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Today’s Agenda

1) What is a Conversational Strategy and Why Bother?

2) Tips for Implementing a Conversational Strategy




Conversational

Strategy

What's the big deal?




Consumer have
never been higher




How important is an immediate response
when you need support?

Very Important 57%

They're less patient.

Important 33%

90% of consumers expect an

. . Neutral 8%
immediate response from

customer service representatives.
Unimportant 1%

Very Unimportant 1%

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



Things have become more...









Now-obsessed



They want you always on.

Always there.

Always knowing who they are.

Always ready to help.



Most businesses are falling behind 2



89%

ot consumers would like to use
messaging to communicate with businesses

;

Base: 6,000 consumers in seven countries
Source:



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

of businesses are equipped to connect with
customers through messaging



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



® Messenger
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This i
IS IS
conversational
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This i
IS IS
conversational



This is conversational

marketing sales
customer service




Tips for Implementing a
Conversational Strategy




Step #1
Detine your goal




Goals for the stage

 Share information or content

e Generate leads

e Gather more context



T-Mobile®

READ MORE SHARE

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

e Generate leads

Team news: Updates on Koscielny and
Sokratis

READ MORE SHARE ® G a t h er Mmore con teXt

| More News Fixtures




9:41 AM v @ 3 100%

g 5§ =

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

»

11:01 AM

Hi theto

Your homepage s undoutitedly one of the most important pages on your website. It's
the virtual front door 10 your business, 50 It noods 10 be visually suprossive and

olfective

That's why we compded a collection of 50 homepage examples from 2017 o napire
your design efforts. Categonsad by industry, this download featwres high-quality
mages and descrpbons aboutl how these homepages beat thes competibon

Skip the form and get it va Facebook Messenger —»

Download 50 Exampies of Balkant Homepage Desgns via the form -«

""Wo're otticially rolng our new Facobook Mossanaer subsctinion! instead of getling
your usual marketing content via emall, you can now skip the form every time and get
t via Messenger instead! Try It in beta hare*”

Know someone alse who would find this ebook useful? Lat then
All the bost
Elissn

P.S. Geol personaised advice On how 10 drive more visaors, leads and cusiomars lor
your company in 3 free website & marketing assessment with a HubSpot
speciplist

Or, it you're interested in chatting with sales about how the HubSpot software can
help you grow your company, ook i demo of give us a call on «1 857 829 5060

SUPPLEMENTING EMAIL

Open rate

Click rate

M

L

Messenger

79.57%

32.82%

12.77%

2.10%

0.07%

0.01%

Improvement

242%

609%

694%




Home Yonicaliv reniies iitantly Manage

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

o  Share information or content

And, do you work at a
marketing agency?

Finally, what is your website
address (URL)?

'T‘,’Dv’.‘r a message

QWERTYUIOP e Gather more context
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iOr 3 © W 4 O 13:37

HupSpot (Default) MANAGE @
Typically replies instantly

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

-(: jchang@hubspot.com

What's the name of your company?

HubSpot

What's the URL of your website?

< hubspot.com

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

1,001 to 10,000

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

Send a message

PAID LEAD GENERATION

Click to submission rate

Cost per leaa

Cost per MQL

Messenger

11.21%

Landing Page

3.79% 296%

$4.77

$22.75 477 %

$11.69

$46.25 396%

Improvement



seses O2-UK ¥ 12:44

' £ Back

Sephora

.

@

: Set Profile Picture

Do you want to see
some more tips or check
out some product
reviews?

What type of tip are you
looking for?

Let me try to narrow it
down for you, What

specifically should | find
a tip about?

Y

G2

B

=) [z2]

Share information or content

Generate leads



Goals tfor the ‘engage’ stage

» Connect with salesperson

« Complete purchase



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

Typically replies in a day

£ Home

chat' to choose a slot in their

‘b calendar

+ Connect with salesperson

e e Close customers

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

app.hubspot.com

Book Time to Chat

% Live Chat

Send a Message...




Y
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39% - 50%

The number of sales which go to
the vendor who responds first

90%

of companies take more than 5

minutes to respond to a sales
enquiry

Base: 512 B2B companies
Source: Drift Lead Response Report 2018




Y 4 =m 1230

Original Coast Cl... MANAGE (O

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

Please let us know if you
have any more questions.

« Connect with salesperson

‘ e Close customers

The Classic White Button Up

Large, White, Cotton shirt

$89.99 BUY NOW




!_) English W Contact Us Q Log in ‘
HUbSp%t Software w Pricing Resources w Partners w About w

Chat has the second
Grow better with the right plan. highest close rate on

All plans are built on top of the free HubSpot CRM.

hubspot.com

25% OFF
Products & Plans Growth Suite Create a Bundle

® HubSpotCRM + & MarketingHub + 1 SalesHub + ¥ Service Hub v

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

software your growing business needs — fully integrated and discounted at 25%
off our standalone prices. See bundled pricing details here. @

Want some help understanding
our pricing or choosing the

right package? I'm here for you.

Starter Growth Suite

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

Talk to Sales



Goals tfor the ‘delight’ stage

* Improve customer support

e |ncrease lifetime value

e Remove friction in customer
experience



e CATATIG T 3:48 PM 85% W\

{ Messages ABC Retail Contact

Hi. I'd like 1o know where my order
AB729471 is please

o — * Improve customer support

order has been shipped on 12/6
and should arrive at 135 Main St,
Cambridge, MA 02142 on 12/9

Can | change the delivery address

g‘)eiH;ghIaMAvSomewilleMA ® |ncrease “fetime Va‘ue

To confirm changing the delivery
address to 28 Highland Ay,

Somerville, MA 02144, please

s - e Remove friction in customer
L) experience

on 12/9




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

o

» Chatbot for answering FAQs
e Surface articles from knowledge base
» Assign complex cases to chat agents

» Book a meeting if further support is needea



4

Parade of Books @

2.5M pecple e this including
Meredith Benadict and 4 friends

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

Log In

Don't Have an Accoumt

Improve customer support
Increase litetime value

Remove friction in customer
experience



TfL TravelBot >

£ Home Manage

Hi there, I'm the automated TfL
TravelBot, Here's what | can do
for you now, plus more features
will be added soon %)

g ol

Live bus arrivals

Find info on the next buses at your bus
stop

@ Check arrnivals

Send a Message
Quick menu
Full menu

Message an agent

Improve customer support
Increase litetime value

Remove friction in customer
experience



Step #2
Choose the channel / tool

Messenger WhatsApp



Things to consider...

v Can it help you meet your goal?

v lIs it a channel your audience uses?

v Can it integrate with your CRM?

v Will you need dev support to build it?

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



Advertising & Promotion
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tech stack’
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CRM + Chat =

v Personalised
v Helpftul
v Authentic

conversations at scale




If you only remember
three things...

89% consumers would Define your goal. What Pick the best tool for
ike to use friction point can you the job and integrate it
messaging to remove? with your current
communicate with systems.

you.






