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Context



Context: The big picture 

As a content designer at HubSpot, I worked across several teams who were 
building automation and data tools that had connections to many parts of the 
product. 

This gave me a unique vantage point where I could see how the structure of our 
data layer and our product navigation was impacting the customer experience. 

I realized that we were putting a heavy burden on our customers to navigate 
through menus of tools and data and understand how to connect them
in order to discover value and grow better with HubSpot.



Context: The company 

What’s HubSpot?

HubSpot is a leading CRM platform that 
provides software and support to help 
businesses grow better. The platform includes 
marketing, sales, service, and website 
management products.



Context: My role and partners

Partners: Multiple teams across 
the company 🤝
I managed multiple stakeholders from 
across the company, including product 
managers, product designers, product & 
design leadership. 

For the testing portion of the work, I 
consulted with and supported a content 
designer on the Automation team. 

My role ⭐
Senior Content Designer in Operations Hub

I led discovery work, surfaced common problems, and crafted an initial proposal for how we 
could fix them. 

Partner: Product Design Lead, 
Discovery & Navigation team 🤝
As I completed discovery, I collaborated 
with a product designer partner who 
was focused on product IA and 
navigation. Together, we crafted the 
initial proposal. 



The problem



The problem: Disconnected experiences



The problem: Lack of consistent education



The problem: Missed upgrade opportunities



The problem: Many teams solving the same problem 

Several teams across the 
company were trying to 
solve these problems in their 
specific product area. 

The solutions they tried 
were introducing new and 
inconsistent patterns, to 
varying degrees of success. 



My approach



1. Gather information from teams 

2. Audit competitor experiences 

3. Craft a proposal and get buy-in 

My approach: Breaking it down



My approach: Gather information

In UX and product Slack 
channels I put out a call for 
information from teams 
trying to solve common 
problems. 

I sent this form to the 
product manager and 
product designer on each 
team. 



My approach: Analyze feedback from teams 

Then, I consolidated all the 
feedback in a spreadsheet 
and looked for themes. 

These teams across the 
product were validating 
what I had seen in my own 
areas through the customer 
feedback they surfaced. 



My approach: Audit competitor experiences



Proposal



Proposal: Page types

Based on problem analysis,  information gathered from teams, and the 
competitive audit, I started to outline three page types. 



Proposal: Local homepages

Local homepages are focused on a specific job task or 
function

They’re a place to deepen knowledge about a product area 
and learn about solutions

A place to “talk to customers” by providing account-based 
recommendations for next steps, new features, and 
upgrades 

There can be multiple 

Goals
● Help the customer realize an increasing amount 

of value from a key category of HubSpot. 
● Customers will harness the power of HubSpot 

earlier (faster time to activation)
● Customers will use more of HubSpot as their 

business scales (increased adoption)
● Reduced perception of complexity (increased 

CSAT) 



Proposal: In the discovery model 



Next steps



Next steps: Test our hypothesis

The global navigation team owned the home page. Some teams were already in progress 
validating the workspace model. We needed to focus on the local homepage question. 

The Automation team was one of the teams proactively trying to solve problems of 
disconnection on their own. I partnered with another content designer on the Automation group 
to design a study and test our assumptions. 



Results



Results: Key differences between page types 



Results: Mock-up



Results: Components recommendation 



Impact



Impact: The highlights

🗣 We socialized the decks in meetings and Slack channels across product and UX. We also started a 

dedicated Slack channel for teams interested in building a local homepages to collaborate and share 

findings. This started a company-wide conversation about how we could create better alignment 

across experiences. 

🙌 The work moving forward was officially sponsored by a VP in UX and officially assigned to the 

Growth and Discovery teams. Four teams across the company added local homepages work to their 

roadmaps. Our recommendations for components would be further validated and implemented. 

💥 Ultimately, we brought life to the customer’s voice while solving for a large business problem. 



Thank you for your time!


