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How NBS uses Pendo to:

■ Prioritize and improve our 

global digital experience

■ Improve efficiency and 

productivity across teams

■ Effectively manage 

change at scale



Prioritize and improve our global
digital experience



Pendo Access Requests and Orientations

Orientation

Access complete after 
associate attends an 
internal orientation 
tailored to their role, 
product, access level, 
and use cases for Pendo.

Associate starts a 
ServiceNow ticket for 
Pendo access, which 
includes PingID 
authentication.

Approval Steps

Approval obtained from:
● Their leader
● Pendo admin
● Product manager

Request Access Access RequestYou’re Hired!
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Pendo Access by Role in NBS



Pendo Guide Requests



Increase transparency about 
guides going live and where 
the request originated

Wait who requested that guide?
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Wait who requested that guide?

Allard, Sarah via Power Automate    Wednesday 10:31 AM



our Ta-Da moments:
● Make access easy
● Increase associate knowledge
● Improve guide request processes



Improve efficiency and productivity
across teams



Pendo acrobatics

Task (single 1-step guide) Average Developer/Product 
(Time/$) Pendo (Time/$) 

Planning 45 min – 

Reviewing 45 min 10 min 

Creating 60 min 20 min

Testing, Packaging, Release 60 min 20 min
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Pendo acrobatics

Task (single 1-step guide) Average Developer/Product 
(Time/$) Pendo (Time/$) 

Planning 45 min $34.27 – $0 

Reviewing 45 min $34.27 10 min $4.13

Creating 60 min $45.70 20 min $8.26

Testing, Packaging, Release 60 min $45.70 20 min $8.26



Metric Result

Feature Engagement 42% more engagement compared to 
average

NPS by Market K12: 16% higher
HE: 11% higher
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Pendo acrobatics



Juggling user changes



Juggling user changes

Visitor reports each Monday



Polls lead to quick-change action



Polls lead to quick-change action

Premier Academy

Signed in as Sarah



Polls lead to quick-change action

5:1

Premier Academy

Signed in as Sarah



Analytics taking center stage
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Analytics taking center stage



Help on help



our Ta-Da moments:
● Pendo for product customization
● Drive data-informed decisions
● Use actionable insights



Effectively manage change at scale



Managing account-specific impacts



Behind the curtain: for NBS eyes only
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Premier A/E Standalone
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Behind the curtain: for NBS eyes only



Behind the curtain: for NBS eyes only



our Ta-Da moments:
● In-app is in-the-moment
● Think of all your users



Pendo acrobatics: the encore

Task (single 1-step guide) Average Developer/Product 
(Time/$) Pendo (Time/$) 

Planning 45 min $34.27 – $0 

Reviewing 45 min $34.27 10 min $4.13

Creating 60 min $45.70 20 min $8.26

Testing, Packaging, Release 60 min $45.70 20 min $8.26
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All institution-specific 
guide steps 983.5 hrs $44,945.95 234.17 hrs $5,807.42

87% savings having an In-App Help Admin
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Task (single 1-step guide) Average Developer/Product 
(Time/$) Pendo (Time/$) 

Planning 45 min $34.27 – $0 

Reviewing 45 min $34.27 10 min $4.13

Creating 60 min $45.70 20 min $8.26

Testing, Packaging, Release 60 min $45.70 20 min $8.26

All institution-specific 
guide steps 983.5 hrs $44,945.95 234.17 hrs $5,807.42

87% savings having an In-App Help Admin 
across 15+ products & services



What’s the next act?



The After Show:

Ask Us Anything



Thank you!




