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About this Research

The results described in this document are based on a survey of 200 HubSpot customers
conducted December 1-2, 2022. The survey was commissioned by HubSpot and
conducted by Beall Research. While we have made every attempt to ensure the survey was
conducted professionally, we have not independently verified any customer results, and
therefore, we cannot be responsible for their accuracy. All survey results are provided for
information purposes only and are “as is,” with no guarantee of completeness, accuracy,
timeliness, or results obtained from the use of this information, and without warranty of
any kind. Please keep in mind that results for individual businesses, including yours and
HubSpot's, may differ based on your own markets, customer base, industry, geography,
stage, and/or other factors.
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Research Overview

Why

To determine whether Service Hub
customers experience positive outcomes as
a result of using Service Hub. The research
answers these questions:

Do customers experience cost savings as a result of
using Service Hub? If so, how much money is saved
and what do they attribute the savings to?

Do customers experience time savings as a result of
using Service Hub? If so, how much time is saved
and what do they attribute the time savings to?

Do customers experience a reduction in their
customer churn as a result of using Service Hub? If
so, how much is churn reduced and what do they
attribute the customer churn reduction to?

Do customers feel more connected to their
customers as a result of using Service Hub? If so,
what do they attribute this greater connection to?

Who

Use HubSpot Service Hub
software

Have knowledge about the
impact of software on company’s
relationship with customers

Been a HubSpot customer for at
least 12 months

Employed at company when
started using Service Hub

How

The survey was conducted online
with 200 HubSpot customers, from
invitations sent by HubSpot

When

Fieldwork was conducted from
December 1-2, 2022
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Executive Summary




HubSpot Service Hub Benefits

Customers most often recognize that HubSpot Service Hub software has
helped their organization become more efficient (70%), save time (62%),

improve their reporting/analytics (48%), and improve relationships with
their customers (47%).
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HubSpot Service Hub Impact

Service Hub customers most often experience time savings after implementing Service
Hub, most also save money, and somewhat fewer reduce their customer churn.

Benefit Area Experienced Benefit? When? What Attribute To?

Cost Savings : - » Makes customer service agents more efficient

55% experienced cost LA & : ; .
AP 72% within first 9 : » Able to resolve customer issues more quickly

savings ! ! .
@\ﬂi 9 : months of use - » Reduces number of customer service calls and

(5% on average) emails

: o« Connects customer service data and channels

Time Savings 86% experienced time on one platform
° Eavin < : 81% within first 9 .« Makes customer service agents more efficient
/ _@_ o 9 : months of use - » Improves customer service team management
i ") (8% on average) : :

( -« Able to resolve customer issues more quickly

-

- » Able to resolve customers’ questions or issues

Customer Churn . more quickly
Reduction 30% experienced - 83% within first 9  : ¢ Can be reached by customers more quickly
customer churn reduction - months of use - and easily
WN'WN% : - » Able to provide a more positive customer

service experience overall
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HubSpot Service Hub Impact

A large majority of Service Hub customers say their customers feel more connected
to their customers as a result of using Service Hub.

Benefit Area Experienced Benefit? What Attribute To?
Increased Customer * Makes it easier to stay in touch with customers
Connection : .« Better able to resolve customers’ questions or
66% feel more connected : © issues
~ to their customers : .« Creates more positive experience for customers
- : : » Able to provide proactive assistance to our
s customers

~ BEALL RESEARCH HubSppt




Detailed
Findings




Benefits of HubSpot

The main benefits of the software include efficiency gains, time savings, improved reporting, and better
customer relationships.

Ways HubSpot Service Hub Has Helped
Business/Organization

Made our organization more efficient I /0%
Saved us time I 62%
Improved our reporting and analytics e 48%
Improved our relationships with customers/clients I 4 7%
Improved our ability to resolve customer/client complaints I 39%

Improved customer/client satisfaction I 32 %

Improved our ability to diagnose problems N 26 %

Improved our reviews from customers/clients I 17%

Saved us money ] 16%

Reduced customer chumn I 15%

Increased revenue . 10%

Increased customer referrals il 6%

Other I 5%

A.1 Overall, how satisfied are you with the HubSpot Service Hub software you are using? A.2 How has the HubSpot Service Hub software you are using helped your business/organization? Base: All respondents n=200
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Cost Savings Due to HubSpot

Over half of customers (55%) experienced cost savings after implementing Service Hub, about one-third more than a
5% savings, and most experienced savings within the first 6 months of use.

Cost Savings on Customer Service After
Implementing HubSpot Service Hub

Mean cost savings:* 5%
m Saved more than
15%
M Saved 11-15%
B Saved 6-10%
45% Saved 1-5%
No savings
24%

Time Taken to Experience Savings in
Spend After Implementing HubSpot

Service Hub
(Among those with decreasqgesREdiRA month after implementing
A M In 2-3 months
[ In 4-6 months
In 7-9 months
0
20% In 10-12 months
In 13-18 months
M More than 2 years after implementing
15%
33%
1

B.1 Overall, how much money, if any, has your business/organization saved on customer service (e.g., agent headcount, training, software, equipment, customer management/retention, etc.) as a result of implementing
HubSpot Service Hub software? Base: All respondents n= 200; B.2 How long did it take for your business/organization to experience a savings in the amount of money you spend on customer service after implementing
HubSpot Service Hub software? Base: Spending on customer service decreased as a result of implementing HubSpot Service Hub software n=111 *Mean values are based on midpoints of ranges, not raw values
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Cost Savings Due to HubSpot

Service Hub has helped save money by making customer service agents more efficient, improving ability to resolve
customer issues quickly, & reducing the number of customer service calls/emails.

Ways HubSpot Service Hub Has Helped Save Money

(Among those with decreased spending)

Makes customer service agents more efficient

Improved our abliity to resclve customer Issues more quickly

Regucead the number of customer service calls and emalls

Reduced customer churn

Reguced the number of customer service agents needed

Reducead the number of dedicated customer service phone lines aney
requrec I 20

The software Is less expensive than what we were using before _ 18%

Otner B 4%

B.3 How has HubSpot Service Hub software saved you money on customer service? Base: Spending on customer service decreased as a result of implementing HubSpot Service Hub software n=111
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Time Savings Due to HubSpot

The vast majority of customers (86%) experienced time savings after implementing Service Hub, around 8% savings
on average, and most were saving time within the first 6 months of use.

Time Savings on Customer Service After Time Taken to Experience Savings in Time
Implementing HubSpot Service Hub After Implementing HubSpot Service Hub
(Among those with decreased time spent)
Mean time savings:* 9
9 8% Saved more than E% M Within a month after implementing
14% W5 M In 2-3 months
M Saved 11-15% 15% [¥1n 4-6 months
M Saved 6-10% In 7-9 months
9 Saved 1-5% In 10-12 months
2 No savingso 12% |In 13-18 months

More than 2 years after implementing

30%

1

C.1 Overall, how much time, if any, has your business/organization saved on customer service (e.g., on agent hours, number of customer issues, time to resolve each issue, etc.) as a result of implementing HubSpot Service
Hub software? Base: All respondents n=200; C.2 How long did it take for your business/organization to experience a savings in the amount of time you spend on customer service after implementing HubSpot Service Hub
software? Base: Time spent on customer service decreased as a result of implementing HubSpot Service Hub software n=171 *Mean values are based on midpoints of ranges, not raw values
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Time Savings Due to HubSpot

Service Hub has helped save time by connecting customer service data/channels on one platform, and improving agent
efficiency, team management, & the ability to resolve customer issues quickly.

Ways HubSpot Service Hub Has Helped Save Time

(Amcng Mose with gecraased tme sper)

Connects all customer senvice data and channels on one piattorm _ 58%
Makes customer service agents more eMcient ._ 56%
Better customer service team management - EJA
Improved our ablity to resolve customer Issues more Quickly I o

Reouced the average time spent per customer senvice call R 0
Knowiadge 5352/FAQ section on platfarm reducad the number of cusiomer _ 27%

nquires
Reducad the numbar of customer senvice agants neadeo I i
Otner B3

C.3 How has HubSpot Service Hub software saved you time on customer service? Base: Time spent on customer service decreased as a result of implementing HubSpot Service Hub software n=171
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Churn Reduction Due to HubSpot

Nearly one-third of businesses experienced a reduction in customer churn after implementing Service Hub, and most
experienced this improvement within the first 6 months of use.

Change in Customer Churn After Time Taken to Experience Decrease in

. . Customer Churn After Implementing
Implementing HubSpot Service Hub HubSpot Service Hub

(Among those with decreased customer churn)

B Decreased by more than 15% 3% W Within a month after implementing
M Decreased by 11-15% 13% . :2 i:g mgg{:z
M Decreased by 6-10% 0 ~1In 7-9 months
Elgcéﬁaazgg Py In 10-12 months
Increased by 1-10% 22% 09518 morihs
M Increased by more than 10%
57%
37%
16%
1 1

D.1 Overall, how much would you say the amount of customer churn your business/organization experiences has changed as a result of implementing HubSpot Service Hub software? Base: All respondents n=200;

D.2 How long did it take for your business/organization to experience a decrease in customer churn after implementing HubSpot Service Hub software? Base: Customer churn decreased as a result of implementing HubSpot
Service Hub software n=60
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Churn Reduction Due to HubSpot

Service Hub helped reduce customer churn by enabling quicker resolution of customers’ issues, making is easier for
customers to reach them, & providing a more positive customer experience.

Ways HubSpot Service Hub Has Helped Decrease Customer Churn
(AMGng Mose with gecreased customer chum)

\We are able 10 resoive CUSIOMErs’ QuUESTons of ISsUes mare quickly _ 53%
We can b2 reached by customers more quickly and easlly | 50°
We are abie %0 provide a more posiive customer service experience overal >_ 50%
Wie are able 10 provide proactive assistance 10 our customsrs . 3%

We are abie 10 measure our customer experiance In order 10 Improve I 35°

We are better able to route CUSIOMESS 10 the right person who can help them I 33°%

We can b2 reached by customers rough more channels "_ 33%

Knowledge BasaFAQ section on platform answers many customers’ qm.esuonsA I 32%
We are abie 10 ackdress a wider range of customer issues on the first contact _ 22%

We have recuoad the walt time 1o speak %0 a customer service agent | — 20

We are avallable to respond to customers' Inguires more howrs of the day  — 1 3%

We have recucad the hoid time during cals with customer service agents - I 82

D.3 How has HubSpot Service Hub software decreased your customer churn? Base: Customer churn decreased as a result of implementing HubSpot Service Hub software n=60
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Increased Customer Connection Due to HubSpot

Two-thirds feel more connected to their customers, because Service Hub makes it easier to stay in touch and resolve
their issues, and provides a more positive experience & proactive assistance.

Ways HubSpot Service Hub Has Created

Change in Customer Connection After a Stronger Connection with Customers
Implementing HubSpot Service Hub (Among those more connected to customers)
We are less connected to Made it easier to stay in touch with customers — 60%
“our customers |
Our connection to our We are better able to resolve customers’ questions or 0
; ~ I 50%
B customers hasn’t Issues
changed e exper P o'
We are more connected Created a more positive experience for customers | 46%
to our customers We are able to provide proactive assistance to our _ 46%
customers . ¢
We have more regular contact with customers — 44%
Created a more customer-focused cuiture _ 42%
We better understand customers’ needs — 40%

Other 2%

F.1 Overall, does your business/organization feel more or less connected to your customers as a result of implementing HubSpot Service Hub software? Base: All respondents n= 200 F.2 How has HubSpot Service Hub
software created a stronger connection with your customers? Base: More connected to customers as a result of implementing HubSpot Service Hub software n=131
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Conclusion

Overall, the research shows that Service Hub customers
experience greater efficiency, time savings, better
reporting/analytics, and improved relationships with their clients.
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HubSpot Service Product Plan

Professional and Starter are the most common HubSpot Service Hub plans among
those surveyed

Starter 35%
Professional 44%
Enterprise 14%

Don't know 8%

S.5a Which product plan do you have with HubSpot Service
Hub? Base: All respondents n= 200
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Demographics/Firmographics

. Years with Business/Organization | Location o Industry
CoNto3years 55% . Northern Americas 62% . .. Information and Technology ' . . . . . . . . .. 38%
CAtobyears 24% . Burope 30% . ... Professional and Business Services 7%, ..
L7t 10years . 13% ... o 3% .. Education and Health Services 7% ...
CoMoldsyears 6% . .. Oceania 3% .. Manufacturing 7% ...
Y6 20years 2% .. Latin America and the Caribbean . 2% .. Financial Activities 6%
_Morethan 20years 1% Afica 1% Construction 4%
_ Software Decision-Maker . | WorkRole . Trade, Transportation, and Utilites 3% ..
o Myself, primarily 32% .. ... C-Suite 32% . ... Leisure and Hospitality . . . . ... . ... . . ... ... 3% ..
...Myself and other employee(s) equally 35% ... Manager 23% Other Services & Public Admin 1%
A cross-functional committee, of which I am a 20% . Director . 22% | Yearsin Operation

omember NP SN 10% . Tto3years 25%
_ Other 1% Marketer 5% 410 6 years 28%
 Length of Time Using HubSpot Service Software Oter 0% 7tol0years 5%
lto2years 83% . | Dept/Job Classification . . ... ... .. MMtolSyears 13% .
C3tobyears 16% . . Sales 23% . 16to20years 4%
. bormoreyears 1% Marketing 19% .. More than 20years 16%
. Number of Employees ... ... . Operations . 19% . L Revenue ..
o M0orless 33% .. ... Customer Service/Customer Support 12% .. Upto $100,000 . . . . ... 10% .
T T 28% Information and Technology . . . . . . . .. 0% ... $100,001t0 $500,000 . ... ... 16%, .
2650 19% .. . Engineering . Dy N—— $500,001 to $1,000,000 . . .. ... 1%, .
L NN00 13% .. .. Finance 2% $1,000,001 t0 $5,000,000 21%, .
002250 Sk Human Resources 2% . $5,000,001 t0 $10,000,000 . 9% ...
251+ 4% Other 13% . .$10,000,001 t0 $15,000,000 2% .
...$15,000,001 to $20,000,000 3%...

More than $20,000,000 6%

Base: All respondents n= 200
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