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Welcome + Icebreaker

Scale Support with Agents
Drive Better Retention with AI
Deeper Insights & Reporting
Q&A

Wrap-Up



How to Submit
Questions

e Scan the QR code to join —

e Or go to slido.com and enter code:
2361117




Which is the biggest challenge your service team
is currently facing?

A. Answering the same questions repeatedly
B. Identifying knowledge gaps in content
C. Creating and analyzing support reports
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Scale Support
with Agents
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Today's Reality
e Support teams face increasing ticket
volumes and repetitive questions

e Difficult fo maintain quality interactions
while scaling to meet growing demand

e Teams are consumed by routine tasks
instead of complex problem-solving




Solution: AI agents working alongside your
Service team to help scale support
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what’s New

Customer Agent
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Bookmarks

CRM

Marketing

Sales

Commerce

Service

Data Management

Reporting

Breeze

Search HubSpot Q + & & O # 0 Assistant @ Biketools ~

J Customer Agent Test Bikey

Overview Performance

Meet Bikey, your customer agen Top knowledge gaps
Bikey could not give a meaningful answer on the following fopics:

1. Bicycle Vendors 3 conversations

2. Support SLAs 2 conversations
allknowledge gaps

Type a question or fry some of our examples below. To improve the quality of Bikey's
responses, add more content

Test your agent €D Introduction to Customer
Agent

Test how well your agent can answer your most common inquiries. Upload more confent to improve Bikey's accuracy and relevancy.

{+ sze

Test agent

Frequently asked questions
How does the customer agent
work?

Lear about the processes and

rechnology behind the scenes that
ensure your agent provides accurate

<
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what’s New

e Knowledge Base Agent

Search HubSpot

7 Bookmaris Knowledge base

1 Knowledge base: Knowledge Base ~ | URL: https://46271100.hs-sites.com ¢

Manage Knowledge base agent
& Marketing
& Content
5 sales
© Commerce
S What are the service level agreements for Biketool and supy
© Dato Monagement

How can T get help with m

all Reporting
Miscellaneous

4+ Breeze

Who are your

What are your support SLAs and response fimes?

How can 1 get assistanc

‘What bicycle brands or vendors do you recommen:

‘What are your suj

How can I get hel

‘Who are your recommended bike vendors?

Sources

‘Support SLAs &
Ticket - created Mar 2

Ticket #21752799150 2

What are your support SLAs and res;

ponse fimes? &
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Driving Better
Retention with Al
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Today's Reality
e Disjointed handoffs between sales and

success teams
e Difficult fo understand and pull insights
from customer feedback




Solution: Leverage Al to streamline tfeam
handoffs and transform customer feedback
into actionable insights
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what’s New

Sales to Customer Success

handoff

Al feedback summaries

Search HubSpot

Customer Success Connie Clark v

Summary Customers

Recent actions

Services Revenue Actions

£ Alerts

ALERT ©

4 H&H Bagels decrease

ASSIGNED TO

from Healthy fo At-risk ke Lively

4 Bike Tools decreased from Neutral fo At-risk.

& Cs Automotive incr

Healthy o Neutral

d from At-risk fo Neutral

View actions

. Customer health score summary

Select a score profile:

Onboarding health score ¥

Companies with this score profile: 34

Score breakdown

Score distribution

Schedule

CREATED

®

Dashboard

B 0 & 9 Assistant @ Biketools ~

Today, September 5

9:00 AM

11:00 AM

1200 PM

4:00 PM

500 PM

<

_

[Frosesaue

Beth <> John

[ Beth <> Kim Weekly Review
Customer Success Team Monthly
[© Follow-up with Lauren Bognar

Discuss next steps with Crowley Farms
2 aattendee

Purchase plan & KPIs | Prepare for next week|

& 12attendees (10 ye
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Deeper Insights &
Reporting
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Today's Reality
e Support leaders struggle with
disconnected and limited insights

e Difficult to identify what truly requires
attention and action

e Problems are often discovered after .
they've impacted customer satisfaction




Solution: Al-powered reporting that helps
service feams turn complex data into
actionable insights
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R Bookmarks Summary Learm mors

Help Desk

S |_ A P . arch 2 Welcome back, Megan
® O u S I n g Catch up on the latest updates from your team. Dota compared fo yesterdery at 357PM  Yesterday ~

B2 summary

M Analyze
coaching

e Enhanced Help Desk —

You can now hide default
& Service

R e p O rTi n g ;:::u»:w: - :::::uge Today’s team summary

€ Data Management

Assigned Teams

seftings.

Settings
sl Reporting ALL OPEN TICKETS TICKETS cLOsED TIME TO FIRST REPLY TIME To cLosE

99 0 3h

iy . A 100%
4 Breeze ©

Today's insights
The number of new tickets opened has not changed in the last hour

There are currently 40 help desk users available for automatic assignment. They have an average of 0.125 open fickefs o:

Urgent

& open

0 users are at max capacity, representing 0% of available help desk users.

The number of fickets that did not meet the time to first response SLA increased by 100% in the last 7 days.

) Unc
o una
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what’s New

HubSpot GPT Connectors

ChatGPT 5

Bike Tools Inc. Support Tickets By Category (Q1 Vs Q2 20...

Number of Tickets by 3 for B Q12025 and [ Q2 2025

Here's the updated chart for Bike Tools Inc. support tickets, with the renamed categories:
* Service Questions

+ General Inquiry

* Returns

+ Product Issue

Highlights:

Service Questions remain the dominant ticket type, but dropped from 111 in Q1 to 84 in Q2.

General Inquiries decreased slightly (4 - 2).
+ Returns appeared in Q2 with 1 ticket after none in Q1.
+ Product Issues disappeared entirely (1> 0).

N
Would you like me to also create a summary table with the % changes using these updated category

5 Sources v
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Q&A

e Scan the QR code to join —

e Or go to slido.com and enter code:
2361117




HubSpot Academy

HubSpot Academy offers hundreds of free courses, certifications,
and short-form videos in marketing, sales, and customer service
to help you grow your skills and advance your career.




01 Chat with Our Product Experts

Stick around after the session to
connect with our Product Managers for
your specific questions

02 Visit DemoSpot Stations

Experience hands-on, personalized
demos at our DemoSpot stations
located in the main expo hall

Next Steps

03 Check out the Spotlight web page

Visit hubspot.com/spotlight to catch up
all of our latest product updates



https://www.hubspot.com/spotlight

Please Rate Our Session!

We hope you enjoyed today’s session.
Please head to the INBOUND mobile app
to provide your feedback.

Thank you!




INBOUND

Thank You!




