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Support Ticket Pipeline

CRM Enteries ML Sales Opportunity Onbosrding Pipeline Renewial Pipeline
Demo Intent Demo Scheduled Demo Complete Negotiations Order Form Sent Stalled Closed Lost Closed Won 1- New Onboarding 2 - Reached Out 3 - In Progress 4 - At Risk 4 - Complete 1- Newly Onboarded Client 2 - New Renewal Deal 3 -3 Month Check-In 4 - 6 Month Check-In 5 -9 Month Check-In 6 - Renewal Negotiation 6 - Closed Lost 7 - Renewal Agreed 1- New Ticket 2 - With Customer 3 - With COMPANY NAME 4 - Closed
Newsletter Subscription Form
l Lifecycle Stage is set to
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Form1 |
Marketing Contact Status
changes to 'Marketing
Contacts'
Blog Subscription Form
I
Add to a static list
Form 2 'Newsletter Subscribers'
o s > Grade = A UK, Irelahd, —» Assignto'x'’ —
Static List 1 Australia
[ } The deal will be
If the Country : . automatically cloned from .
» Grade=BOrcC ) Once the meeting When the demo is If a contact us form is
IP is equal to: Sales Rep owner to If the prospect can't Sales Rep to add CSM has completed the 'Renewal Agreed' and a CEM e mranually feve ESM i Fremuallly Teve CEV e ranuElly faeve CSM to manually move to CSM to manually move . . =
send an email to has been booKed, G, Seles Rep Sales Rep to produce Sales Rep to send the start right away, Sales sales Rep to add Closed Date and Sons th? dgal Hommithe (= mangally move S 9 (EVELL e CSM to manually move CSM to manually move clients onboarding and notification to the CSM to Y Y J I Renewal Negotiation until the deal to closed lost if ¢SMto manually move ‘ﬂlled out and Cu'stomer.
. — —» move thedealinto —» — - — Closed Date and —_— ' ' Yy Yy 9 —p the deal to 3 month —> the deal to 6 month —> the deal to 9 month —> . . ) —» the deal to closed won if | ki Il
{ ROW —»  Assign to X' schedule the demo to manually move the a proposal/quote roposal/quote Rep to complete Deal Closed Won Reason Sales Pipeline tpthe  —#-  the onboardingtothe —#  tothe'In Progress ™ ! isk! ! : i | h d i i g T ; i i the client decides to the client decid tt 5 Ul o ies 2 el v
9 call Demo Scheduled dzzll e BEfme proposal/q proposal/q o P . 'Stpll i Closed Lost Reason Cust = Onboarding Pipeline 'Reached Out' stage stage to the 'At Risk' stage. to 'Complete’ stage. can now pass to the corT;lpdete t edstErt an check-in if required. check-in if required. check-in if required. either go ahead or not S Gl CISElel=s el U the client agrees to renew be automatically created
: > _ : ; roperty 'Stalled for? ustomer Tier : : renewal pipeline. end date and then to . renew. - P
\/ > Grade =D (Automatically) Complete and will notify 'x.
manually move to the
. - Lifecycle Stage is set to Contact will recieve Send the SDR Owner a r ! \ ' check-in required | I l ]
Paid Advertising > , , : ; Lead Score PP . Workflow 4 i . i . q . ) ) .
Lead marketing emails along is equal to notification to qualify the Using a Meeting Link Prospect is then Send an email A The CSM will get a The CSM will get a The CSM will get a CSM to complete Close Workflow 20
] with increasing their 20" or above lead and set the Company Workflow 8 ] added to the notification to 'x' Workflow 14 notification after 2 notification after 5 notification after 8 Date and Closed Lost
‘ lead score Grade i sasier 2 Set the 'Stalled for? property if the e months to get the 3 months to get the 6 months to get the 9 Reason.
l\glarketmhg Contact Grade=E  —» left here Workflow 7 company is not ready to proceed: : I month check-in, booked month check-in, booked month check-in, booked |
Content Downloads tatus changes to ; orxriow -1 Month Set the CSM Owner to in. in. in.
'Marketing Contacts' - 2 Months It
Workflow 3 X | | e
- 3 Months L Sales Rep to get notified
| o Set the Lead - 4 Months Static List 2 he deal has b UNLESS the deal has b in 6 months to follow-up
Form 3 Add to a static list Grade=F —>» Status to -5Months Workflow 15 SNHESS T @l e 130 € dea’ nas been
"Inbound Generation A 'Disqualified’ -6 Months movgd from '3 month movgd from '6 month
Leads! 4 Workflow 13 check-in', the delay needs check-in', the delay needs
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| Set the deal status if the company is not Workflow 19
ready to proceed: Workflow 10
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Workflow 1 L
Workflow 9
If there is any missing information and a deal is moved to any of these three stages, the CSM
will be notified to complete the information.
Workflow 2
'Onboarding or Pilot' is equal to Pilot J Workflow 16
Send an email i K
|isf2tct:|i notification to 'x' to If a support enquiry, it ] ]
Contact Us Form > " Y X —» decide whether thisisa —® notifys 'x' to create a ticket Pilot Opportunity Customer
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Enquiry. New Pilot Initial Contact 1 Month 2 Month Contract Negotiation Closed Lost Closed Won
Form 4
Workflow 5 Workflow 6
If closed lost, a deal is el d deal
Note: A deal is NOT automatically created ;oset WO?.’ ° I ea . . . o
automatically created > within the sales > 1S atu gm'atr:'cat% Pilots skip the onboarding pipeline =
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Workflow 11 Workflow 12
Form 5
Sales Extension
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HubSpot Implementation Actions:
GENERAL TASK WORKFLOWS WORKFLOWS GENERAL TASK WORKFLOWS WORKFLOWS WORKFLOWS WORKFLOWS WORKFLOWS WORKFLOWS WORKFLOWS GENERAL TASK WORKFLOWS WORKFLOWS WORKFLOWS WORKFLOWS WORKFLOWS WORKFLOWS WORKFLOWS
Create a ACTIVE list 'ALL Create workflow 'Lifecycle Create workflow 'Lifecycle Create a STATIC list 'Inbound Create workflow 'MQL: Create workflow 'Assign Sales Create workflow 'Assign SDR Create workflow 'Lifecycle Create workflow 'Demo Create workflow 'Demo Creat kflow 'Stalled Email Add ted tion f Creat kflow 'Cl Deal Creat kflow '3 Month Create workflow '6 Month Create workflow '9 Month Create workflow 'Closed Lost: Create workflow 'Renewal Create workflow 'Support:
Name / ref ¢ . v Y/ Name / ref Name / ref ] ; v MQL: g g Y, reate workflow 'Stalled Emai a gated guestion for reate workflow 'Clone Dea reate workflow on ow ' : . Support:
Marketing Contacts Name /ref Stage = Subscriber' Stage = Lead Generation Leads Name /ref Company Qualification & Name / ref Rep Owner' Name / ref Owner' Name /ref Stage = SQL' e ] et Scheduled: Move Deal' Name /ref Completed: Set Property' Name / ref Notification' Name / ref Closed Won to include 'Close NS el to Onboarding Pipeline' NErme ) e Check-In Notification' Neme ) et Check-In Notification' Name / ref Check-In Notification' Name / ref 'x' Month Follow-Up' Name /ref Agreed: Clone Deal' Neme ] et New Ticket Creation'
Time 025 Time 025 Time 025 Time 025 Crading Time 0.25 Time 025 Time 025 Time 025 Time 025 Time 025 Date and S(;'lgze;g’;’ﬁ’:e Time 025 Time 025 Time 025 Time 025 Time 025 Time 025 Time 025
Priority 1 Priority 1 Priority 1 Priority 1 Time 0.25 Priority 1 Priority 1 Priority 1 Priority 1 Priority 1 Priority 1 Time 5 Priority 1 Priority 1 Priority 1 Priority 1 Priority 1 Priority 1 Priority 1
Task ID Thyrcn4 Task ID Thyrd74 Task ID Thyre2f Task ID Thyrehl ety L Task ID Thyrf27 Task ID Thyrf4e Task ID Thyrf8r Task ID Thyrfb6e Task ID Thyrfeh Task ID Thyrfhv By 1 . Task ID Thyrfxb Task ID Thyrglv Task ID Thyrg7j Task ID Thyrgdg Task ID Thyrgg2 Task ID Thyrgk2 Task ID Thyrgng
This list should include the Newsletter subscription form Content Download Forms or Folder: Email Marketing [E=E oece Company Property 'Grade' is Company Property 'Grade' is Company Property 'Grade' is Meeting Link 'x' has been Deal stage is equal to 'Demo Deal Property 'Stalled For?' is K hrf Deal is Closed Won, clone the Deal stage is equal to '3 Month Deal stage is equal to '6 Deal stage is equal to '9 Deal stage is equal to closed Deal stage is equal to Contact us has been filled out
Message: Newsletter Subscriber LISt. OR Blag has been submitted) el advert!smg venE e Enrolment: Lead Score is equal to 'A, 'B' or 'C' equal to'D', 'E' or 'F' equal to ‘A, 'B', 'C' or 'D' OR completed, move the deal Message Complete', set the DEAL known' UEESID n¥infzee deal into the first stage of the Check-In"in the Renwal Month Check-In'in the Month Check-In'in the lost (renewal pipeline), delay 'Renewal Agreed!, clone the and 'Customer?' contact
and the Inbound Generation set the lifecycle stage to been submitted, set the LEAD SCORING equal to 'x' AND associated Book a demo has been Message from 'Demo Intent' to 'Demo 9 property 'Has been Demo'd?" Message Onboarding Pipeline. Needs Message Pipeline, delay for 2 months, Renwal Pipeline Renwal Pipeline Message 'x' months, send the deal with ALL information Message property is equal to Yes, create
List Message 'Subscriber’, set their Message ||fe§yc|e stage to 'Lead set company's Grade is unknown If A = Assign Sales Rep Owner If D = Assign SDR Owner to 'X' submitted Scheduled' in the Sales to 'Yes' M If =1 months, delay 1 month WORKFLOWS to include SDR Owner, Sales send the CSM a notification to CSM/Sales Rep a notification including SDR Owner, Sales a ticket in the support ticket
Eallclar Ermail Marketing Marketing Contact Status to their Marketing Cpntact Name /ref Set up lead scoring OR form submission was a to 'X' and send an email Message and send an email notification Pipeline ol cales Pipeline essage snE send an email neiifcaiion Rep Owner and CSM Owner ek ihe 3 memin chacin, If: the deal has been moved If: the deal has been moved to follow back up. Rep Owner and CSM Owner pipeline, notify 'x' and assign
: 'Marketing Contact' and add Status to 'Marketing Contact’, - 05 Contact Us OR Demo form Message notification (Hot Lead) 9 (Cold Lead to nurture) Delay 5 minutes and then set Folder: Sales Pieline : P to the sales rep to follow-up N Create workflow Lifecycle Folder- Onboarding Piceli Folder: R | Pipeli from the deal stage '3 month from the deal stage '6 month Folder: Renewal Pipeline to the deal stage 'New the CSM owner to 'X.
them to a static list add them to a static list ime : and the lifecycle stage is none the lifecycle stage to SQL and : . Stage = Customer' olaer: nboarding Fipetine older: enewat Fipeline M check-in' = delay for 2 months M check-in' = delay for 2 months ’ P Renewal Deal'. Send a Folder: Support Ticket Pipeline
‘Newsletter Subscribers' 'Inbound Generation Leads' Priority 1 Message of MQL or above If B or C = Assign Sales Rep If E or F = Set Company MEsEE e create a deal in the Sales WORKFLOWS Repeat for all options Time 025 essage and then send the CSM a essage and then send the CSM a notification to the CSM owner : PP P
; . ; Owner to 'x' and send an Property 'Lead Status' to Pipeline with the followin GENERAL TASK T ' WORKFLOWS notification to book the 6 notification to book the 9 to complete the followin
: Folder: Lifecycle Stages P 9 . . o GENERAL TASK B 9
Folder: Lifecycle Stages Y g Task ID Thyrege Then: Set the lifecycle stage to email notification (Warm 'Disqualified’ deiais - Name /ref Create workflow 'Deal Status Folder: Sales Pipeline Priority 1 . . month check-in. month checkan. Message o o
MQL and notify the Sales Rep Lead) . . Email A USER to set-up a Email Notifications' S Thvrftn iy o Create workflow .CIolne Deal Add a gated question for - Benewel SiEr Deie
GENERAL TASK WORKFLOWS Owner to qualify the ) olaer. re->ales - CSM Owner meeting link for the deal Time 025 GENERAL TASK v to Renewal Pipeline Closed Lost to include If Not: Delay for 5 months, If Not: Delay for 8 months, - Renewal End Date
i Create workflow Assian COMPANY the contact is elfeiol HERLED - SDR Owner Name /ref Stage Demo Scheduled' - the o ; . Deal Stage is equal to 'Closed Time 0.25 Name/ref 'Renewal Close Date' and send the CSM a notification to send the CSM a notification to and to then move to which
Name / ref ICreate &SI [ ‘ Name / ref Marketi e associated to and to set the - Sales Rep Owner meeting link must include an  Priority 1 Add a gated question for Message  Won! set the lifecycle stage to . ‘Renewal Closed Lost Reason' book the 6 month check-in. book the 9 month check-in. check-in is required.
Newsletter Subscribers arketing owner Grade. - Deal Name = 'Company emall. EIRCE? @S Task ID Thyrfgd Name / ref Choseel Lot o lncilils el \SoSemEr Pt 1 - Remeel Pleeline Folder: Renewal Pipeline Folder: R | Pipeli
Time 025 Time 0.25 . Name' New Deal lneeting Close Date' and 'Sale Closed Eolldla Litzevele Si Task ID Thyrfzx . : 2 older enewa’ Fipeine Then: increase the associated
L. Folder: Pre-Sales . T 05 Deal Status is all BUT 'Tools Lost Reason' - Sales pipe”ne Skl IREEyElls k)= Time 05 company property 'Renewal
Priority 1 Priority 1 Folder: Lifecycle Stages LS g not turned on in territory’ o Deal is in 'x' deal stage of the Priority 1 e |
‘i Time 15 i ipeli
i Task ID Thyrec3 Priority 1 onboarding pipeline, clone -
Task ID Thyrddj Y ] _ 7= 3 mremnilhe delay 3 femilhs . the deal into 'Newly Task ID 1hyrg5f Folder: Renewal Pipeline
i ; Subscriber and Lead Lifecycl Task ID Thyrfem Message » CEIED Priority 1 ‘ .
Folder: Email Marketing ubscriber and Lead Lilecycle Yy 9 and send an email notification Message  Onboarded Client' stage in
Message Stages get assigned to X' ® e sEles @ i felllowu Task ID Thyrfm4 the Renewal Pipeline. Needs
; p p
(Marketing Owner) to include SDR Owner, Sales
Folder: Owner Assignments Repeat for all options Rep Owner and CSM Owner
Folder: Sales Pipeline Folder: Renewal Pipeline
Custom Contact Properties: Custom Company Properties: Custom Deal Properties: Custom Ticket Properties:
Name: Marketing Owner Name: Company Grade Name: CSM Owner Name: Lead Status Name: Partner Referral Name: CSM Owner ’l;‘iaelrg?r: Sael.eDCrlgszc(i)v\C\;on Reason Name: Stalled for? Name: Sale Close Date Name: Renewal Term Name: CSM Owner Name: Marketing Owner
Field Type: HubSpot User Field Type: Dropdown Select Field Type: HubSpot User Field Type: Dropdown Select Field Type: See the equivalent deal Field Type: HubSpot User Field pridc‘ms, IEB Challenge, Data Field Type: Dropdown Field Type: Date Picker Field Type: Dropdown Select Field Type: HubSpot User Field Type: HubSpot User
Field Options: A, B, C, D, E, F, Field Options: Disqualified, Tools property for information. |ssues gtewa}dshi A engc ! Other Field Options: Field Options: 3 Months, 4 Months,
not turned on in territory ! P Agency, -1Month 12 Months
-2 Months
Name: Renewal Close Date
. Name: Sales Rep Owner Name: Marketing Owner Name: Sales Rep Owner . -3 Months ) X " Name: Sales Rep Owner
Name: CSM Owner ’l;‘i?elrg?yl;)e;dD?;?:c?wn Select Field Type: HubSpot User Name: Renewal Years Field Type: HubSpot User Field Type: HubSpot User ’;‘izr(;?yzi?:;fg;zwn - 4 Months Field Type: Date Picker Name: Marketing Owner Field Type: HubSpot User
Field Type: HubSpot User Field Optiéns’ Disqualified, Tools Field Type: Number Field Options: -5 MontEs Field Type: HubSpot User
L : s - 6 Months
not turned on in territory - Not Ready Yet (3 Months) .
Name: Company Grade Name: SDR Owner - Not Ready Yet (6 Months) E@E?yizﬁgyg;ggﬁid Lost Reason Name: SDR Owner
Field Type: Dropdown Select . i Field Type: HubS U - Not Ready Yet (9 Months) . o . Field Type: HubSpot User
S ST e s -
P : Field Type: Dropdown Select Field Options:1,2and 3 Field Type: Date Picker Mover, Acqu'ired, Deliberate,
Field Options: 1,2 and 3 Name: Sales Closed Lost Reason Support, System, Competitor Name: Customer Tier
Name: SDR Owner Field Type: Dropdown Name: Renewal Start Date ) Field Type: Dropdown Select
Name: SDR Owner Field Type: HubSpot User Field Options: Budget, Competitor, Field Type: Date Picker Name: Customer Tier Field Options: 1,2 and 3
Field Type: HubSpot User Too Small, Lack of Understanding, Field Type: Dropdown Select
Timed Out, Other Field Options: 1,2 and 3
Other HubSpot Implementation Actions:
WORKFLOWS WORKFLOWS WORKFLOWS WORKFLOWS WORKFLOWS WORKFLOWS WORKFLOWS WORKFLOWS WORKFLOWS WORKFLOWS WORKFLOWS WORKFLOWS
Name / ref Create workflow Name / ref Create workflow 'Last Name Name / ref Create workflow 'CSM Owner Name / ref Create workflow 'CSM Owner Name / ref Create workflow 'CSM Owner Name / ref Create workflow 'Sales Rep Name / ref Create workflow 'Sales Rep Name / ref Create workflow 'Sales Rep Name / ref Create workflow 'Company Name / ref Create workflow 'Customer Name / ref Create workflow 'Customer Name / ref Create workflow 'Partner
'Country/Region Copy" Merge' (Contact)' (Deal)' (Ticket)' Owner (Contact)' Owner (Deal)' Owner (Ticket)' Grade' Tier (Company & Contact)' Tier (Ticket)' Referral (Company)'
Time 0.25 Time 0.25 Time 0.5 Time 0.5 Time 0.5 Time 0.5 Time 05 Time 0.5 Time 0.5 Time 0.5 Time 0.5 Time 05
Priority 1 Priority 1 Priority 1 Priority 1 Priority 1 Priority 1 Priority 1 Priority 1 Priority 1 Priority 1 Priority 1 Priority 1
Task ID Thyrgv2 Task ID Thyrhlc Task ID Thyrher Task ID Thyrhag Task ID Thyrhrl Task ID Thyrj56 Task ID Thyrjc7 Task ID Thyrjf3 Task ID Thyrimh Task ID Thyrjwa Task ID Thyrjyn Task ID Thyrkl8
This workflow is to copy the This workflow is merge the This workflow will take the This workflow will take the This workflow will take the This workflow will take the This workflow will take the This workflow will take the Company Property 'Grade' is Deal Property 'Customer Tier' Deal Property 'Customer Tier' Deal Property 'Partner
Message 'Country/Region' property Message property 'Last Name' from the Message CSM Owner on the company Message CSM Owner on the company Message CSM Owner on the company Message Sales Rep Owner on the Message Sales Rep Owner on the Message Sales Rep Owner on the Message known, copy to the Contact is known OR has been is known OR has been Referral' is known OR has
9 from the company to the 9 Group 'Lead Gen' to the 9 side, and populate this on all 9 side, and populate this on all 9 side, and populate this on all 9 company side, and populate 9 company side, and populate 9 company side, and populate 9 Property 'Associated Company updated in the last 1 day, copy updated in the last 1 day, copy been updated in the last 1 day,
contact object. HubSpot defult 'Last Name' associated contacts. deals created. tickets created. this on all associated contacts. this on all deals created. this on all tickets created. Grade' Message to the Contact AND Company Message to the Ticket Property Message copy to theCompany Property
Folder: Admin Folder: Admin Folder: Admin Folder: Admin Folder: Admin Folder: Admin Folder: Admin Folder: Admin Folder: Admin REESAC I AL ComreEmy 1=y Partiner Rz
Turn Re-enrollment on Turn Re-enrollment on Turn Re-enrollment on
WORKFLOWS WORKFLOWS WORKFLOWS WORKFLOWS WORKFLOWS WORKFLOWS PIPELINES PIPELINES PIPELINES Eollelar Adlmriim Eoldlar AdiAii Eolldlar Adirfim
Create workflow 'SDR Owner Create workflow 'SDR Owner Create workflow 'SDR Owner Create workflow 'Lead Status Create workflow 'Lifecycle Create workflow 'Lifecycle Set-up a new pipeline called Set-up a new pipeline called Set-up a new pipeline called
Name / ref Contact) Name / ref Deal) Name / ref Ticket) Name / ref pe— Name / ref = c , Name / ref = i ‘Sales Pineline' with th R | Bineline' with th ‘Orboarding Bineline' with
(Contact) (Deal) (Ticket) (Contact) age (Company) age (Contact) e f e ales Pipeline’ wi e Ny enewal Pipeline' wi e NS f e nboarding Pipeline' wi WORKFELOWS WORKFLOWS WORKFLOWS
. . ) . . 5 detailed deal stages (Deal detailed deal stages (Deal the detailed deal stages (Deal
Time 0.5 Time 0.5 Time 0.5 Time 0.5 Time 0.5 Time 0.5 o o S , . . . . .
Pipeline) Pipeline) Pipeline) Create workflow 'Marketing Create workflow 'Marketing Create workflow 'Marketing
Priority 1 Priority 1 Priority 1 Priority 1 Priority 1 Priority 1 . ) . Name /ref Owner (Contact)' Name / ref Owner (Deal)' Name / ref Owner (Ticket)'
Time 0.5 Time 0.5 Time 0.5
Task ID 1h Task ID Thyrh4b Task ID Thyrh8 Task ID Thyrhnd Task ID Thyrhx8 Task ID Thyrj92 o . .. i L i ] i !
as yrgxn as yr as yrh8m as yrhn as yrhx as Vrj Priarity ] Priarity ] Priority 1 Time 0.5 Time 0.5 Time 0.5
'Sl'rlwai;v(\;orkﬂow V\QPI\I take the 'Sl'gi;gorkflow V\{II'I: take the 'Sl'gi;v(\;orkflow V\grlwl take the v gtortn plapykproperty ILeid ' g;)py t?e C”ompa rjythecycle (Sitopy tretchontact L'iﬂ:cgj/cle Task ID Thyrida Task ID Thyrjhx Task ID Thyripu Priority 1 Priority 1 Priority 1
Message . wner on the company Message : wner on the company Message . wner on the company essage atus'is known, copy to a age to all associate age to the associate Task ID ihyrher Task ID Trviles Task ID i
side, and populate this on all side, and populate this on all side, and populate this on all associated contacts Message Contacts EXCLUDING Message Company EXCLUDING
associated contacts. deals created. tickets created. . : Subscriber + Turn on Subscriber + Turn on This workflow will take the This workflow will take the This workflow will take the
Folder: Admin . . .
F ) . ) . ) . re-enrolment re-enrolment Marketing Owner on the Marketing Owner on the Marketing Owner on the
older: Admin Folder: Admin Folder: Admin Message . Message . Message .
Folder: Admin Folder: Admin company side, apd populate company side, and populate company s!de, and populate
this on all associated contacts. this on all deals created. this on all tickets created.
Folder: Admin Folder: Admin Folder: Admin


https://app.hubspot.com/workflows/8395451/platform/flow/128537929/edit
https://app.hubspot.com/workflows/8395451/platform/flow/127973895/edit
https://app.hubspot.com/forms/8395451/fb81ff2f-67cc-4315-b647-2dbf13e540ad/performance
https://app.hubspot.com/forms/8395451/fb81ff2f-67cc-4315-b647-2dbf13e540ad/performance
https://app.hubspot.com/forms/8395451/fb81ff2f-67cc-4315-b647-2dbf13e540ad/performance
https://app.hubspot.com/forms/8395451/fb81ff2f-67cc-4315-b647-2dbf13e540ad/performance
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