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Steven Groen
Customer Success Manager 
HubSpot
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Agenda
Christian Kinnear: presentation, Q&A
Steven Groen: presentation, Q&A
Final remarks

3



Grow your business with HubSpot
Christian Kinnear
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How does your organisation respond to the COVID-19 pandemic?

1. Same as before, there was no need for any changes

2. We are in survival mode

3. We are adapting to the new situation

4. We are growing during the pandemic

Poll question 1: What do you think?
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The COVID-19 pandemic 
places companies in 
three broad categories:

SURVIVE ADAPT GROW

Example industries:
travel, events, brick & mortar retail, 
restaurants etc.

Example industries: technology/software, 
consulting & professional services, 
anyone with outside/channel sales

Example industries: e-commerce, e-
medicine, e-learning, on-demand 
gaming/fitness, logistics, IT services
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COVID Benchmark Data
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Inbound Solution

SEO        Website - CMS        Blogging      
SEM           Social Media

Marketing Automation

Sales Enablement

Analytics

ATTRACT 
STRANGERS

ENGAGE 
VISITORS

CONVERT
CUSTOMERS

DELIGHT
PROMOTERS

Calls-To-Action
Landing Pages    Forms
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ATTRACT 
STRANGERS

ENGAGE 
VISITORS

CONVERT
CUSTOMERS

DELIGHT
PROMOTERS
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Our philosophy?

The only all-in-one & end-to-end platform

ATTRACT 
STRANGERS

ENGAGE 
VISITORS

CONVERT
CUSTOMERS

DELIGHT
PROMOTERS
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Customers
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What role do reviews and recommendations play in your bigger 

purchasing decisions?

1. No role at all

2. Rarely

3. Regularly

4. A major role

Poll question 2: What do you think?
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Then = Funnel
Customers as an afterthought

Now = Flywheel
Customers are at the centre

Customers
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2019

All of that is just the beginning

We’re focused on helping companies grow better in 
ever expanding ways
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Implementation Specialists
Implementation Specialists provide  guidance in 

technical setup and initial  execution of the 
HubSpot platform tool  set.

HubSpot Academy
HubSpot Academy provides free certifications 

on everything from HubSpot’s software, to 
industry best-practices.



1. Identify where your company is and where you want that to 
be (Survive, Adapt, Grow)

1. INBOUND methodology to Attract, Engage and Delight your 
customers

1. Leveraging the HubSpot CRM Platform for your digital 
transformation (Marketing, Sales and Services)

1. Check out our benchmark data: hubspot.com/covid-data

Key takeaways
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The best perk is 
meaningful work.

The second best 
is amazing peers. 
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A Customer Perspective
Steven Groen
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WHAT IS CUSTOMER SUCCESS?
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Customer Success Manager?

● Customer Advocate

● Strategic advisor

● Account manager

● The link between teams

Depending on the needs of the client, I can speak with the 
Implementation Team, Product Team, Support, Billing, 

Collections, Sales Team and the Migrations Team!
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• Sales & Marketing alignment

• Content Strategy

• Sales Pipelines

• Database segmentation

• Workflows

• Email campaigns

• Reporting

• ...

Subjects to discuss with a CSM
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Poll question 3: What do you think?

Does your organisation have a department / people solely dedicated to 

customer success?

1. Customer success is not something we actively consider

2. Customer success is part of the role of some employees

3. We have a team dedicated to customer success
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WHAT HAS CHANGED?
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Client questions

1. How do we operate without a physical presence?

2. What’s the best way of reaching out to prospects?

3. How do we stay in business when our sector is hurting?
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Buyer interest

1. Website Traffic

2. Customer-Initiated Chat
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Buyer engagement

1. Email Marketing

2. Sales Emails

3. Call Prospecting
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Pivoting
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The Future of Work
Christian Kinnear
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Artificial Intelligence

Machine Learning

Algorithms

Bots

Is this the future of work?
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Yes... ...partly
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Your people are customers too.  

The product they buy is your culture.
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Future of Work = flexibility

geographic flexibility (where)

schedule flexibility (when)

method flexibility (how)
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The number of companies in 
the EU with employees working 
from home has increased to 
88% compared to 4% before 
the pandemic. (EAE Business 
School)

And HubSpot Employees?

Geographic Flexibility

Work is a verb, 
not a location.
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The definition of “the working 
day” is changing 
fundamentally, for us and our 
customers.

We need to embrace when 
people are their most 
productive.

Schedule Flexibility
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How we create, share, 
communicate, and collaborate.

Method Flexibility

A word of caution - too much “productivity” can be unproductive!
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HubSpot Blog

Remote Work - 36 articles
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https://blog.hubspot.com/topic-learning-path/remote-work


HubSpot Internal 
Only

Thank You
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THANK YOU

www.diba.ie


