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

sustainable learning.

On demand + live 
learning

User
groups

Support
 documentation

Peer-led
 discussions

Advocacy + 
recognition



3,000+
customers

8,000+
users per week

700+
new users daily



● Problem overview
● How we solve it
● ResultsHow 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



Segment customers



■ Persona
■ Use case
■ Permission / role
■ Days since first login



No metadata? No problem!
 2017

 2019

 2022



Define the ideal 
customer journey



Processes to define

What is the white glove 
experience?

What are the required 
touchpoints?

What do we do when customers 
donʼt follow the “happy pathˮ?

What are the known customer 
playbooks?

1

New user resources

Community events

Feature recommendations

What content should we 
send, and when? 

2
What other programs will 

we need optimize?

Customer communication gaps

Known risk factors

New product roll-outs

3



Plot the journey



Plot the journey

Consider
 by exploring capabilities

Initiate
to get up and 

running

Extend
to more use cases

Embed 
into workflows



Use tools to automate 
workflows



Pendo is our foundation
You might be using…



How it worked



Now, with Orchestrate
Built and segmented in Pendo!

View results in 
Pendo!



How we Pendo



Consider
 by exploring capabilities

Initiate
to get up and running

Extend
to more use cases

Embed 
into workflows

Self-paced tour with 
high-level product overview.

…63% of users skip the tour  



Consider
 by exploring capabilities

Initiate
to get up and running

Extend
to more use cases

Embed 
into workflows

Accommodate users based on their 
convenience and level of engagement.



Initiate
to get up and running

Extend
to more use cases

Embed 
into workflows

Consider
 by exploring capabilities

Tailored  learning based on 
initial questions at login.

Use case = analytics

Persona = customer success



Initiate
to get up and running

Extend
to more use cases

Embed 
into workflows

Consider
 by exploring capabilities

Expand knowledge and
learning across other products.



Results and impact



Highest retention on record

~54% 
2nd week retention

14%
baseline



Key feature adoption

✅ Engaged with Pendo guide ❌ Did not engage with Pendo guide

<12x conversion across all core events 🤯



Reduction in time to first use 

Control group Treatment group

21%
avg reduction



Assess and iterate



Monitoring the user experience

Guide alerts to resolve issues 
quickly 

Session Replay



We’re Listening!



Summary
1. Segment your users
2. Define the user journey
3. Automate with tools
4. Assess and iterate

80%
Solve for the



Thank you!
Want to learn more about Pendo Orchestrate? 

Stay for the next session 
in Meymandi Hall!


