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Foreword

Welcome to Unlock Your Next Marketing Campaign with Customer
Support, a guide designed to build on the insights shared during
our recent webinar, How Customer Support Can Unlock Your Next
Marketing Campaign. Whether you joined us live or plan to catch
up later, you can revisit the key takeaways by watching the
webinar on-demand here

Customer support is no longer just about resolving issues—it's
about fostering deeper connections with customers and turning
their feedback into actionable insights that can supercharge your
marketing.

Leveraging customer interactions, feedback, and insights helps
businesses create marketing strategies that are effective and
deeply personalized to their audience’s needs.

This ebook builds on the strategies discussed in the webinar and
offers practical, easy-to-apply tips. From understanding how to use
customer feedback in your marketing to aligning your customer
support and marketing teams, this resource will help you unlock
new growth opportunities.

Whether you're just starting to think about the role of customer
support in marketing or looking for ways to elevate your current
strategies, this guide will provide you with the tools and knowledge
to put your customers at the center of your marketing campaigns.
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Introduction

Keeping customers happy and engaged is essential for any
business looking to grow. Maybe you're struggling with a constant
flow of support tickets or trying to prevent customer churn before
it's too late.

But what if your customer support team could give you your next
great marketing campaign?

80% of customers consider their
experience with a company to be as
Important as its products or services.
Furthermore, 64% of consumers are more

likely to recommend a brand that responds
to their feedback promptly and effectively.

(Source: Salesforce Research)

Customers are the most valuable source of insights for any
business. Listening to their needs, challenges, and feedback can
shape your marketing efforts in ways you might not have imagined.

When companies align customer support with marketing, they see
significant improvements in customer satisfaction, sales, and
retention.
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This ebook will show you how to:

e Harness customer feedback to fuel personalized
marketing campaigns]

e Create a seamless customer experience by aligning
marketing and customer support teams

e Use customer interactions to generate content and
strategies that resonate with your audience

You don't need to be an expert in marketing or customer service to
make these strategies work—just a willingness to listen to your
customers and make them the heart of your efforts.
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Why Customer Support
p Matters to Marketing

When you think about marketing, your first thoughts might be
social media, email campaigns, or flashy advertisements. But what
if | told you that one of the most powerful tools for your marketing
success is sitting right in your customer support team?

Your customer support team can open the door to new marketing
opportunities, and here’s why.

The Hidden Power of Customer Support

Customer support is often viewed as the team that handles
complaints, answers questions, and fixes problems. While true,
customer support is much more than a "fix-it" department. It's a
direct line to your customers' thoughts, feelings, and experiences
with your brand.

Think about it: your support team speaks to
customers every day. They hear their
frustrations, their praises, and their suggestions
for improvement. This constant interaction
gives your support team a unique window into
what your customers want and need.

And here’s the best part: that information can fuel your marketing
campaigns.
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Applying what you've learned from customer support to your
marketing means you're no longer guessing what might work.
You're using real customer insights to create messages that
resonate. It's the difference between speaking to an audience and
your audience.

The Evolution of Customer Support:
From Cost Center to Revenue Driver

For a long time, businesses treated customer support as a
necessary expense—a cost center. The goal was to solve
customer issues as quickly and cheaply as possible. But the times
have changed, and so has customer support.

Businesses now recognize customer support as a major part of the
overall customer experience. And when done right, it can be a
powerful revenue driver.

Happy customers are likelier to stay loyal,
spend more, and recommend your business
to others. Companies prioritizing customer
experience report higher revenue growth than
those that don’t. 86% of buyers are willing to
pay more for a better customer experience.

Let's take Delta Airlines as an example. Back in 2010, they had a
major customer service problem. Their solution? They began
listening more closely to customer concerns and used that
feedback to improve.

This boosted their reputation and became a core part of their
marketing message: “We listened, and we made changes.” It
showed customers that their voices mattered, building trust and

loyalty.
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How Customer Support Fuels
Marketing Success

So, how exactly does customer support feed into marketing? Let's
break it down:

1. Understanding Customer Pain Points

Your support team constantly deals with customer
problems. These “pain points” give you a clear idea of
where customers struggle the most with your product or
service. These struggles can serve as the basis for
targeted marketing campaigns that offer solutions.

2. Spotting Trends in Customer Behavior

When your support team starts seeing the same questions
or issues repeatedly, you've got valuable data on your
hands. These trends can tell you what your customers are
most concerned about, and you can craft marketing
messages that address these common concerns.

3. Building Authentic Marketing Messages

Customer support provides real quotes, stories, and
customer experiences. Using this in your marketing makes
your messages feel authentic and human. It's not just a
faceless company talking—it's a company that
understands and cares.

4. Creating Content That Resonates

Every interaction your support team has with a customer is
an opportunity to learn something new. Whether it's a
frequently asked question or an innovative way a customer
uses your product, this information can help you create
blog posts, FAQs, videos, and social media content that
provides real value.

@
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’ The Flywheel Model: Why
" Customer-Centric Service
Matters

Keeping customers at the heart of every business decision is now
the most effective growth strategy. The traditional “funnel”
approach, where customers move through a linear path from
awareness to purchase, has evolved.

S HubSpot's Flywheel model exemplifies a more
modern approach that places customers at the
Dv center of marketing, sales, and service efforts.

Instead of moving through a rigid funnel, customers engage in a
continuous cycle that allows businesses to build momentum and
drive growth by fostering stronger, long-term relationships.

What Is the Flywheel Model?

The Flywheel model, popularized by HubSpot, is an approach that
places the customer at the center of all business operations.

In this model, customer support isn’'t an isolated department but a
growth driver. Aligning support, marketing, and sales creates a
flywheel effect where each positive customer interaction fuels
further engagement, attracting new customers and retaining
existing ones.

Here’s how the Flywheel model applies to aligned teams:
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e Attract: Marketing campaigns that speak to real
customer needs bring in new customers.

e Engage: Support and sales teams work together to
engage customers, answer their questions, and provide
value.

* Delight: A seamless support experience keeps
customers happy, encouraging them to share positive
reviews and return for future purchases.

Breaking the Funnel: Enter the Flywheel

Why the shift from funnel to flywheel? Simply put, the funnel model
IS outdated. It focuses only on acquiring customers, without
considering how to keep them engaged post-sale.

In the Flywheel model, Service, Marketing, and Sales work
together as interconnected gears that keep customers engaged,
satisfied, and more likely to return.

1. Service

At the core, Service is not just a final touchpoint but a critical
factor that reinforces customer satisfaction and loyalty.
Happy customers are not only more likely to make repeat
purchases but also act as brand advocates, spreading
positive word-of-mouth.

2. Marketing

Marketing is responsible for educating and inspiring
potential customers while staying engaged with existing
ones. With insights gained from Service, Marketing can craft
campaigns that address real customer needs and issues,
enhancing personalization.
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3. Sales

Sales teams, equipped with customer insights from Service,
can close deals more effectively by addressing pain points
in a way that feels authentic and customer-centered. Unified
data enables Sales to approach each lead with relevant
context, setting the stage for stronger, more genuine
relationships.

With the Flywheel model, customers aren't the end of the journey;
they are the driving force that powers ongoing growth. When
Service, Marketing, and Sales align around customer needs, the
result is a compounding effect, creating momentum that pushes
your business forward.

The Power of Unified Data: Why
Collaboration Matters

According to HubSpot's State of Service Report:

97% of CX leaders see improving
collaboration across departments as a top

priority.
Teams with unified data report that

customers are 225% more likely to have a
personalized experience.

These numbers highlight a powerful truth: when departments work
in silos, customers can feel the disconnect.

Unified data breaks down these barriers by allowing teams to
share insights and provide consistent, personalized experiences at
every touchpoint. This collaboration isn't just nice-to-have; it's a
must for any brand committed to customer satisfaction.
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Imagine a scenario where a customer expresses dissatisfaction to
the Service team. With unified data, the Marketing team can be
notified to address this concern in future campaigns, while the
Sales team can approach similar customers with a tailored
approach, taking previous feedback into account.

This synergy results in a customer experience that feels coherent
and intentional, building loyalty and trust.

)) The Power of Listening to
Your Gustomers

When was the last time you truly listened to your customers? Not
just reading their comments or glancing at survey results, but
listening to what they're saying?

Listening to your customers isn't just good customer service—it's
the secret ingredient for creating powerful marketing campaigns.

Let's examine how customer feedback can fuel your marketing
efforts, how to gather it effectively, and how to use it to shape
campaigns that resonate with your audience.

Why Listening Is So Important

No one knows your product or service better than your customers.
They use it every day, navigating its strengths, challenges, and
quirks. This makes them the best source of insights for improving
not only your product but also your marketing.

When you listen to your customers, you see things from their
perspective. You understand their frustrations, needs, and what
they truly value. These insights are marketing gold.

Here’s why listening to your customers can be a game-changer for
your marketing:
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1. It helps you identify pain points. When customers
repeatedly mention certain issues or challenges, it gives
you a clear understanding of what's not working. You can
then craft marketing messages that directly address these
concerns.

2. It fuels innovation. Your customers often give you
ideas for improving your product or service—sometimes
without even realizing it. You can use these ideas to refine
your offering and highlight improvements in your
marketing.

3. It builds trust. Customers are more likely to trust your
brand when they feel heard. Showcasing how you've
listened and acted on their feedback in your marketing
builds a deeper connection and loyalty.

Now that you know the value of listening, let's discuss how to
gather that valuable customer feedback. Fortunately, there are
several ways to get insights directly from your customers. Here are
some of the most effective methods:

Surveys are one of the simplest ways to gather structured
feedback. Tools like CSAT (Customer Satisfaction Score), CES
(Customer Effort Score), and NPS (Net Promoter Score) surveys
can help you understand how satisfied customers are with your
product or service.

@
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But don’t stop at just the scores—jpay close attention to the open-
ended responses. That's where the most valuable insights are
often hiding.

Tip: Make your surveys short and easy to fill out.
A quick survey right after a support interaction or
purchase can give you fresh, relevant insights.

Your support tickets are a treasure trove of information. You can
identify patterns and trends in customer needs by analyzing the
common issues or questions that come up repeatedly. This data
can help you create marketing content that addresses these
recurring issues.

If a specific question keeps popping up in your support tickets, it
might be a good idea to create a blog post, FAQ, or video tutorial
addressing that topic.

Customers are always talking on social media, whether tweeting
about your latest product update or leaving a review on Facebook.

Social media listening tools like Sprout Social or HubSpot's social
monitoring can help you track conversations about your brand in
real-time. These platforms allow you to monitor specific keywords,
trends, and sentiments related to your business.

Tip: Respond to both positive and negative
feedback on social media. Show your customers
that you're engaged and listening, no matter what
they have to say.
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4. Customer Interviews

Nothing beats a one-on-one conversation for a deeper
understanding. Conducting customer interviews can give you rich,
gualitative insights that surveys and tickets might miss.

Ask your customers what they love, what frustrates them, and
what would improve their experience. Deep listening can provide
the foundation for a highly personalized marketing strategy.

5. Community Forums & User Groups

If your business has a community forum or participates in online
user groups, these spaces can offer incredible insight into your
customer base. Forums often reveal what customers are

passionate about or struggling with in real-time, offering another
channel for listening.

Turning Feedback into Actionable
Marketing Insights

1. Address Customer Concerns Directly

In Your Messaging

When you repeatedly hear a specific concern or pain point from
your customers, address it head-on in your marketing.

For example, if customers are frustrated by a particular feature,
don’t shy away from it. Instead, acknowledge the feedback and
highlight the improvements you've made.

Delta Airlines listened to customer frustrations about flight delays
and made changes based on that feedback. Their marketing
message wasn't just about their new service—it was about why
they made those changes: they listened to their customers.
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2. Highlight Customer Success Stories

Use positive feedback and success stories to your advantage.
Happy customers are often your best marketing asset. Share their
stories through testimonials, case studies, or user-generated
content. This builds credibility and shows other customers that
you're delivering real results.

For instance, a company often highlights stories from companies
that have used their tools to transform their marketing or customer
service. These stories are powerful social proof for prospective
customers.

3. Create Content that Solves Problems

If a particular problem keeps surfacing in customer feedback,
create content around it. Blog posts, instructional videos, or how-to
guides can solve common problems while positioning your
business as an expert in solving them.

If you notice that customers frequently ask about how to use a
feature, create a detailed tutorial that can be shared via email,
social media, or as part of your knowledge base.

4. Use Feedback to Personalize
Campaigns

Customer feedback can also help you segment your audience for
more personalized marketing. If you know that a certain segment

of customers is struggling with a particular issue, you can target
them with personalized content that addresses their needs.

Personalized marketing feels more relevant and increases the
likelihood of engagement.

@
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Using Gustomer Support
Y Insights to Personalize
Marketing

Customers expect personalized experiences. They want to feel like
you understand their unique needs and preferences—and one of
the best ways to deliver that personalized experience is by using
the insights you gain from customer support.

0

Let's discuss how to leverage customer support data to create
highly personalized marketing campaigns, even at scale.

Why Personalization Matters

Imagine you're shopping online for a new pair of shoes. You
browse a website, and then a few days later, you receive an emalil
showcasing shoes that match your style and preferences.

This recommendation feels like it's tailored just for you—and it
increases the likelihood that you'll make a purchase.

Now, let’s flip that scenario. Instead of personalized shoes, you
receive a generic email offering products you're not interested in.
It's likely that email will be ignored or deleted.

This is the difference personalization makes.
.‘ Studies show that 80% of customers are more
. . likely to buy from brands that offer personalized
‘ ’ experiences, and companies that excel in
P personalization can see revenue increases of
up to 15%.
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Personalization builds stronger connections with customers and
makes them feel valued, which in turn drives engagement, loyalty,
and sales.

How Gustomer Support Insights Fuel
Personalization

Your customer support team interacts with customers dalily,
gathering invaluable information about their preferences, pain
points, and behavior. This information can help you create
marketing campaigns that feel personal and relevant.

Here’s how customer support insights can fuel your personalized
marketing efforts:

1. Behavior and Preference

Support tickets, chat logs, and email interactions are full of details
about what your customers like, dislike, and expect from your
product or service. You can use these insights to tailor your
messaging, promotions, and content to match their preferences.

If your customer support team notices that many customers ask
about a particular product feature, you could create a targeted
email campaign highlighting that feature and explaining how it
benefits the user.

2. Frequent Customer Issues

If certain issues or questions keep popping up, you can proactively
address them in marketing. Not only does this show customers
that you're listening, but it also allows you to position your brand as
one that solves problems.
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Let's say many customers ask how to use your product more
efficiently. You could create blog posts, videos, or email series
offering tips and tricks for getting the most out of the product. This
not only educates customers but also builds trust in your brand.

3. Purchase and Interaction History

With customer data stored in your CRM (Customer Relationship
Management) system, you can track each customer’s interaction
history. This includes purchases, support requests, website visits,
and more. Combining this data with marketing automation tools
helps you create personalized campaigns based on past behavior.

If a customer has shown interest in a specific product category,
you can send them recommendations for similar items or follow-up
offers based on their previous interactions.

Tools to Help You Personalize at Scale

While it's easy to offer personalized experiences to a few
customers, scaling that personalization can be a challenge—
especially if you have hundreds or thousands of customers.

Fortunately, with the right tools, you can
automate personalization on a larger scale
without losing that personal touch.

Here are some tools and techniques to help you personalize your
marketing efforts:
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1. CRM + Marketing Automation

Choose type

(®) Start from scratch

riggered off contacts

A CRM system, like HubSpot, stores all your customer data in one
place, making it easy to track behavior, preferences, and
interactions.

Integrating your CRM with marketing automation tools lets you
create segmented campaigns that feel personal to each recipient,
even when sent to large audiences.

Use HubSpot's Custom Events feature to track customer

behavior and automate personalized follow-up emails based on
their activity, such as service inquiries or product purchases.

2. Dynamic Content

HubDB

Store, filter, and display data dynamically

an your website and landing pages

0 Srone, fingr, and dymamically update ComEnT ST your
werlsite.

@ Mannge colections of rustuned LSNeA! f ent pags,
procuct cosologs, employee lstings, ond mone.

o Gt ssaned by creating your first soble or learn more about
wheat you com build with HubD8 £
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Dynamic content allows you to tailor the messaging, offers, and
images on your website or in your emails based on the user’s
preferences or behavior. This means each visitor or email recipient
sees content specifically relevant to them.

For instance, an online clothing store might show location-based
weather-related recommendations. If it's winter where a customer
IS located, they’ll see winter jackets and boots, while a customer in
a tropical region will see swimwear.

3. Segmentation

“ v o @, ¥
Order issues?
CHAT
Hi there,
‘@ | recently placed an order but I'm not
sure if it went through? | never got a
CHAT receipt. Any way you could look it up
for me and resend the confirmation?
’ Thank you!
Bella
EMAIL

“ Reply

Segmenting your customer base allows you to group customers
based on shared characteristics such as demographics, purchase
history, or support interactions.

You can then send personalized messages to each segment,
ensuring your campaigns are targeted and relevant.

@
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If you notice that younger customers prefer using chatbots while
older customers prefer phone support, you can segment these
groups and tailor your marketing content accordingly.

Younger customers may respond better to tech-forward
messaging, while older customers might prefer messages that
emphasize human support.

4. Service Ticket Data

Customer service tickets are often categorized by issue type. By
analyzing these categories, you can identify common challenges
or requests and create personalized marketing content that
addresses these issues head-on.

If a common support ticket concerns “setting up an account,” you
could create a step-by-step video guide and send it to customers
who recently opened accounts but haven’'t completed the setup
process.

This would not only solve their problem but also enhance
the customer experience.

How to Personalize Without Losing the
Human Touch

One of the biggest concerns businesses have when scaling
personalization is that the marketing might start to feel too
automated or robotic. While automation is essential for scaling, it's
important to maintain the human touch in your messaging. Here’s
how you can do both:
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1. Use Friendly, Conversational Language

Even though you're automating some messages, make
sure the tone stays conversational and approachable.
Personalization isn’t just about using someone’s name—it's
about making the content feel relevant, human, and
engaging.

2. Empower Your Support Team to Contribute

Your customer support team interacts directly with
customers, so they know what resonates with them. Work
with your support team to craft personalized messaging that
reflects real conversations, questions, and feedback from
your customers.

3.0ffer Human Support When It's Needed

While automation is great for efficiency, some situations still
require a human touch. Make sure customers can easily
reach a real person when they need to, and communicate
this in your marketing. Let them know they aren't just
interacting with a machine—you’re there when they need
you.

Aligning Gustomer
Support and Marketing
Teams

If customer support is the heartbeat of customer experience,
marketing is the voice that speaks to customers, attracting and
keeping them engaged.

@
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When these two teams work together, customers receive a unified,
consistent experience that builds trust and drives loyalty.

Let's explore the importance of aligning customer support and
marketing teams, practical ways to foster collaboration, and the
benefits of creating a consistent customer journey.

Why Alignment Matters: Breaking
Down Silos

In many businesses, customer support and marketing operate
independently, each focusing on specific goals.

/ Marketing attracts new customers and

% builds brand awareness, while customer
@{— support aims to address customer issues
and maintain satisfaction.

While these roles are different, their ultimate purpose is the same:
to serve the customer.

When customer support and marketing teams operate in silos,
they miss valuable opportunities to enhance the customer
experience. Marketing might not fully understand the customer
pain points that support teams hear every day, leading to
campaigns that don’t resonate.

On the other hand, support teams might lack insight into upcoming
marketing campaigns, missing chances to prepare for new
customer inquiries.

Breaking down these silos and fostering collaboration between
customer support and marketing allows both teams to share
insights, align their messaging, and provide a more consistent
experience for customers at every touchpoint.
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The Benefits of Aligning Support
and Marketing

Aligning customer support and marketing teams offers a range of
benefits that extend beyond just smoother operations. Here are a
few key advantages:

1. A Seamless Customer Journey

When support and marketing work together, customers experience
a consistent message across every interaction with your business.
This unified approach helps customers feel valued and
understood, building trust and loyalty.

2. Improved Customer Insights

Both teams collect valuable data on customer preferences, pain
points, and behaviors. When they share these insights, they gain a
fuller picture of the customer, leading to more targeted campaigns
and more effective support.

3. Greater Efficiency and Reduced

Customer Churn

Aligned teams can respond to customer needs more proactively,
reducing the likelihood of customer churn. For instance, if
marketing learns of a common pain point from support, they can
address it in future campaigns, preventing potential dissatisfaction.

4. Enhanced Brand Consistency

A unified approach ensures that your brand’s voice and messaging
stay consistent, whether a customer is reading a social media post,
a blog article, or chatting with support. Consistency reinforces
brand identity and builds customer confidence.

@
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Practical Ways to Foster Gollahoration
Between Support and Marketing

Support and marketing alignment can help you improve many
aspects of your business, but how do you nurture that
collaboration? You can start by using some of these simple
methods.

1. Share Customer Feedback Regularly

Create a system for regularly sharing customer feedback, support
tickets, and survey results with the marketing team.

Whether through weekly meetings, shared reports, or CRM
updates, keeping marketing in the loop with real customer insights
allows them to create more relevant campaigns.

Many companies host a monthly “Voice of the
®) Customer” meeting where customer feedback
O,-D-\O and trends are shared across departments.
[1=29=4\  This helps the marketing team hear firsthand
@) what customers say—straight from the support
team.

2. Create a Centralized Knowledge Base

A shared knowledge base that contains customer FAQSs, ticket
trends, and customer success stories can be valuable for both
teams. Marketing can use this content to create campaigns, while
support can use it to address customer inquiries quickly.

Ensure your knowledge base includes up-to-date information on
new products or features, upcoming campaigns, and marketing
materials that might impact support inquiries. This keeps both
teams informed and ready to handle customer questions
consistently.

. . . - 0 .
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3. Alignh on Messaging and Tone

Consistent language and tone are critical for

a seamless customer experience. Work
together to develop messaging guidelines that
ensure marketing and support are speaking in
the same voice. This is especially important for
new campaigns, product launches, or any
content shared across multiple channels.

If marketing is launching a campaign around a new feature, the
support team should be briefed on the feature’s benefits, potential
customer questions, and any prepared responses that align with
the campaign’s tone. This way, support can echo the marketing
message, creating a unified customer experience.

4. Collaborate on Content Creation

Customer support insights are a goldmine
for content ideas. Whether it's common
guestions, pain points, or customer success
stories, support can provide marketing with
the foundation for blog posts, social media
content, and even video tutorials.

If support frequently receives questions about how to use a
specific product feature, marketing can create a tutorial or FAQ
post to address these questions. This reduces the load on support
while providing customers with useful resources.
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5. Encourage Cross-Department Training

o= Regular cross-training sessions can
W@ help each team understand the
AA”  other's perspective and processes.

Support reps can attend marketing sessions to learn about
upcoming campaigns, while marketers can sit in on support calls to
get a firsthand view of customer interactions. This fosters empathy
and helps both teams work together more effectively.

Host a monthly “job shadowing” day where support and marketing
team members swap roles for a few hours. Marketers can gain

insights into real customer concerns while support reps get a feel
for the marketing strategy, strengthening collaboration.

Leveraging Customer
Success for Marketing
= Campaigns

A happy customer is one of your most
valuable marketing assets. While traditional
advertising can get people’s attention, nothing
builds trust quite like a story of real customer
success.
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Customers who are satisfied, engaged, and loyal can become
some of your biggest advocates. Their success stories reinforce
your brand’s credibility and show prospective customers what'’s
possible with your product or service.

Let's learn about leveraging customer success as a key element of
your marketing campaigns. From gathering testimonials to crafting
case studies, we'll discuss strategies for transforming happy
customers into powerful marketing tools.

The Power of Customer Success Stories

Imagine you're considering a new product, and you see two types
of marketing: a paid ad describing the product’s features and a
testimonial from a customer who achieved incredible results.
Which one resonates more?

For most people, it's the testimonial because
557 I 0% it's genuine, relatable, and credible. 88% of
consumers trust online reviews as much as
personal recommendations, and 92% of
business buyers read reviews and testimonials

before buying.

Customer success stories are powerful because they showcase
real outcomes. They give potential customers a glimpse of what
they could achieve and help answer common questions, like “Does
this work?” or “Will this help someone like me?”

Here’s why customer success stories are such valuable marketing
assets:

. . . - 0 .
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1. They Build Trust. Real customers sharing their
positive experiences add authenticity to your marketing.

2. They Demonstrate Value. Success stories showcase
the practical value of your product or service in real-world
scenarios.

3. They Inspire Action. People are more likely to act
when they see that others like them have succeeded
using your product.

Ways to Gather Customer Success Stories

Before using customer success in your marketing, you need to
identify and gather these stories. Here are some effective ways to
do this:

1. Reach Out Directly to Satisfied

Customers

Your customer support team likely already knows which customers
are happy and successful. They're the ones who express gratitude
for the service, renew their subscriptions, or recommend your
product to others.

Work with your support team to identify these customers, and
reach out to see if they’d be willing to share their story.

2. Leverage Customer Surveys and
Feedback

When you send out customer satisfaction surveys, be sure to
iInclude an open-ended question where customers can share
additional feedback.

@
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Sometimes, customers will write detailed responses highlighting
how your product has helped them. This can serve as the basis for
a testimonial or success story.

For instance, in your Net Promoter Score (NPS) survey, ask
customers if they'd be open to sharing their feedback in a case
study. Positive responses are a great place to start.

3. Social Media Listening

Customers often share their experiences on social media,
sometimes without you even asking. Monitoring social channels for
mentions of your brand or product can reveal success stories in
the wild.

Reach out to these customers, thank them, and ask if you can
feature their posts or expand their stories in a case study.

4. Incentivize Referrals and Testimonials

Encourage happy customers to share their experiences by offering
a small incentive, such as a discount, exclusive content, or a
thank-you gift.

While it's important to keep testimonials genuine, a little nudge can
go a long way in encouraging customers to share their stories.

E How to Get Started

As we've explored throughout this guide, customer support is no
longer just a back-end function; it's a powerful driver of business
growth. Let’s recap the main points and set you up with a practical
roadmap for implementing these strategies in your business.
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1. The Flywheel Approach: Embracing the Flywheel
model over the traditional funnel approach ensures that
every interaction—from Marketing to Sales to Service—
Is centered around building long-term customer
relationships. This model emphasizes collaboration and
continuous engagement, which boosts satisfaction and
drives loyalty.

2. Unified Data for Personalized Experiences: By
centralizing customer data, teams across Service,
Marketing, and Sales can access the same insights,
creating a more cohesive experience for the customer.
Unified data allows for personalized and context-driven
interactions, increasing customer satisfaction by
addressing individual needs and preferences.

3. Al-Enhanced Customer Support: Leveraging Al
tools in platforms like HubSpot's Service Hub provides
support teams with the ability to respond more efficiently
and proactively. Al-driven insights empower teams to
anticipate customer needs and deliver solutions at scale
without sacrificing the personal touch.

4. Collaborative Goals Across Departments: Breaking
down silos and encouraging collaboration between
departments ensures that everyone is aligned with the
goal of delivering value to the customer. Marketing can
understand customer pain points, Sales can approach
leads more authentically, and Service can retain
customers with meaningful, proactive support.
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Here are some actionable steps to help you start integrating
customer support and marketing for growth:

1. Map Out Your Customer Journey: Identify every
touchpoint from the first interaction to post-purchase
support. Look for ways to ensure that each stage reflects
a customer-centric approach.

2. Adopt the Flywheel Mindset: Shift your focus from
one-off conversions to building continuous momentum.
Prioritize initiatives that enhance customer satisfaction
and loyalty, such as loyalty programs, proactive support,
or personalized content.

3. Leverage HubSpot’s Service Hub for Centralized
Data: If you're not already using a platform like HubSpot,
consider adopting a tool that centralizes customer data
and provides Al-driven insights. This will help all teams
stay informed and coordinated around the customer’s
needs.

4. Encourage Cross-Departmental Collaboration: Set
up regular check-ins between Marketing, Sales, and
Service teams to discuss insights and align on customer-
focused goals. Ensure that everyone has access to
shared metrics and tools that foster transparency and
consistency.

5. Invest in Al-Driven Customer Support Tools: Al
can handle routine queries, provide support insights, and
automate follow-ups, freeing up your support team to
focus on complex and high-impact interactions.
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6. Monitor and Adjust: Regularly assess your customer
satisfaction scores, response times, and retention rates.
Use these metrics to identify areas for improvement and
make adjustments to your integrated support and
marketing strategies.

Taking these steps puts you well on your way to creating a
customer support system that not only resolves issues efficiently
but also strengthens your brand and fuels business growth.

As you integrate these strategies, stay flexible, listen to feedback,
and adapt to changing customer needs. The rewards—loyal
customers, positive word-of-mouth, and long-term growth—are
well worth the effort.
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