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Putting Partners First



What is N-able?
Solutions empowering success for managed services providers (MSPs)

Remote monitoring & management, security, data protection 

~25,000 MSPs around the world

$400M in Revenue



Success Alignment

Partners, not Customers

MSP Customer Growth + 
Service Offering Demand =
N-able Revenue Growth

“We succeed by helping our 
partners succeed”



So why Pendo?
….because, we need data! 

● Product analytics

● Sentiment & Feedback

● Guides

Use cases

● Understanding where partners are

● Contextualize messaging for new 
products/services

● Opp-gen from in-app



Our Marketing Mission Pendo Functionality

The Right Person

The Right Time

The Right Place

The Right Message

Metadata

Segmentation

Pages/Features

Guides



Release the Data!

Looking back - First 30 days:

■ 18M events per week

■ 15K accounts (MSPs)

■ 35K total unique visitors



Cross-Sell Attempt
Event - Physical Disk Failure

Track event based

IF alert exists – THEN display upsell message for N-able Backup

>90% Exit 
Rate



“What’s your role?” 

Banner - Prompting partners for input

Removed Guide Dismiss

Uncovered new insights into our 
partners roles & responsibilities

Response based segmentation



Pendo Custom Sync

Metadata Augmentation

Single source of truth

One-way custom SFDC to Pendo

Daily Batching



Marketo Integration

Event processing & routing

Distributed out to multiple 
different platforms

Lead/Opportunity Creation (SFDC)

Automated Email Notifications



Onward Together!

Understanding “aha!” moments 
(Product)

Guides as product (UX)

Identifying indicators of success 
(SEs/PSEs)

Monitoring partner health (PSM)

Up-sell/Cross-sell campaigns 
(GTM)



The Product-Led 
Lifecycle



How does Pendo 
contribute today?

1. Trial Conversion
2. Onboarding
3. User Behavior
4. Feature Adoption
5. Feedback
6. Partner Engagement
7. Opportunity Generation
8. Operational Alerts
9. Retention

10. Partner Success



1. Trial Conversion

Self-Service Model - “Get Started”

Access Email - Login

Onboarding Walkthrough

Core Event Reports for SEs/Sales

Trial Expired Blocker



Show me the Data



2. Feature Adoption

Short vs. Long-Term Sequences

Educate & Evolve - Resource 
Center + Dynamic Guides

Segmentation based on event 
thresholds

Emphasis on workflows/outcomes



Show me the Data



Show me MORE Data



3. Partner Engagement

526 registrations
>25% of registration goal

356 registrations
in 2 weeks

220 registrations
~10K total views

128 registrations in one day



4. Partner Success

Activity Reports - At Risk/Power 
Users

Non-Responsive
8.5% lift in partner engagement

PSM Specific
23.3% lift in partner engagement

NPS - Voice of the Customer



5. Account Growth

Targeting feature usage + 
SFDC custom metadata

Guide triggers for lead/opp 
gen

“In App” source (reporting)

Real-time Notifications



Show me the Message



Show me the Money

Revenue Generated = a non-zero 
amount!

5x ROI in pipeline converted using 
Pendo



Looking Forward



The Pendo Team

3 Web Developers (and 
Growing!) 

1 Program Manager

1 Program Director

1 Jira Work Management 
Project + Business Form



2-Week Sprint Cycle

Request Intake Process (org-wide)

Task Automation / Notifications

Weekly Alignment (UX, Prod, 
GTM/Sales)

Sprint Retro & Data Review - 
Bi-Weekly

Pendo Executive Insights - Monthly

Process Model



New Partnership with Data 
Engineering/Architecture

S3 - Snowflake - Tableau

Combining usage data with 
partner outcomes

Data Sync - Partner Health Monitoring

AWS S3 Snowflake Tableau



Contact

Website - https://www.n-able.com

Email - brandon.runkel@n-able.com

LinkedIn 

https://www.n-able.com
mailto:brandon.runkel@n-able.com


Thank you!


