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one’s talking 
about
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 Agenda

■ Unpacking a good RC
◻ MLP

◻ Custom experiences

■ Iterating on your RC
◻ Style and contents

◻ Using metrics

■ NBS Show and Tell



Unpacking a good RC

MLP

Minimum Lovable Product)

✔Empower

✔Engage

■ Knowledge base
◻ Contextual help

■ Announcements
■ Release notes
■ Feedback





Unpacking a good RC

Custom experiences

(our products are special!

✔Segmentation

✔Product maturity

■ Access to specific info
■ Onboarding modules
■ Tone and voice



https://docs.google.com/file/d/11zlIwyQsOm00WzUX0XcUsQkkL3ycduJJ/preview


https://docs.google.com/file/d/1fEF3476aosWOYOjyb5EaAyoD-jlJxWY8/preview


https://docs.google.com/file/d/1hzrNbw8fVQw2ZGvwuRZOv20Vk1Oq7B1P/preview


Iterating on your RC

Style and contents

✔Products change

✔Users and needs change

■ Look and feel
■ Notifications
■ Streamlining content









https://docs.google.com/file/d/1U_MvcgXePS1NcrYhlwo4SOez-C8rybZU/preview


Iterating on your RC

Using metrics

✔Quantitative

✔Qualitative

■ Engagement
■ Impact
■ Sentiment
■ ROI



Resource Center monthly account retention



Resource Center views by visitor



Area Visitors Clicks

Resource Center Badge 163,482 961,372

Whatʼs New 85,091 239,523

HubHelp 27,584 107,106

Webinars 16,465 60,610

Training & How-To Videos 7,162 13,447

FACTS^Space 2,594 3,273

Release Notes 2,266 2,705

Feedback Forum 966 1,112





NBS Show and Tell



https://docs.google.com/file/d/1710etoNw2l1K5ihBclLrlPY7foCcaJEg/preview


78% adoption

External users who 
aren’t new and 

haven’t used the 
Resource Center in 
the last six months





What’s next for NBS?

Evolve and experiment

?





Pushing the limits 
with Resource Center

PointClickCare



Emma Pindera
Content Strategist
PointClickCare
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Director, Content Design
PointClickCare

LinkedIn: Kelsey Drillen
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Overview

PointClickCare creates a 
world in which providers 
can confidently deliver on 
frictionless care with 
real-time insights. 



Resource Hub

The Resource Hub is a 
one-stop-shop for all the 
information our users need in 
the line of working, 
empowering them to care 
confidently.



Resource Hub 
User Experience

https://docs.google.com/file/d/1xCqIxjyK0W9hVU7wj3epIiKIRuvV9zxU/preview


Pushing the Limits

The Problem:

■ Need context-sensitive 
resources on each page

The Solution:

■ Code Sandbox Module 
(Train Me)

■ Excel macro that is easy 
to update by the entire 
content team













Pushing the Limits

The Problem:

■ Need a nested 
Resource Hub

The Solution:

■ Code Sandbox Module 
(Train Me) permalinked 
to a guide (Onboarding 
Essentials)

■ Excel macro that is easy 
to update by the entire 
content team











Pushing the Limits

The Problem:

■ Need notifications only 
for announcements

The Solution:
■ Code Sandbox Module 

(Enroll Me)
■ Designed to look like an 

announcements 
module

■ Excel macro that is easy 
to update by the entire  
content team







Pushing the Limits

The Problem:

■ Need access to 
SSO-enabled Customer 
Support Portal and 
Customer Community

The Solution:

■ Code Sandbox Modules 
(Customer Support 
Portal and Connect Me)

■ Pendo Github code 
AND SSO link details









The Problem:

■ Need more instructions 
and information in each 
tile

Pushing the Limits
The Solution:

■ Code Sandbox Modules 
(News and Updates, Train 
Me, and Enroll Me)

■ Add code to Sandbox 
Module to add microcopy

OR

■ Add code block to 
announcement to style as 
microcopy











The Problem:

■ Need users for usability 
testing of Early Access 
products

Pushing the Limits
The Solution:

■ Code Sandbox Module 
(Early Access)

■ Excel macro that is easy 
to update by the entire 
content team

■ Permalinked to a guide 
with an embedded 
Smartsheet form









The Problem:

■ Make resources easier 
to find

Pushing the Limits

The Solution:

■ Code Sandbox Modules 
(Train Me and Enroll Me)

■ Search field to search 
for content









The Problem:

■ Make resources easier 
to find (based on user 
feedback)

Pushing the Limits

The Solution:

■ Code Sandbox Module 
(Resource Toolkit)

■ All resources in 1 tile 
sectioned by title, with 
a search field to easily 
search ALL content









Conclusion

The Resource Hub simplifies 
our users experience when it 
comes to finding the 
information they need to learn 
and realize the value of our 
products. 



Thank you



General Communication: This content contains non-sensitive information



Empowering user 
autonomy

Nick Querci
Nasdaq



General Communication: This content contains non-sensitive information

Agenda

■ About Me
■ Identifying the problem

■ The solution

◻ How we use the RC

■ Outcomes

■ Next Steps



General Communication: This content contains non-sensitive information

About Me

■ Boston, MA

■ Manager of Product Operations @ 
Nasdaq

■ 5.5 years at Nasdaq & 3 years 
using Pendo

■ Governance Solutions side of the 
business – Nasdaq Boardvantage is 
our product



General Communication: This content contains non-sensitive information

Our Issue

Inadequate training 
documentation

Insufficient self-service 
features

No centralized location for 
support resources

Users of our portal were not self sufficient, which was leading to increased support requests 
and decreased user satisfaction



General Communication: This content contains non-sensitive information

Our Solution
A unified place to host all resources in 
a single location, which lead to:

• Improvement in user autonomy 
(which led to less dependency 
on our support teams) 

• Stronger user experience on 
our platform. 



General Communication: This content contains non-sensitive information



General Communication: This content contains non-sensitive information

https://docs.google.com/file/d/1gWyr_BiUV7qAYH8gvauKYXShoIOYDImj/preview


General Communication: This content contains non-sensitive information

https://docs.google.com/file/d/1CTZvTF7Zc-KlKi-bBi4JLw0X6tjEvKsG/preview


General Communication: This content contains non-sensitive information

Our Results



General Communication: This content contains non-sensitive information



General Communication: This content contains non-sensitive information

Increased Webinar Registrations

■ Avg. of 343 User 
Registrations in ‘24

■ 23.9% increase in 
registrations YoY

https://docs.google.com/file/d/1Df9H4Yb4joSxxjMUV7Sk8MAD7F1aZZoL/preview


General Communication: This content contains non-sensitive information

90.7K Total Views

11k Views per month (avg)

13% monthly retention rate

NEED 
HELP



General Communication: This content contains non-sensitive information

■ Increased client satisfaction
■ Driving long term value

Harnessing the Power of Pendo

■ Greater user 
self-sufficiency/autonomy

■ Increased user engagement
■ Higher product adoption

“I was given the responsibility of 
creating the last meeting book and 
didnʼt realize you had a whole team 

that provided training. Instead, I used 
ALL of the guided tours in the RC to 
complete the entire process. I was 

SHOCKED.ˮ



General Communication: This content contains non-sensitive information

Next Steps within the RC?

Localization of content through AI

Support case integration

Mobile Resources within our app

Continue to iterate and grow



General Communication: This content contains non-sensitive information



General Communication: This content contains non-sensitive information

Thank you!


