Using Tickets in HubSpot SOP

Purpose
The purpose of using Tickets in HubSpot is to:
· Track and manage any issues or concerns with catering orders (e.g., food quality, delivery time).
· Assign, prioritize, and address problems in a systematic way.
· Provide visibility to both Operations and Sales teams, ensuring a quick resolution.

Roles and Responsibilities
· Field Marketing Reps (FMRs):
· Ticket Creation: Create a new ticket in HubSpot as soon as an issue is identified.
· Accurate Descriptions: Include clear, concise details of the problem (e.g., “Food quality issue,” “Late delivery,” etc.).
· Ownership: Assign the Ticket Owner (yourself or the appropriate team member) to ensure timely resolution.
· Operations Team:
· Ticket Resolution: Review the newly created ticket, investigate the issue, and take corrective actions.
· Status Updates: Update the ticket’s Status (e.g., “Waiting on Contact,” “Waiting on Us,” “Closed”) as progress is made.
· Feedback Loop: Communicate solutions or next steps back to the FMR or the customer when required.

Key Terms & Definitions
· Contact: An individual person (lead, prospect, customer) in HubSpot.
· Company: A business or organization in HubSpot, often associated with one or multiple contacts.
· Info Source: How you discovered or connected with the contact (e.g., Referral, ZoomInfo).
· Lifecycle Stage: Indicates the progression of a contact from Subscriber to Lead, MQL, SQL, Opportunity, Customer, and beyond.
· Lead Status: The state of engagement with a contact (e.g., New, In Progress, Open Deal).

Creating a Ticket
1. Navigate to Tickets
a. In HubSpot, go to Service > Tickets.
b. Click “Create Ticket” (often found at the top right).
2. Fill Out Ticket Fields
a. Ticket Name
i. Example: “Food Quality Issue for Smith’s Catering Order.”
b. Pipeline
i. Select Support Pipeline (the only available option).
c. Ticket Status
i. Choose one of the following based on the current situation:
1. New: Issue first reported, no action taken yet.
2. Waiting on Contact: Awaiting response or additional info from the customer.
3. Waiting on Us: Internal team’s action is needed.
4. Closed: Issue is resolved or no longer needs attention.
d. Ticket Description
i. Provide details of the issue (e.g., “Order arrived 30 minutes late. Food was cold.”).
e. Source
i. How the issue was reported:
1. Chat
2. Email
3. Form
4. Phone
f. Ticket Owner
i. Assign to the team member responsible for resolving or monitoring the issue.
g. Priority
i. Set the urgency: Low, Medium, or High.
h. Create Date
i. Automatically filled in by HubSpot, but verify it reflects when the issue was reported.
3.  Save
a. Click “Create” to finalize the ticket.

Updating and Resolving Tickets
1. Regular Check-Ins
· Ticket owners should monitor open tickets daily.
2. Add Notes
· Use comments or the ticket timeline to log updates, communication with the customer, or internal discussions.
3. Change Status
· Move the ticket to the appropriate status (e.g., “Waiting on Us” if operations must act, “Closed” once resolved).
4. Close the Ticket
· When an issue is fully resolved, update the ticket to “Closed” to remove it from the active queue.
· Provide a closing note summarizing the resolution.

Best Practices
  Create Tickets Promptly: Avoid delays in reporting issues, so the Operations team has enough time to respond or correct the problem.
  Detailed Descriptions: Be as specific as possible in the Ticket Description (e.g., mention dates, times, order specifics).
  Prioritize Urgently: Use High Priority for critical issues that could significantly impact customer satisfaction.
  Communicate Often: Keep the customer (and your team) informed about the status and expected resolution timeline.

Reporting and Analysis
  Ticket Dashboard
· Use HubSpot’s Service dashboards to review ticket metrics like average time to close, most common issues, and tickets by priority.
  Trend Identification
· Check if recurring issues (e.g., “Cold Food” or “Late Delivery”) appear frequently, indicating a need for process improvements.
  Team Performance
· Track how promptly each Ticket Owner addresses and closes ticket

