing details—it's about
making those details accessible to everyone who needs them.
Integrating Grain with HubSpot lets teams centralize all call
summaries, action items, and notes in one location.

Using HubSpot’s custom objects, this information
can be tied directly to deals, projects, or tickets,
ensuring there’s a single source of truth for every
customer interaction.

When all relevant details are stored in HubSpot, it prevents the
frustration of having to dig through emails, spreadsheets, or
multiple tools to find information.

Whether it's a customer success manager prepping for onboarding
or a service rep responding to a ticket, everything they need is right
there in the CRM.

Centralizing data isn't just about organization—it's about
empowering teams to act quickly and confidently, knowing they
have all the context they need.

3. Define Clear Handoff Templates

One of the biggest challenges in the handoff process is
inconsistency. If every sales-to-service transition is handled
differently, details are bound to get lost, and teams may struggle to
stay on the same page. That's why creating a standardized
handoff template is so important.
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A well-defined template serves as a checklist for what information
needs to be captured and shared. Fields might include:

Customer goals and desired outcomes.
Pain points and challenges.

Timelines and critical deadlines.
Decision criteria and success metrics.

Having this structure ensures that every handoff includes the same
critical information, regardless of who'’s handling the account. It
also eliminates ambiguity, so service teams can focus on
delivering value from the start rather than chasing down missing
details.

4. Hold a Quick Handoff Meeting

Even with the best tools and templates, there’s no substitute for
direct communication. A quick handoff meeting between the sales
and customer success teams helps ensure alignment and provides
an opportunity to clarify any questions. These meetings don’t need
to be long—10 to 15 minutes is usually enough to cover the most
critical detalils.

During the meeting, the sales team can walk the customer
success team through the highlights of the account: the customer’s
priorities, key concerns, and any nuances that might not have
come through in the notes.

For example, if a customer voiced concerns
about budget constraints, this is a chance to flag
that so the service team can handle the account
with sensitivity.
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This brief sync not only ensures a smooth transition but also
fosters collaboration between teams, reinforcing the idea that
customer success is a shared responsibility.

0. Track Progress

A strong handoff process doesn’t stop once the customer is
onboarded—it’s essential to track progress and monitor milestones
throughout the customer journey.

By .o HubSpot's pipelines make this easy by providing
_] a clear visual representation of where each
r < - customer stands in the onboarding process and
o~ HR

what tasks remain.
Tracking progress helps identify potential roadblocks early. For
instance, if a customer is stuck in the “discovery phase” for too
long, it could signal a need for additional support or resources. By
keeping a close eye on these pipelines, teams can act proactively
to address issues before they escalate.

Regular check-ins—both within your team and with the customer—
help ensure that everyone stays aligned. This builds trust and
keeps the relationship on track, setting the stage for long-term
success.

Pro Tip: Automate Whenever Possible

4 The best processes are the ones that require

the least manual effort. By leveraging Grain
Y and HubSpot, you can automate many of the
———1 steps in the handoff process, from capturing

and summarizing call details to syncing notes

@ directly into the CRM.
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Automation not only saves time but also reduces the risk of human
error. It allows your teams to focus on what really matters—
delivering exceptional customer experiences—while the tools
handle the repetitive tasks in the background.

With the right tools, templates, and workflows in place, building a
customer-centric handoff process becomes simple and effective.
By putting the customer at the center of your efforts, you'll create a
seamless transition that fosters trust, collaboration, and success.

2 Enhancing Collaboration
% U0 Across Teams

When multiple teams are involved in the customer journey,
seamless collaboration is the key to success. Miscommunication
or siloed information can lead to inefficiencies, missed
opportunities, and a less-than-stellar customer experience.

Grain bridges these gaps by creating a shared
platform where everyone—sales, service,
marketing, and product teams—can access and
act on the same customer insights.

Here’s how Grain’s features foster stronger team
collaboration:

Providing Transparency

Transparency is the foundation of effective teamwork. With Grain,
every call is recorded, transcribed, and summarized, ensuring that
critical details are accessible to all relevant stakeholders.
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For example, when a sales call is captured in
Grain, the service team doesn’t need to guess
what was promised or spend time chasing down
details.

A

They can simply review the summary or dive into the full recording
to get the information they need. This reduces the chances of
miscommunication and ensures that everyone is aligned on the
customer’s goals and expectations.

Transparency also benefits leadership, who can use Grain’s data
to evaluate team performance, identify trends, and spot
opportunities for improvement across departments.

Highlighting Key Moments

Not every team has time to review entire calls or summaries.
That's where Grain’s clip feature comes in handy. By isolating
short snippets of customer feedback or important moments, teams
can easily share insights without the noise.

For instance, imagine a customer provides
waaaw| glowing feedback about a product feature
during a call. A clip of that moment can be
shared with the marketing team to use in
campaigns or with the product team to
highlight a strength worth building upon.

Similarly, a clip of a customer expressing frustration about a
specific pain point can guide product development or
troubleshooting efforts.

These bite-sized insights make it easy to communicate across
teams and act quickly on customer needs.
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Flagging Goaching Opportunities

@ Grain also plays a valuable role in team
,.\/\ development by automatically identifying areas
/\tt where sales reps or service agents can improve.
t It flags moments where key discovery questions
v weren’t asked or where objection-handling could
be stronger.

This allows managers to provide targeted feedback and training,
empowering teams to continuously improve.

For example, if Grain identifies that reps consistently miss asking
about a customer’s timeline during calls, leadership can use that
data to adjust coaching strategies or update playbooks.

Coaching moments help individual contributors perform better,
which improves team outcomes and ultimately enhances the
customer experience.

The Ripple Effect of Collaboration

Strong collaboration has a ripple effect throughout the
organization. When teams communicate effectively and share
insights, onboarding becomes smoother, customers feel heard,
and opportunities for retention and revenue growth naturally
increase.

yadh A Grain makes this level of collaboration
° ﬁ ‘® possible by providing a shared foundation
O‘? where everyone works from the same data

and insights.
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o Optimizing the
Eu@ Customer Journey
=== Beyond Onboarding

Customer success doesn’t end after onboarding—it's an ongoing
process that requires consistent engagement, adaptation, and
value delivery.

Grain helps teams move beyond reactive problem-solving to build
proactive, data-driven strategies that nurture customers throughout
their journey.

Here’s how Grain supports long-term customer success:

Customer Check-Ins

Regular check-ins are essential to maintaining strong customer
relationships, but it's easy for important details to get lost over time.

Grain ensures every conversation—whether it's
an onboarding call, a troubleshooting session, or
a quarterly review—is recorded and summarized,
creating a comprehensive record of the customer
relationship.

<)

For example, if a customer mentions during a check-in that they’re
planning to expand their usage of your product in six months, that
insight can be flagged and revisited at the right time.

This proactive approach ensures you're aware of changing needs
and can act before opportunities or challenges escalate.
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Flagging Praise and Requests

Every interaction with a customer is a chance to gather valuable
feedback. Grain makes it easy to track both praise and requests in
real time.

Positive comments can be turned into
testimonials, while recurring requests can help
identify trends that guide product development
or service enhancements.

For instance, if multiple customers request a specific feature during
calls, those insights can be flagged and shared with the product
team. On the flip side, a collection of praise clips can be used by
marketing to build case studies or highlight customer success
stories.

This feedback loop ensures that customer voices are heard and
acted upon, creating a sense of partnership and alignment.

Renewal and Retention

When it comes to renewals or upsell conversations, having a
complete picture of the customer journey is invaluable. With Grain,
all historical conversations are stored and easily accessible within
HubSpot, so teams can quickly reference key moments and
insights.

Imagine preparing for a renewal discussion
and being able to review every past interaction

—what the customer’s initial goals were, how
j@& those goals have evolved, and the impact your
a4

solution has delivered.
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This level of preparation makes conversations more meaningful
and demonstrates your commitment to the customer’s success.

Transforming Success into Partnership

The ultimate goal of customer success is to turn transactional
relationships into true partnerships. With Grain, you can stay
engaged with customers at every stage of their journey, showing
that you're not just a service provider but a strategic partner
invested in their success.

Using tools like Grain to optimize processes,

track feedback, and maintain continuity, can

help businesses create customer experiences
that go beyond problem-solving. They can
deliver proactive, personalized value that
builds loyalty and drives growth.

. i . S .
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Let’s Recap!

This guide explored how Grain and HubSpot can help transform
your sales-to-service handoffs and overall customer success
strategy. Here’s a quick recap of the core strategies and tools we
covered:

* Al-Powered Conversation Intelligence: Grain
automatically records and transcribes calls, providing
clear summaries and actionable insights that save time
and improve collaboration.

 Seamless HubSpot Integration: Centralize customer
data with Grain and HubSpot to ensure all teams are
aligned and have access to the same information.

e SPICED Framework for Summaries: Structured call
summaries ensure service teams have the context they
need to deliver value from day one.

 Enhanced Team Collaboration: Features like clips,
playlists, and coaching moments make it easy to share
insights, align teams, and continuously improve.

e Optimized Customer Journeys: Grain supports the
entire customer lifecycle, from onboarding to renewals,
ensuring you can track needs, flag opportunities, and
build lasting relationships.
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Turning Knowledge into Action

Customer success is no longer just a reactive function—it's a
proactive strategy for growth and retention.

Throughout this guide, we've seen how tools like Grain and
HubSpot make it possible to streamline handoffs, optimize
processes, and deliver exceptional value at every stage of the
customer journey.

Now it's time to put these insights into action:

1. Start Recording with Grain: Begin capturing and
summarizing every customer conversation to create a
centralized knowledge base.

2. Integrate with HubSpot: Ensure all customer data flows
seamlessly across teams by integrating Grain with your
CRM.

3. Standardize Handoffs: Use templates, workflows, and
automation to ensure consistency and continuity in every
customer transition.

4. Focus on Long-Term Engagement: Go beyond
onboarding by leveraging Grain to track customer needs,
flag opportunities, and drive retention.

Through these strategies, you'll create a foundation of trust, loyalty,
and growth that benefits both your customers and your business.
The tools are here, and the roadmap is clear—now it's time to take
the next step.
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