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Introduction



A little about RF-SMART

■ B2B
■ Traditional enterprise 

software
■ Consulting and 

software solutions 



Where We Started



Starting with a Story…



Warehouse Shipping Software 

● Distinct, Disjointed User Personas

● Using software to move physical goods

● Physical goods accuracy is more important than software clicks

● You buy a t-shirt online, we help customers find that shirt in a 
warehouse and get it out the door to you



Missing Metrics

● Scans vs Clicks

● Fear of under-implemented customers

● 3rd-party software woes



Challenges Culminated in
Customer Onboarding



Our SolutionPendo’s



Onboarding with Pendo

● Built on Pendo’s Guides

● Automated using Segments

● Monitoring using Track Events, Dashboards, and Replays



Onboarding Guides



Guides - New Page



Guide Library



Onboarding Graduation



How We Built It

● Use of Pendo APIs for custom in-app experience

● Authentication integration to protect PII

● Beta testing and tight feedback loop with customers



Example Segment Using Feature Flags

When initializing Pendo in 
app, include flags in 
metadata.

Load Flags into Pendo

Build your app with flags 
around feature areas.

Feature Flags in Code

Use Pendo APIs to build 
segmented guides into 
app.

Customize App w/ 
Segmented Guides

In a Pendo segment, use 
the visitor metadata, 
which now includes flags, 
as a requirement.

Use Flags in Segment

Initializing Pendo w/ Feature Flags



Example Track 
Event Usage

Generic Track Event Function

Using Function in Business App



Our Results



Customer Onboarding Now

● Automated kickoff and in-app orientation

● Pendo Orchestrate for new user journey

● Faster implementation time for customers

● In-app solution creates a less-costly entry point for customers



Key Takeaways

● Pendo Replays are critical to digital product management

● What we built for customers helps our employees too

● Use Guides to prevent tech debt.

● Partnership on Product team is essential.

● Pendo saved us from building Pendo



Q&A



Thank you!




