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Pendo’s Customer Education team bridges the gap
between what’s possible and practical through
sustainable learning.

s h@

On demand + live Peer-led Support [VEY-14 Advocacy +
learning discussions documentation groups recognition




3,000+ — 8,000+

customers users per week

r

700+

new users daily




How do we make it easier for
customers to reach their
outcomes as quickly as possible...

.and at scale?



How we do it

Segment customers

Define the ideal user
journey

Use tools to automate
workflows

Assess and iterate
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Segment customers




Persona

Use case

Permission / role
Days since first login
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No metadata? No problem! ?

2017

What is your role?

Product Manager v

Welcome to Pendo!

Tell us the main reason you're here and we will give you
some inspiration and guidance to get started!

I want to...

Guide New Users Increase Feature Adoption
Launch New Features Measure Customer Health
Deflect Support Tickets Convert Trials or Upsell

No thanks, I'd like to explore on my own. Ask me later!
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Define the ideal

customer journey




Processes to define

What are the required
touchpoints?

What content should we
send, and when?

What is the white glove

experience? New user resources

What do we do when customers
don't follow the “happy path”?

What are the known customer

playbooks? Feature recommendations

What other programs wiill
we need optimize?

Customer communication gaps

New product roll-outs
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Plot the journey

All new users

1adays

Customer Education

Vieicome to th
Pondo Community

5%
2nd week  boards

“ 40% open
Day30 Dorrt forget You st have onbourding pe
taska to complece rate!
— se€
" sucr opanchochie e s

Onboarding nudge
New user weicome. New Admin resources Pecvons resources %
“Tm ot sure” "See my product data*
i amortns 8 moners 3 mochs ——_—
wl N mondhs__, ~
B il — k e - - -
- —— L ——
- =
In-app
Admins:
LN Admins:
Email Subscription sudit nudge Wealth check?
Sisecon sk e Renewal sentimenc? Admins: Selact new use case / Future
Subserlption audic nudge thinking / Expansion / Advocacy

All users + first visit not within last 30 days
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Plot the journey

Consider

by exploring capabilities

ELE

to get vp and Sl

‘ into workflows
rarmmg

All users + first visit not within last 30 days

Subscription audic nudge

Extend

to more uce casec

. Account
renewal
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Use tools to automate

workflows




Pendo is our foundation

You might be using...

lo ker
Zendesk HubSppot

IIIIII

~ Segment workato

_zapier &P trav. Helb Scout
49 pendo ray.io % Help Scou

A
< Il \NTERCOM
planhat &=

Ga|n5|ghr > < snowflake

+++c1b|ecJu

# SendGrid

Churnkey

= skilljar
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How it worked

Onboarding: Analytics use *

Created by erica@pendo.io Thanks for telling us you want to use Pendo to analyze your product data!
- L Below, we'll show you how Pendo analytics can help you answer

3 e“glble visitors O questions about adoption, retention, and more.

Guide eligible

Uncover user behavior insights

B Try out a guided walkthrough of these key Pendo reports to see the
4 Edit Segment a] |0} insights they can help you discover.

HP 1 H Paths: How do users navigate
4 1. Visitor in Report in Pendo a B bt Suilda path > ‘
Eligible Visitors (3) Details
S Funnels: Where are users
DESCRIPTION — e > — > dropping off? Where's the friction Build a funnel >
4 point?
ey » y Retention: What percentage of
Cohort of users who said "see my product data . L i visitors come back to my spp Analvze retention 3
was their job to be done. B 2. Send Email in SendGrid a month over month?
| Data Explorer: What roles adopt
' feature X the most? How has my Build a custom report > i
SEGMENT RULES app grown over the last X
. { months?
4
2 Identified Visitors Only —zapler | Learnfrom an expert
o 2 P ithi ‘Want to learn how to use these reports from an expert? Join us for our
& First Visit within last 1 days | live beginner's guide to analytics training, where you'll learn about all the
, amazing things you can do with Pendo analytics!
AND
2 use_case is equal to See my product data m !
AND )

)

~ Account Type is equal to Paid Account/Direct .- SendGrid

Customer

49 pendo PENDOMONIUM 2024



Now, with Orchestrate

Built and segmented in Pendo!

(o cran’ o x

Persona: Customer Success

Add a description

As a Customer Success professional, it's more important than ever before to
monitor customer usage trends, engage users at scale, and measure
sentiment in order to mitigate churn risk.

Overview Settings {
So, where to start? We've got plenty of resources to help you leverage Pendo
> effectively for key objectives such as onboarding and continued education,
Days until next message measuring customer health, and gathering customer sentiment.
{ !
1 Day

Pendo for Customer Success course

Throughout this course, we'll show real examples and practical guides that
Content illustrate strategies to achieve the strategies critical to Customer Success.

View resufts in
Pendo!

Pendo

As a Customer Success professional, it's more important than ever before to 301 Hillsborough Street, Raleigh, NC 27603
monitor customer usage trends, engage users at scale, and measure
sentiment in order to mitigate churn risk. Unsubscribe

So, where to start? We've got plenty of resources to help you leverage Pendo - . . r—
effectively for key objectives such s onboarding and continued education, SKIMET SUPPOFT TICKET 57311 (Urgent) Pendo Admin = New Credly + SKiNar trigger fc
measuring customer health, and gathering customer sentiment

Pendo for Customer Success course

Throughout this course, well show real examples and practical uides that Overview
ilusrate strategies to achieve the strateges crtcalto Customer Success
m Total sends ® Delivery rate ©® Unique open rate ©® Unique click rate ©
() 0, 0,
682 100% 59% 37%
Pendo
301 Hillsborough Street, Raleigh, NC 27603 679 out of 682 emails 402 out of 682 emails 254 out of 682 emails
Unsubscrive

9 Send atest omail PENDOMONIUM 2024




How we Pendo




Consider

by exploring capabilities

pendo

e Dashboards

...63% of userc skip the tour ©_ @

Recently Viewed

Welcome to Pendo

Education Data v 14-day fully featured Free Trial
sy Understanding your product is about to get a ‘

whole lot easier.

Cresteatyerkagpend  Sec how Pendo can hlp you answer crtical product
auestions and understand what's really going on with pendo
your users .
o FT—
. p— Dashboards [
mdastoonrss | (Rl | o tour
L= - Product .
e ey Evaluate product usage
ashboards
Discover how your product is being used and pendo
Which features e delivering the most value
& Name Description Createdsy Last Updated By Dashboards
Tag any area of your product o learn fromthe. | Dashboards
a Education. fescrpt T TG past with rtroactive anaytcs.
e, IR Product
ashboard o rack KPls nn——
08 Anaiyis,.  DISIBOGIOUACkKPS o comongpendoio  ryansalomon@pendoio B Outcomes
or FY24 )
B T e vuoriss Recently Viewed
Crened by eicagpendolo R Fcoric
Behavior " A
Aldashboards v % @
x NPS Customer Education Knowledge Base data Intervention Guide Dashboard Experiment: Install Takeover
e For racking KB usage and heath
Dashboards (502)
Creatod by ercagpendolo Created by maday.snyder@pendodo Created by yany
o Name Description I O Discover
Setting . Replay We're here to help!
& % Education " ercaa
S Namowss ~ | |7 | @ Explorsourcamprahnsiv onbearding chscit within
the Get started with Pendo module, accessible through
PO T LI, ine Rasourco Contot. This checklis i quic you
lapse = through essential steps to set you on the path towards a
oo Proguets Dashboards (536) product-led approach.
& Name Descipiion e LastUpdatedBy | The Resource Center offers a vaiety of other valuabe
SStting content to kickstart your journey effectively. Whenever
youre uncertain,retun here for inspiration and tutorais!
. pendo-intomal o Ryan Das.. ryan.salomon@pendoio  ryansalomon@pen
[ —
~ Self-paced tour wi
Cotapse o Dashboard davidouis@pendo.o davidouis@pendo

high-level product overview.
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Initiate

to get vp and running

|
|

X X

. Resource Center < Get started with Pendo
@ Er]ca's Home BETA | Give Feedback
o © Recently viewed i
" Get started with Pendo &  Restart overview €
Product EY seoment 3 vide s Bl cuice £ . > Y
Step-by-step onboarding
People Non-Pendozers + product onboarding ‘Whole product onboarding ...
cople i o £ 2 o i Tag pages
Behavior 753 [; ~
Recommended actions: In
= Knowledge Base ) Tag features
o Search for help articles | : At
i
Oreh e 753 Personalize through user cohorts —
Create a segment
g —_— usage, allowing you to filter analytics data and provide targeted guides. For a
step-by-step walkihrough, select Start tour.

Replay Define user cohorts bas! ind user Generate areport\fthe users > Support

product usage Other ways to learn: and activity that majter most to Create a path

Segments « Read Segments support article you Explore help resources 0 5

Pendo Tools

Explore Pendo to help: Improve customer health

& L

Settings

pendo-internal

Collapse

« Watch Segments: When and why you should use them video.

How | Pendo: PetDesk behavior data

Accounts

:]SQ”‘HWS m
sarn more View account reports | Le:

Pendo Essentials o

Accommodate users based on their
convenience and level of engagement.

Training and events
View learning opportunities

Product updates
Get the latest product news

Feedback
Suggest product changes

Create a fgnnel

Build a guide

Review NPS result;

Create a Data Explorer report

Create a roadmap




Initiate

to get up and running

Embed

inte workflowe

Use case = analytics

Mail N
Chantie N§

Julie Benjg

Maddy Sny

Zoom App!

e

Kinside

Calendly

me, Adam
Laura Horf
Ke Lou (Jif

Maddy Sny

Skilljar Sug

Ryan .. Jird

Thanks for telling us you want to use Pendo to analyze your product data!
Below, we'll show you how Pendo analytics can help you answer
questions about adoption, retention, and more.

P O Yoy R Yo

Ui user

Try out a guided walkthrough of these key Pendo reports to see the
insights they can help you discover.

Paths: How do users navigate
through my app? Build a path >

Funnels: Where are users
dropping off? Where's the friction
point?

Retention: What percentage of
visitors come back to my app Analyze retention >
month over month?

Data Explorer: What roles adopt

feature X the most? How has my Build a custom report >
app grown over the last X
months?

Learn from an expert

Want to learn how to use these reports from an expert? Join us for our
live begl 's guide to yti ining, where you'll learn about all the
amazing things you can do with Pendo analytics!

pr

badge has been ma

* Tailored learning based on

initial questions atlogin.

Persona = customer succese

Mail

As a Customer Success professional, it's more important than ever before
to monitor customer usage trends, engage users at scale, and measure
sentiment in order to mitigate churn risk.

So, where to start? We've got plenty of resources to help you leverage
Pendo effectively for key objectives such as onboarding and continued
education, measuring customer health, and gathering customer
sentiment.

Pendo for Customer Success course

Throughout this course, we'll show real examples and practical guides
that illustrate strategies to achieve the strategies critical to Customer
Success.

Register now

JiUM 2024



Extend

to more uce cases

X

< Recommended for you
* Expand knowledge and
learning across other products. Certification: Pendo Essentials

Course: Pendo for employees

4pendo ‘ Academy a About Pendo  Release Notes Community Blog HZAERRIEZES  search Q ﬁ‘ Course SeSSIOI’l Replay

Welcome to the
Pendo Academy

Resource Center

Discover the power of Pendo products and unleash your
ST A 3
potential! Dive into our extensive library of on-demand Onboarding checkiist

courses, join a virtual live session with our product experts, Content for new users
and earn certificates to become more product led.

Resources
Explore other ways to learn

Recommended for you
Personalized learning content

Popular learning tracks

]
( Pendo for Web) C Pendo for Mobile) C Tech comer) CIntegrations)
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Highest retention on record

~54%

2nd week retention

Weekly visitors cohort retention

Cohort
Whole product onboard...
14,393 visitors

May 12 - May 18
5,681 visitors

May 19 - May 25
5,631 visitors

May 26 - Jun1
5,609 visitors

Jun2-Jun8
6,375 visitors

Jun9-Jun1s
6,243 visitors

Jun 16 - Jun 22
6,070 visitors

Week 0
0-7 Days

100%*

100%

100%

100%

100%

100%

100%*

Week 1
7-14 Days

43%*

54%

57%

58%

56%

56%*

44%*

Week 2
14-21 Days

39%*

52%

53%

52%

50%*

40%*

Week 3 Week 4
21-28 Days 28-35 Days
36%* 36%*
49% 46%

48% 46%*
48%* 33%*
37%*

Week 5
35-42 Days

36%*

44%*

34%*

baseline
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Key feature adoption i

S )
G <12x conversion acrocs all core evente T55

Did not engage with Pendo guide

v Engaged with Pendo guide

(© 41.38% Conversion ® Avg3d6h31m ® Med 3m 37s © 2.99% Conversion ® Avg13d18h36m ® Med 7d 17h 34m

100% 100%

50%

50%
© 145 (100%) ° 75 (52%) Q 60 (80%) © 1.8k (100%) © 233(a%) © 354 (82%)
0% 0%

0 Whole product on... & Behavior | Paths |... % Behavior | Path | ... 3 Whole product sc... & Behavior | Paths |... & Behavior | Path | ...
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Reductionin time to first use i

Event Average Time to First Use
B f)CEd) thawor | Ret... 5.1 days
endo One 0.. 5 10 15 20 25
- ® —

R Dashboard | Share ... 5.5 days '

o)
LoQdgone O 10 15 20 21 /o
R Dashboard | Share Button avg reduction

R (CE)
Pend </ 36% from previous 30 Day Average (8.6 10 15 20 25
Days)
The current average is calculated from 53 of 3450
5.8 dayl eligible new visitors who have used this within the last
30 Days (2%)
. _cnm DR H e }
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Assess and iterate




Monitoring the user experience

.........

00:00 / 02:35

-

Not Reviewed

Guide alerts to resolve icsues

quickly

e/
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We’re Listening! i

/,

Feedback summary of “'Whol... View allinsights «» (¢ %

X
How do you feel about this * Customization and segmentation - Users want the onboarding guide
onboarding experience? to be tailored to their specific use cases and for certain features to' be
segmented based on user roles or needs. They suggest working with
O like it customer success to understand where customers see value and

which areas they should focus on.
* User experience improvements - Users have feedback on the
Tell us more—your feedback helps us improve. ; onboarding checklist, such as the ability to start over if they get stuck.
They also mention that the white notices to move between steps can
get lost in the website-s whitespace and suggest making them

(O Could be better

Import gUide pO"S optional or removable.
e « Clarity and contextual onboarding - Users would like more clarity on
Import existing and future certain terms and concepts, such as the difference between a path

and a funnel. They also suggest a more contextual onboarding
experience when starting to use specific features.

* Broken onboarding tasks - Some users mention that certain
onboarding tasks, such as creating a roadmap or using the data

responses from your guide
polls.

Import guide polls

Summary from 17 feedback items last updated by Pendo Al on Jul 10, 2024
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ummary

1. Segment your users
2. Define the userjourney o
3. Automate with tools o /o

4. Assess and iterate




Want to learn more about

Stay for the next session

“in Meymandi Hall!. .

=y
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