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= Unpacking a good RC
o MLP
0 Custom experiences

= Iterating on your RC

o Style and contents

o Using metrics

= NBS Show and Tell
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Unpacking a good RC

MLP

(Minimum Lovable Product)

v Empower
v Engage

Knowledge base
o Contextual help

Announcements
Release notes
Feedback
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Search

Search Criteria

SRS

Resource Center

HubHelp

The full HubHelp experience

What's New

Enhancements and announcements

Release Notes
Product and feature highlights

The Nelnet Quad

Connect with your peers

31 Wednesday

Resource Center

1 Thursday

°
(@ Resource Center & Profile v

Nelnet Campus Comr

Admin Dashboz

Payment Forms

@ Storefront

Contact Support
866-315-1263

Resource Center

HubHelp

HubHelp exp

What's

Enhancem

Release Notes

Product and feature highiignts

The Nelnet Quad

Connect with your peers

NCC_CustomerSupport@nelnet.net

3 Saturday

rtotals

HubHelp
What's New

Release Notes
Product and fe

The Nelnet Quad >
Connect with

your peers

wurce Center & Profile v
-

.

itution Support
(866)315-1263
Student Support
(800)609-8056

Payments Collected
Summer Header 2025

This Week This Month

No records to display

Payment Plan Status
Summer Header 2025

W Latest Orders

No records to display

Past Due Payment Plan Ca

Summer Header 2025

No records to display

Resource Center

HubHelp

The full HubHelp exper

What's New

Enhancement;

Release Notes
Product and feature highights

The Nelnet Quad
Connect

with your peers

RS of: 0810612024 12:22 PM
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Unpacking a good RC

Custom experiences

(our products are special!)

v/ Segmentation
v/ Product maturity

m Access to specific info
m Onboarding modules
m Tone and voice
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esource Center

HubHelp

The full Hub

What's New
En ts
Release Notes

P

Quad

The Nelnet

ut

Home~ Grant&Aidv Forms PaymentActivity v Noficesw Admin v

Dashboard

Term(s) Edit Term Sort Order
2019-2020 School 1st - Refresh

Announcements

M Payment Plans  $1,000.00 100.0%

@ My Profie (3) C

Lincoln Academy of FACTS (34558)

@ Sinedinasliz | (W

Search Agreement Number hs

School User

K12 Institution L 28

Support Institution Support
Account Manager

Payment Plans

. 4 2


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

esource Center

HubHelp
S

Hub

What's New
En ts

Release Notes
5

The Nelnet Quad

ut

C

alendar

Wednesday

vent

914,2024 ~

Announcements

®

Prepare for Fall

Fall is in the air. Si

NEXT

It's time to Enroll in Summer
Camp
It's time to enroll your students

for

Summer

Break

Sports ..

b
FACTS”Space

n. While y

hing fr¢

S
T
+
Tl
r

. T4

Premier Academy
20242025 | Qul

A

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

{7 Aspire Academy v Dashboard » Profiles v  App Forms Giving v Messaging ¥ Reports Qo ~ LogOut [8

Total web @ App Text @ Form Portal
$92,860 S156 (0] $9 $329 $91,652

Resource Center

View your giving-related links.

What's New
Enh: e ents Monthly v  From

Release Notes Viewing all-time giving statistics grouped monthly.
P

Top 15 Funds

The Nelnet Quad
ct r

Scholarship Fund 19-20

Big Bash

General Fund

Backpack


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

Iterating on your RC i

Style and contents m Look and feel
m Notifications
m Streamlining content

v/ Products change

v/ Users and needs change
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All Product Areas v Event v All Statuses v

Webinars

2:00pm CST. A special f

Watch a brief, 25-minute webinar

in Parrisk rollment
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o H Premier Academy es
=i ampe 2024-2025 | Qu1l mus

Wednesday, Aug 14,2024  ~ FACTSI\Space

<

Join the Crew!

Prepare for Fall
? Fall is in the air. Summer will be Want to give Product Feedback?

over in just a few weeks and ..
It's time to Enroll in Summer o} CE nt, then navigate over he here you can vote on
“ Camp 3 _ i
( ile you're the!

It's time to enroll your students
for Summer Break Sports... ACTS"SPACE, talking ab everything lassroom management to
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https://docs.google.com/file/d/1U_MvcgXePS1NcrYhlwo4SOez-C8rybZU/preview

Iterating on your RC i

Using metrics Engagement
Impact
Sentiment

ROI

v/ Quantitative

v/ Qualitative
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Resource Center monthly account retention
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Resource Center views by visitor
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g5

Visitors Clicks

Resource Center Badge 163,482 961,372

What's New 85,091 239,523
HubHelp 27,584 107,106
Webinars 16,465 60,610
Training & How-To Videos 7162 13,447
FACTS"Space 2,594 3,273
Release Notes 2,266 2,705
Feedback Forum 966 1,112

: Sl ey vk

......



Resource Center

HubHelp

The full HubHe

What's New
Enha:

Release Notes

Ne

Sign up for Training

Live

Resource Center

Support & Training

Webinars & Events

Product Updates

Feedback

Support & Training

Visit HubHelp for quick how-to articles,
videos, permissions lists, and more

Jo HubHelp
Guided Walkthroughs

FACTS Status Page

Enhance your knowledge and skills with
FACTS training offerings.

Register for a live training
Watch trainings on-demand

Connect with your Crew and other schools
on our community platform!

FACTS"SPACE

- PENDOMONIUM 2024 . >
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Edet questons.in COCI %X | A ConsumerDnverChanges A ComsumerDrvenChanges - Mic X 4 il Dashboard / eStore administras. X

C (Y @ testonknefactsmgt.com/qa/payments

Home My Profle F s o A @ sgnednaslonn

¥ Solect a Ditferont institution

Hello John
g";) Payment Plan & Billing View Datalls FACTS Grant & Aid

Jonn Shver 95003232542

< No application on fise for this mstitution
Current Balance

Pending

SCHOOL YEAR AMOUNT DUE

O Payment Pran (101 155 131) [T Pending

cation ID 169602
Pending ent nakzed by the Appiication I0 1696026
Insttution on t s finalized, a confirmation
notice Wit be sent from us ksting the amount owed and the A Incomplete - Please continue with your application form

payme

Continue FACTS Application

2023 SCHOOL YEAR

m PRIDR APPLICATION

0ol Year - Application 1D 1

o & Payment Plan

John Siiver
€ Other Services
Sign up for student accident insurance through Assurity Click the testaccount12d
link pelow to sign up

text services an your mobite phone
Assurity Accident Insurance (7
Thiee Financial Accounts on file
Want lo aliow a friend or family member o pay toward your

balance?

Add an Aulhonized Party

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

DID YOU KNOW?

Click to open the Resource Center, where you

P

find announcements from FACTS, trainings, and
walkthroughs for SIS tasks like producing report
cards, setting up Google Classroom, and more!

the Customize my Resource Center button ir
the What's New area to show and hide
checklists most important to you.

External users who
aren’t new and
haven’t used the
Resource Centerin
the last six months

’ r
'

~ 78%adoption

’




PR IS TS PP
& Qg" .

APPLICATION ID: 1696738
2024-2025

@ Hello!
A I'm here to help ) Prepay Accounts Vs ety I'm here to help

For Testy Td John Silver #5003232542
or Testy Te} For Testy Test

- swing issues:

Updata my usamame or pessword What documents do | need? Lurea nelats)
124-2025 SCHOOL YEAR BALANCE

2024-2025 SCH Update or add a financial account fore & After Care - John Silver $0.00 What happens next?

nch - Testy Test $0.00

2pay Account - John Silver $0.00
Change my payment plan household? @
2023-2024 SCH 9
(i} Payment Plar b
Nontaxable Income

(¢ hn ¢ Veril it bak .
Flan owmed by Johey 9 FACTS Grant & Aid * Number of children living in this household?

institution. Afte) 24-2025 SCHOOL YEAR

notice will be si - — Taxable Income
- .wplication ) ..
T * Does Liz Feller receive income reported on a W-22

Assets & Liabilities Yes

i) Payment Plan (101 155 131) \]W Pending A Incomplete - Please continue with your application form. e

Plan owned by John Siiver Additional Questions

_ * Does Elizabeth Feller receive income reported on a W-2?
Pending - This agreement is waiting to be finalized by the Review Yes

institution. After this agreement is finalized, a confirmation
notice will be sent from us listing the amount owed and the PRIOR APPLICATION
payment schedule. * Does Liz Feller file a U.S. Federal Income Tax Return?
2023-2024 School Year - Application ID 1696026

Submit No.

Yes

No
Setup a Payment Plan
o Liz Feller * Does Elizabeth Feller file a U.S. Federal Income Tax Retum? @

Yes - files jointly
Yes - files separately

e Other Services @ liz feller@nelnet net No

Do you own any of the following?
Business

Kids are always active —playing soccer, basketball, baseball, or
just on the playground. Injuries lie broken arms, sprained ankles,

tom ACLs, dislocated fingers, or concussions can occur suddenly. @

Register to receive text services on your mobile phone.

Rental Property
Partnership
Want to allow a friend or family member to pay toward your ; Farm
balance?

Add an Authorized Party.

e o Two Financial Accounts on file
Additionally, motor vehicle accidents are a concem for parents

everywhere.

Student Accident & Sports Injury Insurance (21 S Corporation

Estates and Trusts

Previous Save & Continue Save & Exit

Have another activity you want to link?




What’s next for NBS? Y

Evolve and experiment
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Pushing the limits
with Resource Center

PointClickCare
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Kelsey Drillen
Director, Content Design
PointClickCare

LinkedlIn: Kelsey Drillen

Email: Kelsey.d@pointclickcare.com

Emma Pindera
Content Strategist
PointClickCare

LinkedIn: Emma Pindera

Email: Emma.pindera@pointclickcare.com
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https://www.linkedin.com/in/emmapindera/
mailto:Emma.pindera@pointclickcare.com
https://www.linkedin.com/in/kelsey-drillen-54bb5b209/
mailto:Kelsey.d@pointclickcare.com

Overview

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

PENDOMONIUM 2024




@

Resource Hub
User Experience


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

Pushing the Limits

The Problem: The Solution:

m Need context-sensitive m Code Sandbox Module
resources on each page (Train Me)

m Excel macro thatis easy
to update by the entire
content team

PENDOMONIUM 2024



Lakeside LTC ~ ’

Enhanced Reporting Ex
Go Live Census for Canada
eCourse

eCourse

ent Entry

e: Statement Billing_for Canada

Tax Letters

SmartZone

PENDOMONIUM 2024



A
Status

Active

D
Resource Hub Title - Do NOT change titles without
adding a new Feature Rule)
eCourse: Introduction to Integrated Medication
Management (IMM)

E
SNF/SL/AN
Y v
ANY

=

US/CA/AN
Y -
ANY

Smartzone Page
//training.reliaslearning.com/Learning/Catal
og.aspx?CourseCode=PCC-CSNF-0076

H
PCC App Pages (comma separated)

/clinical/ordersChart.xhtml, /clinical/ordersPortal.xhtml|

|
PCC Element
(optional)

J
Internal Notes

Orders

eCourse: Introduction to Orders in PointClickCare

//training.reliaslearning.com/Learning/Catal
og.aspx?CourseCode=PCC-CSNF-0070

/clinical/ordersChart.xhtml, /clinical/ordersPortal.xhtml

Active

Results

eCourse: Laboratory and Radiology Integrated Orders

//training.reliaslearning.com/Learning/Catal
og.aspx?CourseCode=PCC-CSNF-207

/clinical/lab/labResults.xhtml

Active

Late Fee
Management

eCourse: Late Fee Management End User

//training.reliaslearning.com/Learning/Catal
og.aspx?CourseCode=PCC-FSNF-0124

/admin/client/cp_usarprofile, /admin/billing/batchlist

Active

Resident Setup

eCourse: Late Fee Management End User for Senior
Living

//training.reliaslearning.com/Learning/Catal
og.aspx?CourseCode=PCC-FSL-0125

/admin/client/cp_usarprofile, /admin/billing/billportal_us

Late Fee Managem|

eCourse: Late Fee Management Setup

//training.reliaslearning.com/Learning/Catal
og.aspx?CourseCode=PCC-FSNF-0013

/admin/setup/roleslist, /admin/billing/latefee/list.xhtml

Active

Late Fee
Management

eCourse: Late Fee Management Setup for Senior Living

//training.reliaslearning.com/Learning/Catal
og.aspx?CourseCode=PCC-FSL-0124

/emc/standards, /fadmin/setup/eadminsetup

Active

Leave Tracking

eCourse: Leave Tracking

//training.reliaslearning.com/Learning/Catal
og.aspx?CourseCode=PCC-FSNF-0076

/enterprisereporting/listing.xhtml, /admin/admindashboard,
/admin/setup/facilityconfig, /admin/setup/billingconfig,
/admin/billing/bedholdrule/show.xhtml, /admin/setup/payeredit,
/admin/client/cp_usarprofile, /profile/censusrates/admindisplay.xhtml|

Leave Tracking

eCourse: Leave Tracking For Senior Living

//training.reliaslearning.com/Learning/Catal
og.aspx?CourseCode=PCC-FSL-0041

/enterprisereporting/listing.xhtml, /admin/admindashboard,
/admin/setup/facilityconfig, /admin/setup/billingconfig,
/admin/billing/bedholdrule/show.xhtml, /admin/setup/payeredit,
/admin/client/cp_usarprofile, /profile/censusrates/admindisplay.xhtml

Limiting
Transaction
Generation

eCourse: Limiting Transaction Generation

//training.reliaslearning.com/Learning/Catal
og.aspx?CourseCode=PCC-CSNF-0164

/emc/admin/setup/billingconfig.xhtml

Active

Core

Generate Code

IMM

Train Me Links

eCourse: Maintaining Your Orders Portal with IMM
Pulse Code e

//training.reliaslearning.com/Learning/Catal

/clinical/ordersPortal.xhtml|

PENDOMONIUM 2024




&

@ File Edit View Inset Format Debug Run Tools Add-Ins Window Help

HE-d 9 »ou BRI FE 5@ co
Project - VBAProject

[commandButtont v [ciiek

VBAProject (TrainMeLin Option Explicit

=)-£23 Microsoft Excel Objects
89 Sheet1 (Train Me Lir m: EscapeDoubleQuotes.(str As; St
0 s Gt peDoubleQuotes = Replace (str,
EH) Sheet3 (is)
EH] Sheet4 (feature)
EH) Sheets (Pulse Code]
4 ThisWorkbook
Modules

jsData As Str

columns As
\ appPages ()
n appPageStr
y elems () As
elemStr As

_COL As I
STATUS_COL

inks") .UsedRange

PENDOMONIUM 2024




Generate Train Me Links

var trainLinkData =

{

app:"Core",

submodule:"IPC",

title:"CDC: Antibiotic Stewardsh
help type:"ANY",

region:"US",
train_page:"//www.train.org/main
pages:"/clinical/ipc/app.xhtml"”,

g pymvmceae L |

Instructions / Notes:

1.) Fill in all the link data in the next sheet. Do not re-
order the columns. Only enter full rows, if you have
temporary data, add it to another sheet.

2.) When ready (at any time) click the button above to
generate the JavaScript code needed.

3.) After generating the links, copy this text into the

"Script" tab in Pendo. QA>Guides>RC>Train Me>Manage in




agrdM_FAC_1 ~

Train me w/ Smartzone

Train Me

JavaScript

e
18

app:"Co

submodul P D
title:"cpC: ioti wardshig eCourse: P
help_type:"ANY",
region:"us”,
Foain Page: : in/ S % Live: Smarizone Overview for Leamers
page /

eCourse: PointCli

Live: Smarizone Overview for Supervisors

Live: Unlocking the Power of Nursing
Advantage: Optin orkflows for Enhanced
Outcomes

submodule:"IPC",

SmartZone Full Course List

submodul
title:" - Training for Nursing H
help_type:’

2ck out our docs for &

PENDOMONIUM 2024




Pushing the Limits

The Problem: The Solution:

m Need anested m Code Sandbox Module
Resource Hub (Train Me) permalinked

to a guide (Onboarding
Essentials)

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

PENDOMONIUM 2024



agrdM_FAC 1 ~ agrdM_FAC_1 - @
_——

Train Me

Onboarding Essentials

Log_in before you s

General

eCourse: Pharmacy Connect - Pharmacy .. , 2 2 =
Workspace Empower Yourself: SmariZone Leamers

~ \AJ [ wer Yourseli- Se: hi the Y
eCourse: Pharmacy Connect - Wellness EE’DC'O-;:;(;I%;S& Searching the Customer
Workspace =URReC Lold

Empower Yourself: Creating_ and Managing_
g Cases in the Customer Support Portal

eCourse: Point of Care (POC

eCourse: PointClickCare - The Basics Empower Yourseli: Resource Hub

Live: Smarizone Overview for Leamers Empower Yourself: The Pulse

Live: Smarizone Overview for Supervisors PointClickCare - The Basics

Live: Unlocking the Power of Nursing_
Advantage: Optimizing Workflows for Alinica
Enhanced Ouicomes Clinical

SmariZone | Onboarding Essentials




Train_Me_Pilot_Onboarding

HTML 'SS JavaScript

Items.length;i++){
yle.display = "list-item’;

‘RefcoterContainer');

ML

«Container.className +=

o Writing ES6-compliant code? Check out our docs for best practices

PENDOMONIUM 2024




< Back to Guides

Onboarding_Tile

Dashboards
@ PointClickCare @ No Product Area v No Guide Category v Created nma.pindera@pointclickcare.co ast updated by emma.pindera@pointclickcare

pendo
Clear guide data Staged v ‘

Product

Add a descriptior

People
Settings Guide Metrics

Behavior

Content

[0
Q NPS e o e |
Viewing: | English (US) v ® Preview v & Manage in my app
M| Guides

[
|
Q) Listen

Available upgrades

42 Orchestrate @D ®

® Replay ®

Guide Goal Activation @ Manage in my app Segment
{6 Settings

S | SeniorCareQA >

& Collapse

PENDOMONIUM 2024




agrdM_FAC_ 1~ @
Edit Code

Javascript Onboarding Essentials

Logint

General

Empower Yourself: SmariZone Leamers

Empower Yourself: Searching the Customer
Support Portal

mpower Yourself: Creating and Managing_
Cases in the Customer Support Portal

Empower Yourself: Resource Hub

Empower Yourself: The Pulse

PointClickCare - The Basics

Clinical

Code can affect any content and es rendered in the current \ of the browser, including building blocks. Therefore, only block is allowat r steg Progress Notes

Writing ES6 Check out our docs for best practices

‘ Cnncel ’ m

PENDOMONIUM 2024




Pushing the Limits

The Problem: The Solution:

= Need notifications only m Code Sandbox Module
(Enroll Me)

for announcements . .
m Designedtolooklike an

announcements
module

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

PENDOMONIUM 2024



(eomhd) Barnwell Nursing and Rehab Center ~ g ’

Enroll Me

Admissions, Discharges,
Transfers, and Room
Changes

Learn to add new residents, enter census
changes, and complete room transfers.

View session dates

[+ ]

PENDOMONIUM 2024



agrdM FAC 1~ @

X
Enroll Me - UNDER CONSTRUCTION ’

Enroll Me

ol._pendo-
bo"der~co

osition:inherit;

Admissions, Discharges,
Transfers, and Room
Changes

Learn to add new residents. enter census
changes, and complete room transfers

4 View session dates
bo"der. - ]

float:
8

11 t sty le t,pe none;

ma"gir-left.

padding

po; ition: ;
ertical-align: ﬂa'tllﬂe,

displ a

float:

font-size
font-weight:4
letter-spacine:inherit:

PENDOMONIUM 2024




Pushing the Limits

The Problem: The Solution:

m Needaccessto m Code Sandbox Modules
SSO-enabled Customer (Customer Support
Support Portal and Portal and Connect Me)
Customer Community Pendo Github code

AND SSO link details

PENDOMONIUM 2024



Lakeside LTC ~ ’

X

Resource Hub

News and Updates

Customer Support Portal

Guide Me

Enroll Me

Connect Me

PENDOMONIUM 2024



PointClickCare’ Customer Support Portal

HOME MY CASES POINTCLICKCARE SYSTEM STATUS CREATE CASE

How can we help you today?

Q  Search for answers

©)Tell us how we're doing! @)

Connect with us by scanning the QR code or clicking the image below to share your feedback.
Your perspectives are invaluable in improving our support services!

CQustomer Support Portal Feedbacls




agrdM_FAC 1 ~ e’

Ma SupportMe R
: Customer Support

Portal

HTML JavaScript

(function resourceCenterOpenURL() {

<

1storage.getItem("CCRE
m- 3

hest = location.host;
subdomain = host.substr(e, host.indexof('.'));
osts = {
3 M

11,

heck out our docs for best practices

PENDOMONIUM 2024




’

Pushing the Limits

The Solution:
] m Code Sandbox Modules
The Problem: (News and Updates, Train

m Need moreinstructions Me, and Enroll Me)

and information in each = Add code to Sandbox
tile Module to add microcopy

OR

Add code block to
announcement to style as
microcopy

PENDOMONIUM 2024




Lakeside LTC ~ ’

News and Updates

System Staius

4.4 .35 Product Update

Review the 4.4.35 Product Update to
see what's new in this release.

4.4.34 Product Update

Review the 4.4.34 Product Update to
see what's new in this release.

4.4.33 Product Update

Review the 4.4 .33 Product Update to
see what's new in this release.

PENDOMONIUM 2024




< Back to Resource Center

Product News o

Announcements Module

Content

Name Status

Localization Status

@ Segment

Start Date

**KEEP AT THE TOP** ® Public

@ Fully translated

Everyone

Apr 9, 2024 12:34pm EDT




agrdM_FAC_1 -~ @

Edit Code X
News and Updates

o Code can affect any content and styles rendered in the current view of the browser, including building blocks. Therefore, only 1 code block is allowable per step ‘

PENDOMONIUM 2024




agrdM_FAC_1 ~

ar Train me w/ Smartzone Train Me

JavaScript

eCourse: Point of Care (POC)

eCourse: PointClickCare - The Basics

Live: Smarizone Overview for Leamers

Live: Smarizone Overview for Supervisors

Live: Unlocking the Power of Nursing

Advantage: Optimizing Workflows for Enhanced
Outcomes

SmartZone Full Course List

{
typeof window.facilityProperties !=

SimmnL wimdnn £mrilidunnnnnntias hala

‘ o Writing ES

PENDOMONIUM 2024




’

Pushing the Limits
The Solution:

The Problem: m 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

m Need users for usability
testing of Early Access
products

PENDOMONIUM 2024




(eomhd) Barnwell Nursing and Rehab Center ~ 0 ’

X

Early Access

Advanced Immunizations

Elevate your experience with Advanced
Immunizations by applying for early access
and contribute to refining its new look and
feel. Your valuable feedback will play a crucial
role in creating a streamlined workflow for
managing resident immunization information.

APPLY

PENDOMONIUM 2024




0

Advanced Immunizations

Full Name *

Job Title *

Organization *

Facility/Community Name *

Email *

Phone Number *

DOMONIUM 2024




agrdM_FAC_1- @

X
Early_Access

Early Access

JavaScript

arly Access Overview

submodule
prod_area X
Advanced Immunizations

f 1 y : f 2 2
2 v : Elevate your experience with Advanced
help_type &
region: Immunizations by applying for early access
pendo_guide: T Ch 7¢Xy K W 5 and contribute to refining its new look and
pages: feel. Your valuable feedback will play a crucial
elems: role in creating a streamlined workflow for

managing resident immunization information

-y
ou.facilityProperties) != 'undefined' && typeof(window.facilityProperties.help_type)
window.facilityProperties.help_type;

-compliant ? Check out our docs for best practices

PENDOMONIUM 2024




Pushing the Limits

The Problem:

m Make resources easier
to find

The Solution:

m Code Sandbox Modules
(Train Me and Enroll Me)

m Search field to search
for content

PENDOMONIUM 2024



Lakeside LTC ~ Lakeside LTC ~ @ Lakeside LTC ~

| X | X X
Guide Me - Train Me ¢ Enroll Me

2 trainina colires
training course

Changing your Password

Getling-Started with Reports eCourse: Enhanced Reporting Experience

eCourse: Go Live Census for Canada
eCourse: Managing_Electronic Funds Transfer Admissions, Discharges,

eCourse: PointClickCare - The Basics Transfers, and Room

eCourse: Resident Entry Changes

eCourse: Statement Billing for Canada Learn to add new residents, enter census
changes, and complete room transfers.

eCourse: Tax Letters

Live: Dashboards and Reports for Nurse View session dates

Management

=2y

SmartZone

PENDOMONIUM 2024




agrdM_FAC_ 1- @

Train me w/ Smartzone X
. Train Me
HTML JavaScript

return linkurl;

etElementById(

-custom-medule-tr

eCourse: Point of Care (POC)

o-module-

eCourse: PointClickCare - The Basics

Live: Smartzone Overview for Leamers

Live: Smarizone Overview for Supervisors

Live: Unlocking the Power of Nursing
Advantage: Optimizing Workflows for Enhanced
Outcomes
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o Writing ES6-compliant code? Check out our docs for best practices




Pushing the Limits

The Problem: The Solution:

m Make resources easier m Code Sandbox Module
to find (based on user (Resource Toolkit)
feedback) m Allresourcesinltile

sectioned by title, with
a search field to easily
search ALL content
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L akeside LTC ~ (eomhd) Barnwell Nursing and Rehab Center ~ q

X
Resource Hub Resource Hub

News and Updates News and Updates
Customer Support Portal Customer Support Portal
Guide Me Resource Toolkit

Train Me i Enroll Me

Enroll Me _ ' Connect Me

Connect Me




pomhd) Barnwell Nursing and Rehab Center ~ q ’

Resource Toolkit

Getting Started

Tutorials that provide you an overview of a product or
feature.

Getting_Started with CRM Leads

Interactive Walkthroughs

Task assistance to take you step by step through the
process, £o you can complete it yourself.

a Lead Resident
1 a Lead Contact

Customizing the Lead Listing

Heln Files PENDOMONIUM 2024
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A B D E F G H | J
Statr-~-| Applic/** { Submodule Resource Hub Title - Do NOT change SNFI¢" *|USIC™" | SmartzonelHelp File!Guide Link PCC App Pages (comma separated) PCC Elemer* |Category
" |on b titles without adding a new Feature Rule,” [ANY | 7 |ANY | 7 X foptional]

Bctive |Core CRM Manage A ANY ANY {managing-activities.htmnl tsermiactivityfcalendar.shtml HF

Active  |Core CRM ANY ANY tidentifying-high-risk.html {scrmileadidetails.zhtml HF

Active  |Core CRM ANY ANY {completing-additional-information.html | fscrmileadidetails.shtml HF

Active | Core CRM ANY ANY {completing-mandatory-activities.html tscrmileadidetails.shtml HF

Active |Core CRM ANY ANY tadding-predefined-activities.html tscrmileadidetails.shtml HF

Active |Core CRM ANY ANY {printing-activity-notes.html tscrmileadidetails.shtml HF

Active  |Core CRM ANY ANY tviewing-lead-history.html iscrmileadidetails.zhtml HF

Bctive  |Core CRM ANY ANY tadding-and-uploading-misc-documents- | fscrmileadidetails.zhtml HF
for-a-lead.html

Active | Core CRM ANY ANY tusing-the-lead-listing-display-filters.html | #scrmileadtlist.shtml HF

Active | Core CRM ANY ANY managing-the-accounts-listing html tscrmiaccounts.ihtml HF

Active | Core CRM ANY ANY 1l n-account.html tsermiaccounts.shtml HF

Active | Core CRM ANY ANY tadding-contacts-for-an-account.html {sermiaccounts.zhtml HF

Active | Core CRM ANY ANY f ing-leads-for-an-account.html tscrmiaccounts.khtml HF

Active |Core CRM ANY ANY {creating-activities-for-an-accounthtml | fscrmfaccounts.zhtml HF

Active | Core CRM ANY ANY {setting-up-and-syncing-crm-activities- tscrmiactivitytcalendar.shtml HF
calendar-quick-reference-quide. html

Bctive  |Core CRM ANY ANY fcustomer-relationship-management--crm{ {scrmécontacts.zhtml HF
-contacts.html

Active | Core CRM ANY ANY {managing-leads-for-a-contact html {scrmicontacts.shtml HF

Active | Core CRM ANY ANY tadding-accounts-for-a-contact.html tscrmicontacts.shtml HF

Active  |Core CRM ANY ANY fereating-custom-dashboards- tsermidashboard.shtml HF

Active | Core CRM ANY ANY {activities-by-status--system-- tscrmidashboard.shtml HF
dashboard.html

Active | Core CRM ANY ANY tconversion-rate-by-community--system-- | isermidashboard.zhtml HF

rd dashboard.html

Bctive  |Core CRM ANY ANY fleads-by-referral-account--system-- {scrmidashboard.khtml HF
dashboard.html

Active  |Core CRM ANY ANY fleads-by-sales-cycle--system-- tsermidashboard.xhtml HF
dashboard.html

Active  |Core CRM ANY ANY {leads-by-source--system-- tsermidashboard.zhtml HF

Active | Core CRM ANY ANY {lost-denied-leads-by-community--system-| {sermidashboard.shtml HF




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.
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Thank you







Empowering user
autonomy

Nick Querci
Nasdaq
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= About Me
= ldentifying the problem

= The solution

o  How we use the RC
s Outcomes

= Next Steps
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About Me

m Boston, MA

m Manager of Product Operations @
Nasdaq

m 5.5 years at Nasdaqg & ~3 years
using Pendo

m Governance Solutions side of the
business - Nasdaq Boardvantage is
our product

PENDOMONIUM 2024
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Our Issue

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

PENDOMONIUM 2024
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~OurSolution
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.

v 7

Resource Center

Submit a Feature Request
Suggest product changes and enhancements

Portal Guided Help

Interactive product walkthroughs

Product Updates

Stay informed on the newest product deliverables

Feature Focus Sessions
View previous recordings and register here

Reference Library
Browse PDF's available for download

Nasdaq Boardvantage in a Minute
60 second video tutorials of FAQ

Onboarding

Suggested material to get you started

Support

Contact our 24/7 Support Team

PENDOMONIUM 2024



Here you can find our client education series, which
shares insights and best practices of built-in features
already available to you within our platform. Click the
link below to access past recordings.

Fea

Upcoming: September 18, 2024 9AM PT | 12PM ET | 5PM
GMT

Nasdaq Boardvantage Document Permissions

Join this session to learn best practices on how to
manage your document permissions...

Submit a Feature Request

Submit a request pen in Portal

What change or improvement would you like to see?

How would this benefit you?

How are you currently performing this task or action?

(optional)

Files & Screenshots (optional)

& Upload Image

10MB, Ty,

Product Area (c

t Updates

June 2024

Execute Signatures Seamlessly with Docusign

By connecting your Docusign account with Nasdaq
Boardvantage, you can consolidate workflows within
a single unified platform and empower decision
making — anytime, anywhere.

Simplify File Management with Google Drive

You can now connect your Google account to Nasdaq
Boardvantage to easily add, edit, and manage your
Google Drive files directly in your portal

# docusign

To discover more, get in touch with your Account
Representative today!

Find Video Tutorials Within the Resource Center
You can now access a number of recordings of in-

ipport

We are available 24/7, every day of the year, and will
answer your query live!

AMERS/CANADA

« Toll-Free US: +1 866 330 1743

« Toll: +1 650 330 0857

« Spanish Speaking: +1 857 413 3099

EMEA
UK: +44 20 3753 2550
Sweden: +46 8 519 92550
Finland: +358 9 8171 0390
Denmark: +45 3515 9080
South Africa: +27 11 209 0355
Dubai: 800 0330 5926
Italy : 800 599 125
Germany : +49 698 6799687
Kenya : +254 203 894161

APAC

« Australia: +61 (0)2 8278 4377
« Hong Kong: +852 800 969 148
 Singapore: +65 63475745

« India: +91 80 4673 8257

' PENDOMONIUM 2024




Board Portal Dashboard Manage Dashbo:

Calendar



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

Dashboard Board Portal Dashboard W Manage Dashboard:

Mestings

9 Calendar Meetings
September 2024 !
New Iltems 4
1
18

All Documents 25

Approvals
View All Moetings
Signatures

Task Management

Emal

Admin Configuration

Reports

PENDOMONIUM 2024



https://docs.google.com/file/d/1CTZvTF7Zc-KlKi-bBi4JLw0X6tjEvKsG/preview
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'M”Decre‘ased Nasdaq Boardvantage Support Volumes

K



Increased Webinar Registrations

M Qualtrics

e % W

.4
(-
L]

Iol

@ @[ M Board Portal 8V Demo - Nich

(@] QA a +

O Okta @ Salesforce

G m o B B - g

Insider €3 Trading Hub ¥ CBA Ignite Demo

’

Avg. of 343 User
Registrations in ‘24

23.9% increase in
registrations YoY

77
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https://docs.google.com/file/d/1Df9H4Yb4joSxxjMUV7Sk8MAD7F1aZZoL/preview

& 90.7K Total Views
Qg ~11k Views per month (avg)
Qg 13% monthly retention rate

'PENDOMONIUM 2024
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Harnessing the Power of Pendo i

m Greater user
self-sufficiency/autonomy

m Increased user engagement “I was given the responsibility of
. . creating the last meeting book and
u ngher product adoptlon didn't realize you had a whole team

that provided training. Instead, | used

ALL of the guided tours in the RC to
complete the entire process. | was
SHOCKED."

= Increased client satisfactiono
Driving long term value
. g long (4
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Next Steps within the RC?

@ Localization of content through Al

Support case integration

SR

ios] Mobile Resources within our app

qa Continue to iterate and grow
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General Communication: This content contains-nan-sensitive information



|

L

M Nasdaq

PENDOMONIUM 2024




’

Thank you!



