
THE COMPANY
 
BrainSell was founded in 1994 by Jim Ward, the company’s CEO, 
from his second bedroom. 

In its infancy, BrainSell operated as a value-added reseller helping 
companies implement core business technologies like CRM, 
Marketing Automation, Customer Support, and ERP. Over almost 
three decades, BrainSell has evolved into a growth enablement 
company offering data and blueprinting services and expanding its 
software portfolio to provide revenue-accelerating technologies  
like Drift, Conversica, Ada, and others.

BrainSell’s mission is to help companies of all sizes grow and  
scale by defining and implementing a digital roadmap supporting 
their overall business strategy. Their experts start by assisting 
executive teams in identifying the right people and processes and 
then aligning the right solutions to scale, meet, and exceed  
growth objectives.

COMPANY TYPE

Business/Software  
Consultancy

LOCATION

Danvers, MA

PRIOR SOLUTION

Live Chat

CURRENT SOLUTION

Drift
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OPTIMIZING THE BUYING EXPERIENCE
HOW BRAINSELL SAW 3X INCREASE IN CLOSED-WON  

PIPELINE WITH DRIFT
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the total value of Drift. They needed to take a step back 
and create a strategy to reimplement Drift on their 
website as a scalable platform optimized for actual 
pipeline acceleration.

Increasing Engagement with

Website Visitors via Drift 

The team at BrainSell prides itself on reinventing 
the traditional way of doing things and testing new 
technology for its customers. They were excited  
to replace LiveChat on their website with Drift,  
a conversational marketing tool.

However, constrained by the usual resource and 
bandwidth issues of small teams, BrainSell initially 
launched Drift with generic and non-personalized 
playbooks and unintentionally gated access to a live 
person for a chat.

“As a lean team, wearing many hats, we were excited 
about the idea of a prospect being able to engage 
with Drift and set their meeting,” said Sarah Reed, VP 
of Marketing at BrainSell. “However, we set up the 
chatbot interaction like a dynamic form fill, asking 
the prospect for too much information before they 
could get access to book a meeting, ask a question, 
or speak with a live person. It was a bad experience 
and resulted in many abandoned conversations.”

The BrainSell team recognized that although they 
were getting some meetings, they were not getting 

FROM THE SOURCE: 

“As a lean team, wearing many 
hats, we were excited about the 

idea of a prospect being able  
to engage with Drift and set 

their meeting”

– Sarah Reed, VP of  
Marketing
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THE CHALLENGE
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As an initial step to building an excellent buyer 
experience that drove engagement, the BrainSell 
team took a step back to evaluate their marketing 
funnel. They assessed all the channels leads were 
coming from, when they were coming in, and the 
website user experience.

This exercise identified vital opportunities to 
integrate conversational marketing into the journey.  
A key finding was that although the website has 
many pages, there were seven categories of primary 
entry points for engagement on the website:

1. First visit to the website

2. Returning Visitor

3. I have a question

4. I want to book a demo

5. Contact sales

6. Visits to the blog

7. Downloadable content 
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FROM THE SOURCE: 
“Drift now delivers a great 

experience,” said Reed. “Our 
prospects and customers  

don’t have to jump through hoops  
to ask a question or wait for a  

follow-up from our inbound 
marketing specialist trying to pin 

down a time for a meeting.  
Instead, they come to the site,  

open a chat, and book the  
meeting with Brainy (our bot).”

– Sarah Reed, VP of Marketing
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THE SOLUTION

A Reimagined and Reimplementation of 

Drift as a Revenue Acceleration Platform 
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With these seven categories identified, the 
BrainSell team was able to create seven Drift 
playbook templates that could be easily cloned 
and customized depending on which page 
they appeared on. This made the Drift platform 
scalable and easier to manage as the team 
identified new use cases.  
 
”When we initially implemented Drift, we dreaded 
creating a new playbook because it usually meant 
starting from scratch and took up bandwidth 
we couldn’t afford to give,” said Reed. “Now, it is 
exciting to come up with new use cases to test, 
and it is as simple as cloning one of our seven 
playbooks and making minor tweaks. What used 
to take hours now takes minutes.”

BrainSell also built an integration between Drift 
and their CRM, Sugar Sell, to automate the flow 
of creating new leads that engaged with Drift 
and keeping a record of conversations between 
customers and prospects whenever they 
engaged with the bot.

The results from reimaging and reimplementing 
Drift were practically instantaneous for the 
BrainSell team.

FROM THE SOURCE: 
“Now, it is exciting to come up 

with new use cases to test, and 
it is as simple as cloning one of 

our seven playbooks and making 
minor tweaks. What used to take 

hours now takes minutes.”

– Sarah Reed, VP of Marketing

www.brainsell.com
tel:8663562654
mailto:growth%40brainsell.com?subject=growth%40brainsell.com


and sales, it’s Drift. We chose Drift based on its 
ability to accelerate our revenue, and, with the 
reimplementation, we’re not disappointed.”

Drift helps BrainSell create an experience built around 
buyer needs and preferences. The team can connect 
more authentically, even when they aren’t in the office. 
And it helps them continuously iterate on and improve 
the experience by adding more use cases and features. 
“In the past six months, Drift has been really, really 
successful for us,” said Reed.

Key Stats:

• 50% increase in Drift-influenced meetings booked

• 44% increase in Drift-influenced sales-qualified 
opportunities

• 200% increase in Drift-influenced closed-won 
business

• 6X in time savings

BrainSell continues to optimize Drift and explore 
other use cases to help them provide the best 
buyer experience and business outcomes. Sarah 
sums up her opinion on Drift this way, “If you want a 
platform designed specifically to empower marketing 
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FROM THE SOURCE:
“If you want a platform 
designed specifically to 
empower marketing and 
sales, it’s Drift. We chose 
Drift based on it’s ability 

to accelerate our revenue, 
and, with reimplementation, 

we’re not disappointed.”

— Sarah Reed,  
VP of Marketing 
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THE RESULTS

A Scalable Buyer-Centric Experience that 

Drives More Meetings and Opportunities 
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Generate more Pipeline with BrainSell and Drift

growth@brainsell.com

(866) 356-2654

www.brainsell.com

Want to learn more? Reach out today to talk with 
one of our growth enablement experts!

Everything starts with a conversation. Are you ready to accelerate pipeline generation and revenue 
growth by helping your marketing, sales, and customer teams connect with buyers easily?

BrainSell is not only a Drift user, but we are also a certified Drift partner. We help companies 
of all sizes implement (and reimplement) Drift to deliver a buying experience that accelerates 
pipeline and increases revenue. Contact us to learn more about Drift and our chatbot services.

Follow Us
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