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The Why

■ Just-in-time enablement
■ 70+ business processes
■ Available on-demand, 

during the flow of work



CoE

Define 
the vision 

and 
strategy

Establish 
operational 
excellence

Create a 
service 
delivery

Enable 
others



Salesforce
Apttus
PSA

CoE Workday: 100s items
Expand to 35 apps

2,100 items
Pendo ELA

1 Developer Manager + 2 Developers Manager + 2 Developers + 1 BA

  

2018

  

2019

  

2020

  

2021

  

2022

  

2023

3,000 users 16,000 - 23,000 users

Our footprint

Expand to 
40+ apps

  

2017



The How

Our focus areas: how we 
define and measure value

■ Enable Red Hat growth 
and change

■ Maximize the ROI of our 
systems and initiatives

■ Improve associate 
experience and 
engagement



Leverage Red 
Hat branding: 

Adopt a 
comfortable 
look and feel

Guiding principles

Recognizable 
name:

Guided help

Available and 
helpful, not forceful



Opt in to content



Opt in to content



Opt in to content



Opt in to content



Published Assets
● 199 Step-by-step guides
● 374 Tool tips
● 46 Show Me How badges
● 26 Announcements
● 24 Resources
● 3 Surveys



2. BA: Discovery

3. Dev A: Builds content

5. BA: Peer review

4. Dev B: Peer review

7. Dev A: Demo with 
customer

10. Dev A: Analytics 11. BA: Analytics

1. Customer request

8. Customer approves 9. Dev A: Change Mgmt 
Approval + Publish

6. Dev A: Edits content

Understand 
request: 

Draft 
content & 
review: 

Demo & 
approval: 

Report and 
iterate: 



Skill sets for 
your CoE talent



Skills

■ Align your priorities to 
your org’s strategic goals

■ Build your roadmap on 
that vision

■ Identify and share value 
stories

1

Think like a CEO



Skills

■ Identify the specific 
behavior you are trying to 
drive

■ Keep it simple
■ Surface existing content

2

Think like an 
enablement pro



Skills

3

Think like an 
expert in UX ■ Consider the paradox of 

choice
■ Avoid banner blindness



Skills

■ Analyze and explore
■ Create visualizations
■ Problem solve

4

Think like a 
data analyst



What we’re not



Success Stories:
Making Impacts



Concur: Validate Receipts



Concur: Validate Receipts



Salesforce: BU Guidance Case



77 cases x 16 hours = 
1,232 hours saved

+ Reduce sales cycle times

Success Story 

16 hours
The amount of time required 
to close a BU Guidance case 
when submitted incompletely

June 2023
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Salesforce: Non-standard Contracts



137 contracts x 8 hours = 
1,096 hours saved

+ Reduce sales cycle time

Success Story 

8 hours
The amount of time required 
when a contract goes back 
and forth for corrections

June 2023
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2,328 hours saved

June 2023



Success Stories +

Partner with your customers to 
explore additional wins



A game changer



Where are we
going next?



What challenges you are encountering 
in the workplace today?



Pendo’s Hierarchy of Product Analytics

Collect

Refine

Build

Act

Data 
Actualization 4. Take Action

Create dashboards that can be used. 
Collections of reports and widgets 
(pre-built reports) about a particular 
topic or objective that can be shared 
and inspire action. 

 

2. Define Metrics
Start turning your data in standard 
and custom metrics. Use them to 
standardize measurement of 
product performance and user 
behavior. 

1. Collect Data 
To start, you just have to 
collect the data you need. 
Accounts, visitors, metadata, 
just figure out how to get it.  

3. Build Reports
Establish tables & graphs that 
describe or compare product usage 
and/or user behavior over time and 
other important metrics. 

Data-Actualization
Data informed product teams and companies have 
the right data where and when they need it. They 
make better product and business decisions. 
Many companies want to achieve this but fail 
because they didn’t have a plan to get there. 



Improves usage and productivity of 
workforce software

For Employees

KEY USE CASES

Employee productivity

In-app support

Governance and compliance

SaaS portfolio management

Employee experience 

Change management



Quantitative Data
17 Billion events added a day

Qualitative Data
Polls, surveys & requests

Visual Data
Video playbacks of user behavior

Integrations
SFDC, Zendesk, Jira, & more

Pendo Product Experience Platform
Across web & mobile

Enhanced by Pendo AI
Machine learning & generative capabilities

A comprehensive integrated data layer you can trust

ReplayAnalytics DiscoverIn-App Guides NPS



Pendo Professional Services

STRATEGY CONSULTING
Strategic consulting is anchored on 
digital adoption best practices and 
techniques. They provide a path to 
enabling use cases across your 
application portfolio, and establishing a 
Pendo practice within your 
organization.  

EXPERT SERVICES
Performed by Professional Services 
Engineers. Expert Services is hands-on 
technical configuration and front end 
development to manage and evolve your 
Pendo solution covering your basic to 
advanced use cases. 

EDUCATION SERVICES
Learn from Pendo experts on the 
basics to advanced training, 
delivered in a variety of formats 
(instructor led and on-demand, 
offered in-person and virtually). 
Get certified and expand your 
Pendo product knowledge today!

ONBOARDING
Quickly enables teams on fundamental 
Pendo features and capabilities. 
Includes consultative hands-on 
workshops and office hours to 
establish a foundation of Pendo 
knowledge. 

A comprehensive approach to your success across a variety of offerings. 



Find signal in the noise

Introducing Pendo AI

● Guides AI Writing Assistant
● AI Generated Guides

● NPS Themes
● NPS Insights
● Feedback Summaries

● Outcomes
● Workflow Suggestions
● Tag Assist

Personalized 
content

Product 
discovery

Product-led 
outcomes



Jumpstart the creation of guides

AI-generated guides



Jumpstart the creation of guides

AI-generated guides



Improves usage and productivity of workforce software
Pendo for Employees

New in 2023

● Automation

● Data validation

● Workflows and Process Analytics

● Workflow Suggestions

● Portfolio Overview and License 
Utilization

● Journeys

● Cross-app guides and more!

What’s next?

● Dashboards & Reporting

● Integration Hub

● Guides Evolution

● Tagging Automation

● Granular Permissions

● Personalized View

● Outcomes

● Discovery

● More AI



Cheryl Coleman
Senior Manager

Red Hat

Chad Holdorf
VP of Product

Pendo



Thank you!


