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CallRail is an AI-powered lead 
intelligence platform  that makes it 
easy for businesses of all sizes to 
market with confidence and turn 
leads  into even better customers .

About CallRail



What to expect from this session
● How CallRail leverages Pendo to drive PLG, focusing on in-app 

customer expansion

● 3-pronged approach to in-app marketing and how to apply it to your 
business

● Real-life examples of successful Pendo guides 

● Doʼs and donʼts of cross-selling and upselling in your application

● …and a lot of fun along the way





🎶 Blank Space 🎶

Prior to launching Pendo in 
2020, cross-sell and upsell 
revenue was not a 
predictable source of 
revenue for our business. 



Where are we now?

With a thoughtful GTM strategy 
and Pendo as a primary channel, 
our back-to-base expansion 
revenue accounts for about 
20% of the business's new 
monthly recurring revenue. 



🎶 Enchanted 🎶

Our product, customer 
marketing, and sales teams 
came together under a single 
goal: 
Driving trials and upgrades for 
our suite of additional 
products. 



The players at CallRail

Customer 
Marketing

Growth Product 
Management

Product MarketingEngineering User 
Experience

Sales

Product 
Management



🎶 Mastermind 🎶

We created a 3-pronged 
approach to cross-selling 
and upselling in our 
application.



Strategy 1: In-App Contextuals

A mixture of hard-coded experiences  and Pendo in-app 
guides  that make it easy for users to add a product to their 
subscription right when theyʼre trying to do a task that a specific 
product could help with or solve.



In-App Transcripts Contextual



Strategy 2: Customer Lifecycle-based Guides

Customer lifecycle-based prompts target users where they are 
in their journey with CallRail; we promote additional products via 
in-app Pendo guides that are surfaced based on their specific 
needs and current usage.



Lifecycle-Based Guide



Strategy 3: Campaign-Based Guides

One-off, in-app, campaign-based guides focused on any 
promotions we are running or campaigns that fuel our specific 
monthly revenue goals.



Campaign-Based Guides



Campaign-Based Guides



The Execution
Customer marketing and Product Management create a strategy 
for a new project/promotion.

UX Design

● Researches user personas
● Advises on UI
● Supports new user flows

Engineering

● Passes data into Pendo
● Guide personalization
● JS custom event listeners



🎶 Back to December 🎶

Test

Learn

Iterate



● A/B Test

● Guide Throttle

● Metadata

● Themes

● Segmentation/Data Inputs

● Lead Score

● One-click trials

● CTAʼs that drive users out of the 
app (unless you have to)

● Rinse and repeat the same 
message over and over

● Lose sight of the voice of your 
app with long, wordy messages

● Spray and pray

DO ✅ DON’T 🚫



🎶 Sparks Fly 🎶

Weʼve developed milestones 
that continue to make our 
marketing more targeted, 
delightful, and poised for 
conversion.



Anniversary Pendo Guide



Spotify Wrapped-Inspired Campaign



🎶 I can do it with a 
broken heart 🎶

With a proven track record of 
what works, we were able to 
apply learnings, A/B test, and 
create a successful in-app 
contextual for a new product 
launch.



Convert Assist Cross-Sell Contextual



● Align teams for a unified product-led GTM strategy, driving expansion 
through in-app messaging.

● Use in-app guides to target cross-sell/upsell opportunities based on product 
usage, behavior, and lifecycle data. 

● Segment users with synced metadata to deliver timely, relevant messages.

● Customize Pendo guides with branded themes for consistent user 
experiences.

● Personalize guides with user data and celebrate customer milestones to 
boost loyalty.

Takeaways



Thank you!


