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What We Do



Agenda
■ Define business outcomes 
■ Establish product goals
■ Experiment, change 

behaviors, learn, adapt
■ Connect back to outcomes
■ Best practices & summary



Define Business 
Outcomes



Net Promoter Score 



Net Promoter Score 



We can do better than 6

But how?



Feedback From NPS

“Rally reporting needs to be more 
robust and should be able to filter 
based on sprint attributes.” 

“I am having trouble creating 
analytics and reporting that 
represent multiple projects. For the 
views that I do use I have to 
combine them together because 
one view shows me some reporting 
and then the other view shows me 
a different reporting.”



NPS Themes

● Organize and analyze 
NPS faster 

● Quickly able to identify 
export capability (or lack 
thereof) as a common 
theme from our 
detractors



Discovery

Export - The “fake” button

● Learn what actions users 
wanted to take and 
capture the why

● Kill bad ideas quickly
● No dev work required



Discovery Outcomes & Insights



Prioritizing Requests

● Validate and prioritize 
product features using 
guides

● Get rid of bad ideas 
quickly



Defined Business Outcomes

■ Increase in customer satisfaction
■ Increased retention
■ Higher customer lifetime value



Establish Product 
Goals



Set Objectives

Pendo

Usage Metrics

NPS

Retention Metrics

Feedback



Goals



Defined Product Goals

■ Increase adoption of analytics capabilities by 
40%

■ Reduce enhancement requests for export 
capabilities

■ Raise product area NPS to 30



Experiment, change 
behaviors, learn, 

adapt



Experiment 2

New Feature 
Announcements / Guides

● Segments used to target 
users of specific pages 
and capabilities

● Product announcements 
added to Resource 
Center



Experiment  2 - Outcomes

Feature Release

Pendo Announcement



Experiment 3

Pendo Resource Center & 
Targeted Guides

● Driving training, 
webinars, and office 
hour attendance

● Increase awareness of 
new product features

● Pendo segments 



Experiment 3 - Outcomes

Feature Release

Pendo Announcement

Product Announcements 
Added to Resource Center



Experiment 4 - Webinar Registrations
Targeted guide



Experiment 4 
Outcomes
Pendo Resource Center VS 
Targeted Guides

● Targeted guides had a
5 times higher CTR 

● 20-40% more 
registrants from targeted 
guides



Experiment 4 - Additional Outcomes 
Office Hours Signups

Office Hours Announcements 
Added to Resource Center



Experiment 5

Walkthrough guides

● 10% of visitors clicked 
● 60% got halfway through
● 35% actually finished



Connect back to 
value 



Net Promoter Score 



Review Objectives



Business Outcomes

● Happier customers
● Increased adoption of 

new features
● Reduced usage of 

old/deprecated product 
areas

● Customer satisfaction 
and retention increased

● Higher engagement with 
customers

“Provides valuable insights 
into the software delivery 
metrics to drive and 
measure impartments in the 
process.”

“The reporting charts for 
team velocity, burn-down, 
and burn-up is helping our 
team to track progress and 
look ahead to improve”



Tips & Suggested 
Practices



Tips & Suggested Practices

■ Ensure proper setup and integration with your 
product

■ Define clear goals and objectives for using 
Pendo (Connect with OKRs)

■ Train and empower teams to utilize Pendo 
effectively (Self-service for Marketing + UX)



More Tips & Suggested Practices

■ Include tracking of NPS over time or in response 
to specific initiatives as part of business process 
to serve as a tangible measure of the success 
or failure in terms of their impact on customer 
sentiment

■ Targeted guides = bigger impact than “all users”



Effective Product Management is about being 
data-driven and leveraging data at every step 
of  a product lifecycle to make better business 
decisions



Thank you!




