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Chat-to-CRM Lead Intake Automation for a Local Service
Business

Case study based on ClearFlow Plumbing - a practical website chat workflow that captures new enquiries, qualifies them, updates HubSpot, creates
an opportunity, and triggers follow-up automatically.

Business scenario
ClearFlow Plumbing is a local plumbing and heating company handling
urgent repair enquiries and routine inbound questions from its website.

Problem
Website chats can be missed, contact details can sit in the wrong tool,
and staff often have to rebuild the enquiry manually before they can
respond.

What I built
A workflow that takes a completed website chat, structures the lead
details, routes the enquiry by outcome, updates HubSpot, creates and
links the deal, sends an internal alert, and sends a customer confirmation
email.

Tools used
Landbot, Make, OpenAI, HubSpot CRM, Microsoft 365 Email (Outlook)

Main outcomes
Urgent and standard qualified enquiries move into the sales path.
Needs-review and unqualified paths are handled separately so the CRM
stays clean.

Why this matters
The team gets a usable CRM record and a clear action straight away,
while the customer receives a prompt acknowledgement instead of
waiting in silence.

Workflow at a glance

● Captures the service request, urgency, area, and contact details from website chat.

● Structures the payload and routes the enquiry into the correct path inside Make.

● Searches for an existing HubSpot contact, then creates or updates the record.

● Creates a deal for qualified enquiries and associates it with the contact.

Workflow at a glance

Captures the service request, urgency, area, and contact details from website chat.

Structures the payload and routes the enquiry into the correct path inside Make.

Searches for an existing HubSpot contact, then creates or updates the record.

Creates a deal for qualified enquiries and associates it with the contact.

Sends an internal alert email to the team and a confirmation email to the customer.

The pages that follow show the working flow from chat intake through to CRM update and email follow-up.
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1. Website chat captures the customer enquiry and contact details
The virtual receptionist collects the issue, urgency, area, name, email, phone number, and preferred timing before confirming the enquiry.

Annotated screenshot from the working demo.
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2. Make routes the enquiry through qualification, CRM update, association, and
follow-up steps
Make receives the chat data, structures the lead details, splits the enquiry by outcome, and runs the CRM and email actions in the correct route.

Annotated screenshot from the working demo.

Page 3



Page 5

3. Contact and deal are associated so the enquiry is connected inside HubSpot
HubSpot shows the contact record, linked deal, company context, and activity timeline together so the sales context is usable in one place.

Annotated screenshot from the working demo.
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4. A deal is created for the qualified enquiry and moved into the correct pipeline stage
Qualified enquiries become real opportunities in HubSpot, with a clear deal name, the correct stage, and an associated contact.

Annotated screenshot from the working demo.
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5. Internal alert email is sent so the team can respond quickly to the lead
The team receives a structured alert with the lead details, AI summary, qualification result, and recommended next step.

Annotated screenshot from the working demo.
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6. Customer follow-up email is sent automatically after the qualified enquiry is
processed
The customer receives a clear confirmation that the enquiry has been received, marked urgent, and passed on for follow-up.

Annotated screenshot from the working demo.
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