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About CallRail

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



What to expect from this session

e How CallRail leverages Pendo to drive PLG, focusing on in-app
customer expansion

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

e Real-life examples of successful Pendo guides

e Do's and don'ts of cross-selling and upselling in your application

..and a lot of fun along the way
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/)¢ Blank Space 7/

Prior to launching Pendo in
2020, cross-sell and upsell
revenue was not a
predictable source of
revenue for our business.
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Where are we now? Y

With a thoughtful GTM Strategy CallRail's Monthly Recurring Revenue
and Pendo as a primary channel, Gcoeseus
our back-to-base expansion

revenue accounts for about

20% of the business's new

monthly recurring revenue.

Net New MRR
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¢ Enchanted J)J

Our product, customer
marketing, and sales teams
came together under a single
goal:

Driving trials and upgrades for
our suite of additional
products.

IT WAS ENCHANTING

=‘a e S \.' :
TO MEET w_l‘“l MARKETING
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The players at CallRail

Growth Product ¢ - Customer
Management Marketing

A A
\ pendO B Sales
\J

Product User .




rd Mastermind 77

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

WHAT IF1 TOLDYOU
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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 they're trying to do a task that a specific
product could help with or solve.



In-App Transcripts Contextual y

Home Activity Reports

2 Calls from Apr 30, 2024 - May 7, 2024 Eastern Time
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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
nheeds and current usage.



Lifecycle-Based Guide

CallRail Home Activity Reports 52days leftintrial | Add Credit Card

aaus Call log

Activate call summaries.
PR
Unique callers Displaying datafrom  Thisvear »» by ~ &#weeks v and (_+ AddFilter )

Voicemail

TEXTS 2 Calls from Jan 1,2024 - Sep 16, 2024 Eastern Time

Text conversations

FORMS

s ot raking ; ==

0 0000000 —0—0—0—0—0—0—0
Janl-Jan7 Jan22-Jan Febl2-Feb  Mar4-Mar Mar25-Mar  Apris-A Free trial offer
"

Bring your leads into focus with Form Tracking

The forms on your website hold a wealth of hidden information and insight. When used
View results one at a time — together, Call Tracking and Form Tracking allow businesses to dig deeper into the data
behind their calls and form submissions. CallRail’s Form Tracking allows you to:
+ Seeif leads engage with, complete, or abandon your forms,

Tracking Number Start Timew Duration
+ Respond instantly, straight from your phone, to leads that submitted a form

Google My Business Aug 15 11:05am im1s + View a seamless timeline of all marketing touchpoints a lead interacted with.

Nothanks [ERINIZIRIERY

678-068-0604

Google My Business Aug 15 11:04am

678-968-0604
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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.



Campaig

n-Based Guides

CallRail

CALLS

Activate call summaries
Unique callers

Voicemail

TEXTS

Text conversations

FORMS

Activate Form Tracking

Call log

Displaying data from  This Year

2 Calls from Jan 1, 2024 - Sep 16, 2024 Eastern Time

by

Activity

£ Weeks

Reports

0

Janl-Jan7 Jan22-Jan  Feb12-Feb
s 18

View results one at a time —

Tracking Number

Google My Business

678-968-0604

Google My Business

Mar4-Mar  Mar25-Mar  Aprls-,
1 3 21

Start Timev.

Aug 15 11:05am

Aug 15 11:04am

Duratio

imis

s2daysleftintrial | AddCreditcard | (@)

(C+ AddFilter )

“Because of the accuracy of the
Al-generated summaries, it now
takes a third of the time to review,
sort, and categorize our calls.”

Tom Gonzales, Ohana Dental Implant Centers

4

) casestudy

How Ohana Dental fell in love with Al insights

Ohana's passion for innovation and patient satisfaction led them to experience a love-at-
first-sight moment with CallRail’s powerful Al features. Now, the team can effortlessly review,
categorize, and escalate calls while uncovering valuable keywords and insights — helping to
hone their marketing strategies and improve patient communication.

Discover your perfect Al match with a 14-day free trial of Premium Conversation Intelligence.

No thanks Read the story ‘ Try Premium Intelligence
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Campaign-Based Guides

CallRail Home Activity Reports 52days leftintrial | Add Credit Card e

caus Call log

Activate call summaries

Unique callers Displaying datafrom  Thisvear v by  &#weeks v and (_+ AddFilter )

Voicemail

TEXTS 2 Calls from Jan 1, 2024 - Sep 16, 2024 Eastern Time

Text conversations

FORMS

Activate Form Tracking

Special offer
[ o—o0 0—0 O0—0—0—0—0 0—0O O0—0 0—0—0 0—0 <
Janl-Jan7 Jan22-Jan Febl12-Feb  Mar4-Mar  Mar25-Mar Aprl5-Apr  May6

s 18 10 2 2 . Spring clean your call data with Al

Refresh your marketing insights with $20 off Premium Conversation Intelligence™.
Use Al to automatically extract call transcriptions, summaries, sentiment, and
View results one at a time — keywords so you can:

+ Throw away time-wasting manual reviews of calls.

+ Tidy up your keyword bidding strategy.
Tracking Number Start Timev Duration

 Cut through the clutter and automatically qualify leads.
Google My Business Aug 15 11:05am imls

678-968-0604

Google My Business Aug 15 11:04am

888-675-7190
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The Execution i

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

UX Design Engineering
e Researches user personas e Passes data into Pendo
e Advises on Ul e Guide personalization

e Supports new user flows e JS custom event listeners



Test

Learn

Ilterate
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’

DO (2 DON’T N
A/B Test e CTA's that drive users out of the
Guide Throttle app (unless you have to)
Metadata e Rinse and repeat the same

message over and over
Themes

S ion/Data | e Lose sight of the voice of your
egmentation/Data Inputs app with long, wordy messages

Lead Score e Spray and pray

One-click trials
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s Sparks Fly Jpd

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

B

¢ 'BEGMISE SPAIIKS FLY; !
, ' 1 & ~
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N
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.IIHEIIS AREDELIGHTED
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Anniversary Pendo Guide

Account home

v
A
Data ||sgd #h Eastern Time

”L\\..xl\.

Happy Anniversary!

Your phones have been ringing with CallRail for one w

Calls First-time call&s

We're proud to back every call with the insights you n

market with confidence. '

How has your marketing strategy changed in the last year?

Account alerts

*
m Ypdages from CallRail
op-shop for live updates on the latest features,

custoeer-requestea ennéncements, nL‘l"l‘v“‘pfﬂUo"S. 8“@\0'
£} Onewalerts - 0tol

.
.

*

Calls by number

.
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Spotify Wrapped-Inspired Campaign i

e )
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¢ | can do it with a
broken heart J)J

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.

& c
“‘l !'\131&
\ “ ( A
AR

[

,‘".',Tg'l PRODUCT LAUNGH' £\

A
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onvert Assist Cross-Sell Contextual

< You are currently viewing Sarah August test

CallRail Activity Reports

Timeline > Sarah Parham

sarah Parham
Unique callers

Lead journey overview

Voicemail

404-909-7524 1

Atlanta, GA
Google My Business
TEXTS
Text conversations =
Q, call @ Block Go to activity on Aug 15 -
FORMS

Activate Form Tracking

Voicemail Augis 1:0sam @ Tl

Tracking Google My Business (678-968-0604)
Number:

Duration: imis

Quated (i

Tags

Value:

Notes:

Transcript

This transcript is in: English

Agent

® Agent:

*+ Discover Convert Assist

Action plan  Smartfollow-up  Call coaching

Unlock actionable insights from every conversation, streamline personalized
follow-ups, and boost lead conversion with our latest Al-powered tools:

Action plans: Generate the next best steps to take based on your previous
conversations with the lead.

Smart follow-up: Automatically draft customized email responses for
faster re-engagement.

Call coaching: Improve conversations for better customer experience and
increased lead conversion.

Try Convert Assist

*+ Discover Convert Assist

Action plan Smart follow-up  Call coaching

Unlock actionable insights from every conversation, streamline personalized
follow-ups, and boost lead conversion with our latest Al-powered tools:

v Action plans: Generate the next best steps to take based on your previous
conversations with the lead.

v Smart follow-up: Automatically draft customized email responses for
faster re-engagement.

v Call coaching: Improve conversations for better customer experience and
increased lead conversion.

Try Convert Assist
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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.




’

Thank you!



