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For the last decade, customer service
delivery has relied on headcount.

It’s been a linear growth formula - the
more customers you earn, the more reps
you hire to serve them.

¥ Service Hub



The Old Way The New Way

2 A = & @

More Reps Isolated Tools Closing Tickets AI-Empowered Reps Unified Platform Refain & Grow

Headcount by default Limited insights Meeting expectations Digital by design 360 customer insights Customers

Delivering value

Cost Center Revenue Driver

Low CSAT Retention & usage

Al Increased simplicity
2Ve]\ViigleNelele]S Rep effectiveness
Incomplete customer profiles Unified source of truth

¥ Service Hub"

Driven by:

Disrupted by:




; Pain Ili‘ Business Impact 6{% The Solution

Resolve issues 24/7 with AI Chatbot, optimize

Customers expect faster Declining CSAT ond_ p  your support org with advanced SLAs,
support, but resources support rep frustration. . . .
are flat. skills-based routing, and an omnichannel

help desk.

Provide 360 clarity to your marketing, sales,
CX tech is siloed, and the Internal friction from too and service feams through a unified CRM,
customer journey is many sources of truth. and empower your reps with AI-powered
fragmented. recommendations.

Grow proactively with the customer success
It’s hard to retain Lost revenue from workspace, and uncover insights to drive
customers long-term. customers churning. > revenue expansion and product usage.

¥ Service Hub



Easy to use.
Easy to love.

+

Leader on G2

A tool your feams
want to use

Crafted, .
not cobbled. &’Q\

+

Built on HubSpot

A Smart CRM that doesn’t
require middleware

Purpose-built FX
to scale and
= A

*
Built for CX Teams

Empowering you with
software & Academy courses

¥ Service Hub




A A B B B B E N N NN
A A B B B B B N N NNN'

]

N ENE N ENEE B B B
e

®®
e
®
&

&

$ Service Hub



SeIVice H“b F'\_:l@ X Scale support with AI

It’s AI-first, it’'s omnichannel, and it Faster ticket resolution times
ushers in a new era of customer service.

With Service Hub, you can scale support,
drive retention, and increase customer
value - all in one place.

Drive proactive retention

83%

Experience increased retention



..scale personalized service

To win in this landscape,
CX leaders must

..across every channel

..while increasing retention

¥ Service Hub




Service Hub

Features




< Service Hub®

SCALE SUPPORT

Breeze Customer Agent P—

Cut support volume, increase efficiency and — Q...
resolve customer queries 24/7 with a — N

GPT-powered AI Agent. Use your

knowledge base, website, short answers,

and PDFs as a repository of information,

ensuring a safe and seamless AI-powered )

Message

experience for your customers.

Outside of operating hours @ o
Message

To manoge your operating hours

99 10 your Inbox or HelpDesk chat

availability settings.

Did I answer your question?

it 9

((. Professional+ \
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SCALE SUPPORT

Knowledge Base

Help customers help themselves, reducing
your number of support requests. Create
up to 25* search optimized knowledge
bases for your unique brand or audiences,
filled with help articles, videos, and
documentation. Collect feedback on
articles and analyzes search patterns to
improve your articles.

Professional+ Seat Required
(]

*Service Hub Enterprise

only
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SCALE SUPPORT

Customer Portal

Your customers have more control over
their customer service experience with a
secure place to view, open, and reply to
their support tickets.

( “ Professionul+)

BIGLYTICS

< Back to all tickets

Coworker can’t log-in to portal
M #000023  status:

l! Attach a file




SCALE SUPPORT

Help Desk

Scale support with the AI-powered Help
Desk Workspace that connects your tickets
and conversations all in one place. Drive
personalized support on any channel,
report on your progress against SLAs, and
utilize the knowledge panel to empower 360
intelligence for your support reps.

Professional+ Seat Required
i®

Help Desk

Defoult views
Assigrad 1o me

All open

o

0o

© 0

Moria Johnson

Smrti Rahmat

$mrti Rahmat

Horuka Fujisaki

Horuka Fujisaki

Christopher Gritfin

Sophie Merror

< Service Hub®

New email channel coanected to HubSpot

—_—
Conversation
=—
° > Knowledge Base
Aprs
You connected (I 1o vo: Lo E—
Try It et “ Playbook
—_—
Customize team signature
r—
—
—_ =
~ Deals
L=
tmai Comment
—
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SCALE SUPPORT

Skills-Based Routing

Route tickets based on skill (language, tier, etc.)

to ensure customers are connected with the
right Agent the first time.

(m En'rerprise+) ( Seat Required )

Create routing rule

VIP Customers - French Canodian

1 First, check if the ticket has oll these properties

[
Ticket is associated 1o: Any Company
‘And associated Company has ol of.

Routing Annual revenue s greater man 15,000
Rulesets Siats Capacity fimits [[ER0 AND

Ticket capacity limits
Monoge open ti in Conado

users with Servic

imits. Manoge seats

L

2 Then, if oll the conditions above are met, assign 10 @ specific user
Within these teams in help desk

Filter by. Al users ~

Adriti Gulati
opatiftetipot com

Alex Aritan.
ooritan@hubipot com

Amber Bachiani
GhocHonEMbIpoLcom

Andrew Shen
ethenhnoo com

Antoinette Hocbo
shocbatubapor com




SCALE SUPPORT

Availability Management

Capacity Limits

Set capacity limits at the user level to balance
distribution. Top Agents can handle more
tickets while providing a manageable workload
for new hires.

(m En'rerprise+) ( Seat Required )




SCALE SUPPORT

Email + Comment

Breeze Content Assistant “

Write a message

Automatic AI-generated ticket summaries help
your team friage long threads quickly and

move onto the next ticket faster. Plus, AS|@é ¥ Insert~
AI-powered reply recommendations based on
ticket context speed up time-to-reply. Emdl,  Somment

Write a comment and @mention teammates. This is only visible to your team.

Summarize this conversation

A 8 ‘E O‘E‘ Insert ~

( (. Professionul+>
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SCALE SUPPORT

Agent Presence

Reduce duplicative work, and ensure multiple
agents aren’t working on the same ticket at
the same time. With Agent Presence, support
agents working out of Help Desk will see
icons for other agents who are viewing the
same ticket.

Professional+ Seat Required
i®

tion v Reporting ~

@\ Urgent: Platform is down (2

¥ Mark Afthim 7+ #1858377095® + Open 5 days

Ticket owner Priority
¥ Reply overdue
Rose Petrozzino ~ ® High ~

August 24

3 from @ form sut form Help Desk Ticket Form 2
om httpsy//share hsforms.com/16AWoMobrQvam4hRExLAsbgoxsts (2

Email: mofthim@hubspot.com
Ticket nome: Urgent: Platform is down
Ticket description: 1 can not access my account at o, please fix ASAP!

5 threcd was reassigned 1o Cassie Dewey on Aug 24, 2025 700 PM o

end wos reassigned 10 Rose Petroxzind on Aug 24, 2023 700 PM

= Email Comment

€~ Mark Afthim & x

Al B¢ Insert «

~QB/24/2025 7:29 PM EDT

@ viewing

< Service Hub®

Q ®B & v A . Service Hub, Inc, v

e )

v About this ticket

I can not access my account ot all,
please fix ASAP!

© 08/24/2023

08/29/2023 6:29 PM EDT

Yacts (1) + Add
‘Anmm \é‘;/"

Ao
Athim@hubspote.. 7 W

<5 Phone: --

View associated contacts

~ Companies (0) @



< Service Hub®

SCALE SUPPORT

Ticket Automation

Help Desk has many of the essential =1 — |2 R
automation features that support teams love,
like automation based on status, customer or - ——
agent responses, ticket acknowledgement and
If/then branch
closed ticket emails.
Go to other action
S e
Enroll in another workflow
+ 4
& Send email Actions v &2 Send email E T e
— —

Internal communication

Send internal email notification

+
X

C(. Professional+\
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SCALE SUPPORT

Service Analytics

Uncover key insights from within the Help
Desk with out-of-the-box reports that
help you deliver service that is both
efficient and authentic. Track your most
important metrics with our service
analytics: CSAT, average time to close
ticket, chat wait time, and support
volume.

( (. Professionul+>

29

Analyze

Teem ¥ SupportRep ¥ Choanel ¥ Pipeline ¥ Category ¥

Tickets created over time
1N THE LAST 343 DAYS | MONTHEY.

* Count of Tickets
=

"
»
b A o W
® l_nA_._
b 2034 A4 o
Create date

First response SLA completion status over time
IN THE LAST 343 DAYS | MONTIAY  FILTERS (1)

* SUA compieinaione & SLA compiened on fime

First reply average over time
I THE LAST 585 DAYS | MONTMLY

# Averinge Tieme 10 fes? Ogent eemest ey

ms,
o s sy

ill}ﬂ'
h .,.,.."3:- Kl

A 2024 Jon 2208
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°
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< Service Hub®

84% orive

Retention

Use our all-new Customer Success
Workspace to keep your customers

® o smiling from ear to ear.
&p)rienpe | sed CSAT

Proactively manage your book of
business with actionable insights,
customer health scores, and real-time
usage data.

experience increased retention




Service Hub®
DRIVE RETENTION

Assess Acme.com Churn Risk

{/ Beta \) Retention Plan for At Risk Account

N
Breeze Customer Health G | | I oy
Agent ' |

Create a customer retention plan with next
best actions, recommended talking points,
email templates, and more. Save CSMs time

to retain and grow customers. M,m,

Assess Acme.com Churn Risk

2 Offer a value refresher

session: Pro

Account Summary & Risk Status

Company A
Industry Comp
Employees]
Locatior

Status

Evidence & Findings

Recent Calls / Meetings

/,,——.——\ Support Tickets / Notes
( (@ Professional+ )

\ J
p ¥ e TN 7
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Service Hub®

DRIVE RETENTION

(" Beta \)

Activities ACME Account Ownership Handoff

|
Breeze Customer Handoff 4 Beceved s e e

already have (acme.com, sales rep,

Agent sl

Analyzing provided handoff for

Ensure a seamless transition across the s e gl
customer journey - with no detail left behind. Crating evies chackiet o Hmich 000 employees, software secto)suggests room for expansion/upsel i
The agent handles the information transfer e i im——P
so teams can focus on personalized femed oo
O A B el

customer engagements. Pt Aent Ui s ot N i

nent if r

Deals & Contacts: No associated deals or contacts present for this account

nities & Challenge

Evaluating news fetch error for ACM
not started, indi tial for missed opportuni
Industries recent news query SENNESESOTY

CrmObjectSummary - fo complete the

requested operation 4. Customer Sentiment & Quotes

Direct Quotes: No direct customer quotes or explicit feedback available in CRM records or ticket

iment (inferred): Responses have been passive, with engagement largely inbound regarding

25, current state is receptive but not invested

5. External Context

34 ‘* AI-Powered




Service Hub®

DRIVE RETENTION

Customer Success

= Customer Success g @ Torp Co
Workspace B i e R —_
Drive proactive customer value and i : N
empower reps to manage their entire book i —
. . . A s oo = Heatth score [
of business in one place, with the new R | Aciesinmeron s @ o ) @)

customer success WOFkSpGCG. on View @
o— 65
=

@
@

Private views

My high profée companies

Yop priceity

£ Professioncll+\\ C Seat Requi
[ quired )
@ J &

35




Service Hub®

DRIVE RETENTION

Health Score Alerts

v O Actions

Receive alerts when health scores change

status, ensuring your team has real-time @

H H o o ‘ & Alerts (10)

information to make decisions. Create a '

score based on a company, contact, or
CUSTom ObjeCT. 0 ;‘;Z:I:hrymlu\mm Customer Health score increased fr

@ HubSpot Customer Health score increased from At-Risk 1o Healthy

HubSpot Customer Health score decreased from Healthy 1o At-Risk

ACME Industries Customer Health score decreased from Healthy to At-
Risk

HubSpot Strategic Accounts Score increased from Neutral to Healthy

C(. Professioncll+r\} (" seat Required \

J \_ 4




DRIVE RETENTION

Conversation Intelligence

Leverage AI to gain insight into contents of
your calls. Automatically track terms of
interest, and build reports based on call
content. Apply Conversation Intelligence to
your calls placed through HubSpot Calling,
Zoom, JustCall, Kixie, and more.

i () Professioncll+\) \/ Seat Required \
\, > A 5

39
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Service Hub®

DRIVE RETENTION

D  Contacs Correesaions Marketing

Call Transcription &
Coaching

Gain real-time insight into calls with automatic
recording and transcription to help you coach
your team and gain visibility into your customer
conversations.

~

(/ ad Professional+ )
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DRIVE RETENTION

Customer Feedback

Surveys

Deploy pre-built feedback surveys that track
key customer service KPIs (Net Promoter
Score, Customer Experience Score, Customer
Satisfaction) and follow up with customers
automatically based on their response.

£ Professioncll+\\ C Seat Requi ™
[ quired )
@ J &

Customize the appearance of your
survey email

Company name

Service Hub

Choose your colors

lect a custom color

6a78d1 .

Or sel

Service Hub®

Customer loyalty survey

o °%
&% >
oy.
L4 “ o ®

LY

Your opinion matters.

Ploase take a moment to rate us from 0-10 bolow,

How likely s It that you would recommend Service Hub

to a friend or colieague?
0 1 2 3 4 s 3 7 8 9 10




Service Hub®

DRIVE RETENTION

CUSTom Surveys il:’>vU||(_i your survey

Tailor your survey to your business needs with a
diverse array of question types and a

customizable template. Send surveys via web > Proviously used questions
link or email, then share insights with your
teams so you can deepen customer  Question types
relationships and improve retention.

0

~

P ~ -
( Professional+ ) ( Seat Required )
© AN J
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<D Service Hub’

HubSpot App
mgrﬁlg(g!egllagq(p:gm alignyour teams, tools,and

data on a unified customer service, so you can connect
with customers in an effective and meaningful way.

S e e 01 02 03

HubSpot App Marketplace

Connect your favorite tools fo HubSpot

Aircall What sApp Amplitude

Handle inbound customer Manage WhatsApp Get proactive customer
oG Essential Apps for Customer Service . . . . , . . . .
T st i A A S T B o S calls with Aircall conversations in HubSpot's insights with this
—— efver more customer voke fivough smort, scolobl soktions. Lear more, . . . . . .
e integration from the Help shared inbox and automate improved integration that
N 117 of 17 results Sortby. Relevance - .
P Desk Workspace. personalized messages. syncs product usage data
i | (=) with HubSpot.
i Google Calendar @ Zoom @
oM Book meetings quickly and easily with t meetings, workflows,
Hony fos
ol =t
Pay-asyou-go " °
Contact us Slack @ Facebook Messenger @
> Compatible HubSpot plans. y g < "
s o, et pspor ot o, and s Henoge o esgeconartions Q

> Also intearates with

" B


https://hubs.la/Q03bMNgx0
https://hubs.la/Q03bMNYR0
https://hubs.la/Q03bMNYR0
https://hubs.la/Q03bMN_y0

e

7=~ NotebookLM Panel Discussion
R . Exploring the Future of Research & Writing

Host A Host B: ResearCom -
Al Research Lead Generative Writing Expert

¥ Service Hub


https://notebooklm.google.com/notebook/9e9afd14-af2d-418c-8b2e-fde9c9fa6d89

Q&A
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