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KEEPING CUSTOMERS 
HAPPY: THE PILLARS OF 
DELIGHT 

Mark Kilens 
Leader of HubSpot Academy 



invented a home 
snowmaking machine. 

@MarkKilens 

MARK 
KILENS 



•  8:30PM DINNER 
RESERVATION 

•  TABLE WASN’T 
READY AT 8:30 

•  SAVED TWO BAR 
SEATS 



•  EXECUTIVE CHEF 
VISIT 

•  CUSTOM-MADE 
APPETIZER 

•  CHAMPAGNE 
TOAST 



•  DRINKS & APPS ON  
 THE HOUSE 

•  SEATED AT THE  
 BEST TABLE 

•  A NICE EVENING  
 BECAME AN 
 UNFORGETTABLE NIGHT  



THE THREE 
PILLARS TO 
CUSTOMER 
DELIGHT 
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PRODUCT 
 
Good is better than bad. 



“Loyalty is when people are willing 
to turn down a better product or 
price to continue doing business 
with you.” 
 
Simon Sinek 
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COMMUNICATION 
 
Personal is better than impersonal. 
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EDUCATION 
 
Teaching is better than neglecting. 



“IT’S 
EVERYONE’S 
JOB TO 
DELIGHT 
CUSTOMERS.” 
 
@MarkKilens  



ADVOCATES. 



10x 
On average, loyal customers 
are worth up to ten times as 
much as their first purchase.  
White House Office of Consumer Affairs  
 



48% 
of customers who had negative 
experiences told 10 or more 
others. 
Harvard Business Review 



YOUR 
BUSINESS IS 
ALWAYS AT 
STAKE. 



THE CUSTOMER'S 
PERCEPTION  OF 

YOUR BUSINESS… 



…IS FORMED BY 
EVERY INTERACTION. 



EACH SMALL 
INTERACTION 
MATTERS A LOT… 



…BECAUSE THEY 
CREATE THE LARGER 
EXPERIENCE. 



DEVELOP CUSTOMER 
PRINCIPLES THAT 
YOUR EMPLOYEES 
LIVE BY. 
 



1   World-class customer service 

2   Executing with excellence 

3   Alignment with Product & Marketing 

4   Continuity in design & brand 

5   Consistency when teaching 

6   Using customer examples when teaching  

HUBSPOT ACADEMY PRINCIPLES  



GO BEYOND 
PRINCIPLES.  
 
CREATE 
GUIDELINES.  



Caution:  
don’t create a cookie 
cutter experience. 



1.  Delight Employees 

2.  Educate Employees 

3.  Empower Employees 

4.  Listen to Customers 

 

5.  Ask Customers 

6.  Help Customers 

7.  Follow-up with Customers 

8.  Take Action 

8 CUSTOMER DELIGHT GUIDELINES 
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THEY WILL 
DELIGHT 
CUSTOMERS. 



“CUSTOMERS WILL 
NEVER LOVE A 
COMPANY UNTIL THE 
EMPLOYEES LOVE IT 
FIRST.” 
 
@SIMONSINEK 



CUSTOMERS & 
EMPLOYEES  
ARE YOUR 
GREATEST 
ASSETS. 
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YOUR HIRING 
METHODOLOGY IS 
VERY IMPORTANT. 



•  Free drinks and snacks 

•  Flexible work hours  

•  Tuition reimbursement  

•  Collaborative, open office environment 

•  Unlimited vacation 

•  Great health benefits  

•  After work social events 

HOW TO DELIGHT EMPLOYEES 



64% 
of customers cited shared 
values as the primary reason 
for a strong brand relationship. 
Corporate Executive Board 
 



INSPIRE 
EMPLOYEES AND 
CUSTOMERS 



1.  Delight Employees 

2.  Educate Employees 

3.  Empower Employees 

4.  Listen to Customers 

 

5.  Ask Customers 

6.  Help Customers 

7.  Follow-up with Customers 

8.  Take Action 

8 CUSTOMER DELIGHT GUIDELINES 



“CUSTOMER SERVICE SHOULDN’T 
JUST BE A DEPARTMENT,  IT SHOULD 
BE THE ENTIRE COMPANY.”   

Tony Hsieh, CEO of Zappos 



TRAIN YOUR EMPLOYEES. 



THE CUSTOMER 
IS ALWAYS JOB 
NUMBER ONE.  
 
 
Make the customer's 
needs your number 
one priority. 



EVERYONE AT THE BUSINESS SHOULD BE ABLE TO 
IDENTIFY EACH CUSTOMER BY PERSONA.  



CREATE A PERSONA CONTACT PROPERTY 



USE LIFECYCLE STAGES 



PRACTICE, PRACTICE, 
PRACTICE. 
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EMPLOYEES NEED TO  
BE EMPOWERED. 



  LET THEIR PERSONALITIES SHINE. 



THEY ARE THE FACES OF 
YOUR ORGANIZATION.  



ALWAYS 
SOLVE FOR THE CUSTOMER. 



UNDER 
PROMISE, 
OVER 
DELIVER.  
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SILENCE IS 
YOUR FRIEND.  



REPEAT WHAT THEY SAID 



BE ON THE 
SAME PAGE. 



SHOW EMPATHY. 



SETUP SOCIAL INBOX 



BE PROACTIVE ON SOCIAL MEDIA. 
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GO EXPLORING  
WITH CUSTOMERS. 



•  Why 

•  How 

•  What 

•  Where 

•  When 

•  Who 

WHAT QUESTIONS SHOULD YOU ASK? 
 



VERBAL &  
NON-VERBAL 

COMMUNICATION 
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“THE BUSINESSES 
THAT ARE THE BEST 
EDUCATORS WILL 
BE THE MOST 
SUCCESSFUL.” 
 
@MarkKilens 



"  Solve their problems 

"  Provide recommendations 

"  Be enthusiastic & fun 

MAKE IT ALL ABOUT THE CUSTOMERS. 
 



BE A ”SOLUTIONIST”:  
SOLVE PROBLEMS FOR THE RIGHT PERSONA. 



•  Videos 

•  Training classes 

•  Webinars 

•  Blog articles 

•  Emails 

•  Product updates 

CREATE CONTENT JUST FOR CUSTOMERS. 
 





INTRODUCING: THE PRODUCT RELEASE  
AND TRAINING CALENDAR 

http://hubspot.com/release-calendar 



SETUP SMART CTAs 



LESS IS MORE 

PROVIDE NO MORE THAN 2 OR 3 OPTIONS 



EXCEED 
THEIR 
EXPECTATIONS 



“IT'S NOT WHAT YOU SAY, BUT HOW YOU 
MAKE CUSTOMERS FEEL, THAT CREATES 
LASTING RELATIONSHIPS.”  @MarkKilens 
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ENSURE YOU 
RESOLVED ALL OF 
THEIR PROBLEMS. 



MAKE IT EASY 
FOR CUSTOMERS. 



BE  
ON TIME  



LEVERAGE EMAIL WORKFLOWS 



SEND PERSONAL EMAILS 



RECIPROCITY 
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8 CUSTOMER DELIGHT GUIDELINES 



MEASURE 
EVERYTHING  



SOLVE FOR THE CUSTOMER,  
DON’T SOLVE FOR THE NUMBER. 



CUSTOMER SATISFACTION SCORE 

AMERICAN CUSTOMER SATISFACTION INDEX (ACSI)  



NET PROMOTER SCORE (NPS) 



JUST LISTEN  
TO CUSTOMERS 
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PEOPLE 
DELIGHT 
PEOPLE 



TRUST IS 
CORE TO 
DELIGHT  



REMEMBER: 
 
IT’S THE EXECUTION 
AND CONSISTENCY 
OF THE SMALL 
INTERACTIONS... 



…THAT CREATE THE 
LARGER EXPERIENCE. 



CREATE LASTING 
RELATIONSHIPS  



THE PILLARS OF DELIGHT 
MUST BE INGRAINED INTO 
YOUR COMPANY CULTURE 
TO CREATE LASTING 
RELATIONSHIPS. 
 
@MarkKilens  


