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About Us

■ S&P Global Market Intelligence
■ Digital Workflow Platform for Investor Relations Professionals

◻ BD Corporate 
◻ Capital Access

■ Using Pendo since 2019

Monthly Active Users

4K+
Global Accounts

3K+
Countries

60+
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Challenges with 
Fragmented Data



Fragmented and siloed data creates issues

Customer data is fragmented and stored in several different 
systems, which makes it difficult to collaborate cross functionally 
and have a holistic view of our client.



Journey to 
Operationalizing Data



Where are we capturing client data?



Ideation
Brainstormed use cases and 
built out multiple views to 
generate actionable insights 
that help drive key business 
outcomes

Validation
Shared concept with 
stakeholders, client 
services, and sales 
team to get buy-in

What it took to get here

Teams to make it a success:
● Client Services, Sales, and Product
● Salesforce Data Automation
● Pendo TAM

Q1 Q3Q2 Q4

Proof of Concept
Connect some customer 
data sources to build out 
a unified view

Iteration
Continue to collect 
feedback and look for 
opportunities to connect 
other valuable data sources 
to enrich our analytics and 
support other use cases



Data Validation & Practices
■ Tagging Accuracy

◻ Review tagging rules
◻ Refine rules as necessary
◻ Verify accuracy of clicks



Data Validation & Practices
■ Combining 

Tagged 
Features using 
Rules

■ Flagging Core 
Events for PES

■ Comparing 
PES to Internal 
Health Score



A Unified Data 
Solution



Customer Insights Dashboard



Customer Insights Dashboard



Demo - Customer Insights Dashboard

https://docs.google.com/file/d/1zUQ4CCm_-woNIAUbF22EjidHL6zwwSwj/preview


Demo – Migration Analysis

https://docs.google.com/file/d/1MWcvPH58k8JGA07uXh-mayZ27r_qiMLa/preview


Takeaways



Impact, Results, Opportunities

Streamlined at-risk review process

Resource for pre-client engagement preparation

Facilitated migration planning discussions

Push guides to users to introduce new or underutilized features

Provide clients more self-help resources within Resource Center

Total Views*

2.7K+
Total Viewers*

80+

*Past 90 days across product, sales, and customer success teams



Takeaways Client Services

� Quarterly Account Review
Reduce total account review process by four business days

� Reduce KPIs
Data insights allow for less frequent client touchpoints 

� Increase Collaboration
Combining insights from various teams allows for full 
transparency and collaboration between different 
coverage teams



Takeaways Migration

■ Develop a transparent 
migration strategy for 
three thousand accounts 
over a 12–18-month 
period

■ Align current usage with 
feature parity roadmap



Takeaways ProdOps

■ Partnership
Unified view for Product team to collaborate 
cross-functionally with CS & Sales to monitor customer 
health, business growth, and product engagement

■ Prioritization
Informed our product strategy and decisions on high value 
areas to continue to invest in and low value areas to sunset



How to get started

■ Identify the problem and the available resources
■ Designate your champions to drive adoption and 

iteration
■ Start small and gather feedback 
■ Share your success



Thank you!




