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Executive Summary

Designed and implemented a scalable, HubSpot-native AI customer engagement and lead routing

system for Lone Wolf. The centralized solution integrated conversational qualification, CRM data

capture, intelligent routing, ownership assignment, and automated meeting-booking workflows to

orchestrate a seamless inbound pipeline. My primary responsibilities included qualification architecture,

customer agent & Rule-Based chatflow setup and configuration, CRM property mapping, routing

workflows, ownership assignment logic, and sales handoff automation.

Project Complexity Snapshot

The following architectural components were integrated to deliver a unified revenue routing engine:

AI Customer Agent Chili Piper Integration

Rule-Based Qualification Layer Human Handoff Routing

CRM Property Mapping Salesforce-Synced Ownership Logic

Round-Robin Assignment Engine Multi-Team Sales Distribution
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Executive Architecture Diagram

A structured data flow transitioning from conversational qualification to automated ownership assignment and

scheduled sales engagements.
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Technical Constraints & Engineering Decisions

Real-world implementation required navigating native system boundaries and engineering robust

workarounds to maintain a frictionless user journey.

Constraint Operational Impact Engineered Solution

Existing Customer

Verification

Rule-based chatflows

could not dynamically

verify CRM

membership

immediately after email

capture.

Native system boundaries risked

introducing friction or delays into

the user journey.

The architecture bypassed immediate

verification by relying on multi-step

qualification logic paired with secondary

background validation via the customer

agent.

Managing

Conversation Context

HubSpot lacked a

native mechanism to

map and store full chat

transcripts directly into

CRM properties.

Sales teams lacked direct CRM

timeline access for essential

conversational context prior to

engagement.

The system was re-architected to

extract and surface discrete

qualification data points, providing sales

teams with direct CRM timeline access.

The Human Handoff

Protocol

Upon manual handoff,

the AI agent was hard-

coded to drop from the

engagement.

Continuous hybrid AI engagement

was non-viable and risked a

disjointed customer experience.

The customer experience was

optimized specifically around the

handoff phase—utilizing precise routing

logic and customized handoff

messaging to bridge the gap gracefully.

Business Impact & Core Outcomes

By transitioning from manual triage to an automated orchestration layer, the implementation yielded the

following structural improvements:

Standardized lead qualification across inbound channels

Reduced operational dependency on manual triage

Improved ownership accountability through automated assignment

Accelerated transition from inquiry to sales engagement

Increased consistency in customer routing experiences

• 

• 

• 

• 

• 
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Key Operational Lessons

This deployment reinforced a critical reality in modern revenue operations: AI delivers the highest

value when it serves as an orchestration layer on top of strong operational systems.

Ultimately, the underlying qualification logic, routing architecture, definitive ownership assignment, and

precise escalation workflows proved significantly more critical to achieving core business outcomes than

the conversational AI capability alone.

Technology Stack: HubSpot Breeze Customer Agent | Service Hub | HubSpot CRM | Custom

Workflows | Chili Piper 
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