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Let Us Introduce Ourselves
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Growing rapidly 

• Founded in October 2013  
• 600+ customers; 200+ employees 
• Offices in Raleigh, NC (HQ), NYC, SF, Israel 
• 250% revenue growth over last 12 months 
• Tracks over 45 billion events from 91 million 

users every month

Trusted by hundreds of companies, including:

Backed by leading investors:

Awarded:
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5 Quick Thoughts   

● Optimize onboarding to reduce churn 

● Reduce support calls 

● How to convert more trials 

● Actionable NPS campaigns 

● Product data everywhere 
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Challenge:  How can we decrease churn?
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Use data to drive better onboarding & reduced churn

Account Status and Maturity 

• New accounts: address setup 
and “empty state” issues 

• Existing accounts: address key 
features leveraging account 
data

User Role 

• Admin vs regular users: add or 
remove setting features from 
experience 

• Job or functional role: customize 
learning to focus on the most 
relevant application tasks

Other Context 

• Plan level: don’t instruct users of 
features they haven’t purchased 

• Seasonal: Do usage patterns 
change throughout the year (i.e. 
accounting for tax deadlines)

The more relevant your onboarding experience is,  
the more effective it is.
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How Harvest Exchange improved onboarding

What they did: 
● Segmented user base by individual investors 

and financial professionals 

● Customized onboarding experience for each 
role - showing each persona their most 
relevant features 

Outcomes: 
● 2x increase in the number of investors 

signing up for additional features 

● 70% growth in returning monthly visitors
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Challenge:  How can you decrease support tickets?
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Data can help you create a plan to deflect tickets

Support tickets for basic “how-to” 
questions frustrate both customers and 
customer success teams 

● Look for common ticket themes to identify areas 
that produce the most questions 

● Study user behavior when tickets are issued - what 
pages / features drive them to support 

● Look for in-product (UX improvements  or added 
guidance) remediation
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Even the most intuitive UX needs some help
Bringing guidance in-app allows you to provide contextual, and 

highly-relevant help without cluttering the user experience.

Explain features and offer how-to 
guidance… right in the interface

Walk users step-by-step through 
key application tasks 

Link out to relevant help center 
content and support resources

CS 100 - September 2018



10

How WebPT reduced support tickets

What they did: 
● Study time on specific pages / in specific 

processes to identify areas where users 
struggle 

● Measure which features generate the most 
support tickets 

● Deploy specific tooltips for the features 
where users struggle the most

Outcomes: 
● 50% reduction in the number of support 

requests
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Challenge:  How can you increase trial conversions?
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Create the “Happy Path” for trial users

Make the most of limited user time 
and attention during trials

● Identify the top features / activities that 
correlate with trial conversion 

● Design user paths that lead to those 
activities 

● Focus trial user engagement and 
walkthroughs to focus users on that path
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How Citrix improved trial conversion
What they did: 
● Upon first login, Trial users presented 

with lightbox with options on what to 
accomplish first 

● User taken step-by-step through tasks 
(Send a File, Upload a File, Add User, 
Apps Page, etc)

Outcomes: 
● 76% of trial users want to share a  

large file 

● 52% of trial users are completing the 
“share a file” walkthrough 

● 11% increase in trial conversion rate

CS 100 - September 2018



14

The path the data 
shows you customers 

take to convert

The path you think 
customers will 
take to convert



Challenge:  How can we make NPS more actionable?
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You probably are already doing these things...

Establish an NPS baseline to see correlation to customer loyalty  

Understand how NPS affects retention, churn, and expansion

If not you should
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Make NPS more actionable
Integrate Product Usage 
(by Promoters and Detractors) 

Leverage that knowledge 

Push customers to areas that correlate to user 
loyalty 

Dig into detractor areas and look for areas of 
customer education or guidance
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Make NPS more visible
CS 100 - September 2018

ProTip! Keep a pulse on your NPS responses 
through                  !



Plan for Future

In-App Follow-up

Email/Phone Follow-up
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Follow-up playbook: email and phone

Reach out to anyone that responds  

• Monitor your NPS on a regular basis and set up 
a framework for responding to each user when 
they submit a score. 

• Consider having CSM’s respond if they own the 
account 

• Provide your team with a template of responses 
they can use when a user responds with a 
certain score. 

Hi (user) - Thanks so much for your feedback. I know you are busy and don’t want to 
waste your time, but if there is one thing we could be doing better to improve, what 

would that be?   
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Challenge:  How can we get visibility into product data from 
everywhere?
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How we push to Salesforce

Salesforce Push lets you “push” data FROM Pendo Account and Visitor reports TO 
Salesforce on a nightly basis. You can leverage Pendo data inside Salesforce for 
workflows, generating tasks, sending notifications, reporting, and 3rd party 
integrations. 

Examples of Pendo data to push to Salesforce: 

• Time customer spends in your product 
• Days active in the product 
• Level of activity in the product 

• Feature X used or not used and how many times 
• Number of active users in the product 
• NPS scores
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..and how we pull
PENDO FOR CUSTOMER SUCCESS



The State of Product Leadership24

Resources
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The Big NPS Playbook 

pendo.io/resources/downloads/

Resources
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