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A special welcome to our g
customers and partners
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Since last Pendomonium

We more than
We now serve Our customers span
doubled to

10K 115 201K

customers & Pendo industries

Free accounts monthly active users
We collect Made by For a total of
events annually end users cumulative events

T T




Last year we talked about... y

2020 2021 2022 The Great 2030

O ~O ~O - - -
Digital Acceleration
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And then ChatGPT happened. i

Accelerated by Al

2020 2021 2022
O O ~O

2030
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Apps and Software Atrtificial Intelligence

ChatGPT is the fastest growing app of all time

100 million users in two months.

By Stan Schroeder on February 2, 2023 f 1 4 ]

The Washington Post

emocracy Dies in Darkness

The Al ‘gold rush’ is here. What will it

bring?

In 2023, tech companies and start-ups are taking drastic action to deliver the next buzzy hit

9 By Pranshu Verma
>

Updated Januar ry 20, 2023 at 11:58 a.m. EST | Published January 7, 2023 at 6:00 a.m. EST

What is generative Al, and why is it suddenly
everywhere?

Between ChatGPT and Stable Diffusion, Al suddenly feels mainstream.
By Rebecca Heilweil | Jan 5,2023, 8:00am EST
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© Constructable  Product Foatures Signin

Your Al Powered
Construction

keep your project on track.

Getstarted [NTCLEYUSY

Features  Testimonials Download

A tutor in
your pocket

nd Conquer with Your
ddy Buddy

N\ Quill

J5v NOWADAYS

Meet Quill

Your personal finar

Cuperting,

signUp

signin Create Account

Your Al-powered
event planner

Book a demo!
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“We expect the dominant
companies of tomorrow to rethink
every industry with intelligence.”

SARAH GUO, CONVICTION
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We’re entering
the age of
intelligence




McKinsey estimates GenAl will add

S2.6 - S4.4 Trillion

Per year to the global economy
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There are some exciting bright spots i

Walmart
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‘A Bri Kimmel &

'
% @briannekimmel

My hot take is selling software "per user" is a lazy, ineffective business
model if Al continues to work.

Companies moving forward are going to be smaller and big tech
companies are going to shrink even further than they already have.

5:53 PM - Sep 21, 2023 - 64.4K Views

Q 37 0 18 [l 46
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And some cautionary tales i

Ecd
(0
How Worried Should We Be About AI’s
[ ]
When A.I. Chatbots Hallucinate Tha to Bty B Tk Lnders
Artificial-intelligence experts debate whether to focus on averting an Al
% Share full article A> m Q 272 apocalypse or problems such as bias, disinformation

Bloomberg CIO JOURNAL

Al Is Generating Security
Risks Faster Than Companies

® Live Now Markets ~ Economics  Industries Tech Al  Politics Wealth  Pursuits  Opinion

Technology

Microsoft Economist Warns Bad

Can Keep Up

Rapid growth of generative Al-based software is challenging
business technology leaders to keep potential cybersecurity issues in
check

Actors Will Use Al to Cause Damage

m Danger of election interference cited by Michael Schwarz
m He sees ‘clearly’ a need to regulate Artificial Intelligence

PENDOMONIUM 2023



Alis not a
cheat code

You have to build
great product

Al/ML

T+

o)
ADP Data

Al Chatbot
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£ | Global Solutions LLC

Good morning,
Sarah!

Have a great day!

Search

€1

Actions Viewal Things To Do
# Manage Pay Runs
Insight
# Manage Associates’ Pay Data

Reports and Analytics

@ Manage Payroll Company Data

Quick Links ViewAll Performance
==} Add New Hire

View Time Reports Company News

2 Employees at risk for

You have a new hire starting next week!

Speak to Jane. She did not get the Sales...

Annual reviews start soon.

Add a Task

View All

PENDOMONIUM 2023



Job Application

Step Number 10of 4

Personal Information
[—

First Name

Middle Name

Last Name

| also want to provide preferred names

Preferred First Name
Preferred Middle Name

Preferred Last Name

( Save ‘ [ & Back ‘

PENDOMONIUM 2023
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How to think about
leveraging Al



Where to begin: a hierarchy of Al strategy i

First Level: Add GPT to our surfaces

Second Level: Automate our workflows

Third Level: Replace our workflows

Fourth Level: Do the work for our customers

PENDOMONIUM 2023
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Add LLMs to your surfaces

~

sproutsocial

Al-powered social copy

New Post - = ﬁ] %

a W Sprout Coffee Co. @mysproutcoffee v

Are you feeling those summer vibes? Try our new seasonal lavender
latte today.

© @ m B ¢ 1 O 2 152

This is a Draft

[ Emin |+

amazon

Al-generated customer review highlights

15:19

Customer reviews

kK 4.7 out of 5
139,475 global ratings

Customers say

Customers like the stability, ease of use, and
performance of the digital device. They mention
that it's way faster, the picture / streaming speed is
excellent, and it's a simple device to get connected
They also appreciate the performance, saying that it
performs as expected and works great with LG 3D
smart TV.

Al-generated from the text of customer reviews
@ Performance @ Ease of use

@ stability @ Streaming

PENDOMONIUM 2023



“Perils” of just
adding LLMs

Gartner

Morgan Stanley

@ OpenAl

AP Art History 5
86th-100th

AP Biology 5
85th-100th

AP Calculus BC 4
43rd-59th

AP Chemistry 4
Tist-88th

AP English 2
14th-44th

Language and

Composition

AP English 2

Literature and 8th-22nd

Composition

AP Environmental 5
91st-100th

Science

NDOMONIUM 2023
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Understand
your user’s
JTBD




olving pain for product teams

2021 2022

Topics NPS Insights

Primary Active NPS Survey
oo | Mivary |

Reporting

TODAY
Discover

Ovorview  Resporses  Vews  etings
4 pendo Feedback Fitors:  Everycre v Last30Days v AlAccounts | [rwmetra - |[isng] RoopoMes(128] Theme Distrioution
 Responses summary
NPS Scores B Promoter NPS Ther 4% Detractor
B umaooas v | Pendo's reporting capabiites are a mixed bag. Some users ind th
. — reporting to be powerful and easy to use, whie others find it to be imited
e S— it the most common
AlProduct Aveas ¥ AllStatuses ¥ AllTags ¥ Team & Visors v AllAssignees ¥ User Fiters ¥ Acc incluge:
53 Oata cotocton oot ue
£ “ten « The nablly to create retrospective segments
Top Request Topics (Lifetime) Topics O i — cusomer | Thelack offlexibilty in the reporting options
i ) « The diffculty of exporting reports
i | = Thelackofntegraton withather reporting toos
o U Diteut o0
e Despite these complaints, many users sl find Pendo's eporting to be
Data Exporer . valuable. The abilty o track user behavior and engagement s essenal
e on pouertu : y 925
e for product teams, and Pendo's reporting can provid valuable Insights
[—— pasive into how users ae using  product Overal, the feediback on Pendo's
24 Sugeiner Datacolsctc reporting is mixed. Some users fnd it to be powerful and easy to use,
whit athers find t to b limited and clunky. Pendo could improve ts
Do - reparting capabiltes by addressing some of the most common
complains, such a5 the inabllty to create retrospecilve segments and the.
Segments NPS Waoky - lack of flexibilty in the reporting options.
60
154 S Regenorate | | @copy | [ | [ @
Toggng = ==
Acme Corp _johnr@acmecorpxy | Oct 20,2022 | @9
oo Pendo provides helpful analytcs we wouldrit be able to get without
Requestz {1882) it1 would love to see pendo use the same type of date selector
= throughout the whale product. s a minor thing but it tris me up
bl oo bior someimes when a date selector i e section of the product
behaves diferently in a different section o the product.

Reporting v

<Feedback Views = Change View v

Dashboards Feedback

The voice of customer for our Dine Dash dashboard area!

Insights  Feedback items (145)  Actions

& Enterprise Power Users v

Al time @0

All Apps v

Feedback summary (encos’) © & 8

Customers desire enhanced navigation features, including intuitive menus and
clear labels. C layouts and personalized are highly
sought after.

Summary from 145 feedback items, with customers from the Enterprise Power Users

canmant lact indatad hv Danda AL Wad 21ct luna

Top labels &

oo
82

AllTime  Everyone  © Dine Dash

Enterprise Power Users

# Ask Pendo Al

(2] (=] !

Visitor behavior

45 16

Vistors

am
Average time
onapp

Accounts

Ideas to consider creating

Based on the items in this view we've used Al to generate son
could consider creating.

Live Order Tracking

Keep tabs on your food from start to finish with live order tr
exactly when your food is being prepared, when it's en rout
arrives.

PENDOMONIUM 2023



Consider the spectrum of automation i

No Al

Al assist

Al led

Al led

Fully manual

Human centric

Machine centric

Fully automated

Human led

Human led

Human assist

Human free

MORE HUMAN POWER

MORE Al POWER

PENDOMONIUM 2023



‘CORE OR, Focus on building
SoLIPlE, long-term advantage
Discover
your “golden
use case”

NON-CORE Table stakes applications
Lo e that improve efficiency

Source: BCG Executive Perspectives: The CEO’s Roadmap on Generative Al, March 2023 PENDOMON'UM 2023



Examples of golden use cases i

DeEALER-FX i:
Predicting staffing and revenue for dealerships Predicting and improving student outcomes

New ALEKS Al reduces time spent
on assessments by over 20%

An ML model predicts number of monthly

service appointments with 80% accuracy

g @ English (CA) ~ P @ English (US) ~
< Transportati d Time wJ)
Transportat
@ Norid ded
Service Advisor
Estimated mileage
@ cheryl Grant
112,555 mi
Apr2023 (8
4Wheels alignment F
4 7
$79.95 5 ° e E
9 10 n 12 13 14 15
[ Battery service
AM
$2935 715 7:30 8:00 815
Car wash + detailing
8:30 m 915 9:30
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The Pendo Al journey



4 GPT-35

% How can Al automate a product managers job

Al can automate certain aspects of a product manager's job, such as market research, data
analysis, demand forecasting, competitor analysis, customer segmentation, personalization,
A/B testing, inventory management, and more. It can assist in making data-driven decisions,
optimizing processes, and enhancing customer experiences. However, Al cannot fully
replace the strategic and creative elements of a product manager's role, which involves
setting product strategy, defining vision, and understanding qualitative aspects of customer
needs. Al should be seen as a tool to augment a product manager's capabilities rather than

replace the role entirely.




Actually our journey started 2 years ago.... i

1.2 trillion page loads

jed 482 billion feature clicks
ads 82 million poll responses peth SlmOn
ted 656 million guide views

22 million NPS survey responses

PENDOMONIUM 2023



Data is at the core of our models Y

( N\ N\ )
Companies who People who use Unique data points Total data points
use Pendo applications installed generated daily fueling our Al models
with Pendo everyday
\ J . J \. J

PENDOMONIUM 2023



And we take an ethical approach

Features Al Model

Enable NPS insights 4 pendo Al

) Google Generative Al
OpenAl
Enable guide writing assistant
2 Google Generative Al
Enabling this fe

Enable Al guide creation

) Google Generative Al
News

8 core principles for
how Pendo uses Al

By Chuck Kesler

2mread Security, privacy, and transparency e

about

Published Jul 19, Pendo

2023 are foundational to our approach.

PENDOMONIUM 2023



e’re adding LLMs across Pendo

User friendly

Responses (428)  Theme Distribution
Responses summ

Customers are looking for a more efficient and effective data analysis
process to identify trends and patterns.

Current workarounds involve manual processes and limited charting
capabilities in Excel.

Customers are disappointed with current products, with complaints about
confusing user interfaces and slow performance, leading to incorrect or
incomplete results. Improvements are needed for customers to continue
using the product in the future.

Feedback summary (Pendos))
Customers desire enhanced navigation features, including intuitive menus and clear
labels. Customizable layouts and personalized dashboards are highly sought after.

Summary from 145 feedback items, with customers from the Enterprise Power Users segment,
last updated by Pendo Al, Wed 21st June

Edit Text

Theme Style

Paragraph

Guide Content

I love Pendo!|

PENDOMONIUM 2023



+ Proactively surfacing insights

&® Automating manual tasks % recommendations

PENDOMONIUM 2023



& ldentify manual tasks to automate i

Content generation Synthesize data Testing
tories Monitoring Competitive analysis Sunsettir
Personalization Customer feedback analysis Building
oring Releasing Customer interviews Prototype ge
User stories Testing Product-led growth

PENDOMONIUM 2023



¥ Recommend actions to take Y

Insight
Users of a certain feature have

the highest retention

Onboarding for one segment
is slower than average

Free users convert at a higher
rate after viewing pricing page

-

-

-

Recommended action

Create a campaign to increase
usage of that feature

Optimize and personalize
onboarding flow

Create a guide to drive
awareness of plans

PENDOMONIUM 2023



* Google GenAl
27 pendo Simon * i & openAl

N «

{t Pendo AI}
e T N

New Automation Generative Insights

Data Sync

PENDOMONIUM 2023



Is the future of Ul
LLM-based?

e Cristébal Valenzuela &
\ @c_valenzuelab

The most important user interface of the next decade

5:38 PM - Sep 7, 2022

Q 52 0 214 Q 1,570 [q 173

'hat will you desigh today?

Q Search your content or Canva's

For you Docs Whiteboards  Presentations  Social media Videos Print products Websites

Design a database schema Write a thank-you note

Plan a tour
foi C t

> Come up with concepts

rct tura

Send a message

\_ Free Research Preview. ChatGPT may produce inaccurate information about people, places, or facts. ChatGPT September 25 Verslon)

PENDOMONIUM 2023
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How we’re helping
you break away
with Al



’
4

“Al-enabled products
will provide the optimal
user experience by
going ‘full stack’.”

Fraser Kelton
Former Head of Product at OpenAl

PENDOMONIUM 2023



We need to
provide
optimal user

experiences

Across the apps we
buy, build, and sell

Validate your knowledée

Did you know? A Premium subscription

includes live training.
Take your training to the next level with:

« Live, virtual sessions taught by Red Ha'

« Flexible scheduling options

« Specific topic-focused training sessiol

« Access to all learning formats: self-pac
instructor-led classes

* Learn when, where, and how it works b

Upgrade when you renew for a full year o

IT discontinued SSO login on this
application. To login, you'll need to use
your own Atlassian account password.

Learn more

You can also visit The Source to ask a question
or view the discussion.

Red Hat
IT Digital
Adoption Team

~

PENDOMONIUM 2023






INTRODUCING

4 pendo one

A unified application experience
platform with Al at the center

. |
PENDOMONIUM 202.



4 pendo one

Application
Experience
Platform

L




<+

L) [~ =

Personalized Product Product-led
content discovery outcomes




)

The age of
intelligence requires
new muscles

- _



oin our customer community

Connect on Slack Take a course Join a user group

8 User groups
186 participants

6,900+ 120+ courses
Pendo Connect 2 Pendo certifications [Ffsomnd

members 2,290 users certified

AboutPendo  Community Blog B

“pendo | Academy
4pendo | Community

i

Q search Pendo Connect

hannel s forPendo LY R Welcome to the
Pendo Academy

Discover the power of Pendo products and unleash your
9 gopendodo potential Dive into our extensive library of on-demand
in a virtual i th our prod
How a product platform can drive business outcomes Gl MO (T e T G TSy
and eam certificates to become more product led.

# pendo-announcements
PENDO EVENTS

Community
Events hub

‘Connect with and find inspiration from other Pendo users on
the front lines of product adoption.

Pinned +§# Join the Pendo Commu...  wh Become a P

Register today to reserve ¥ Eriday, september 15th

v Channels Power of the platform:
How to use analytics, populr learming track
# community-help guides, and feedback e e tanis -

# introduce-yourself together

# pendo-announcements
# product-announceme.
+ Add channels

Upcoming events

~ Direct messag Friday, September 22nd -

o

New user toolkit Certifications All courses

% Jess Vavra you
+ Add coworkers

e Renata Pop 1042
#m & Back to school? Pendo Live Enablement! &

Looking to learn? Join the Pendo Customer Experience Team for our Live Enablement
Sessions!
Getting started with Pendo:

® New User Overview

e Pendo Mobile 101 (new)

Become a Pendo User
Group leader

Hands-On Sessions [Small group trainings, working together with the Pendo team in a
demo environment]
o Pick a topic here: Guides [| Analytics || Dashboards

Pendo User Groups are casual, intimate meetups
based on your location, interest, or role that connect
d space for networking and
cuss things like best practi
roblems with Pendo, and ways to
S

a8 -

And mo Live sessions Pondo by persona Pendo by use case

o Subscription Audit [If you've ever felt confused by your Pendo Setup] (i
o Product Engagement Score [Why should you track it and how to]




1 Enable and train your team

Establish a foundation with Implement Pendo effectively
training from Mind the Product with Professional Services
4 Product Management 4 Onboarding
FeumeEnens (v Strategy consulting
- .. .
@ Cqmmunlcatlons s (v Expert services
Alignment .
: v Product advisor
(4 Metrics for Product @ y = -
Managers

. |
PENDOMONIUM 202.



INTRODUCING

The Al knowledge hub

mind the - £0) lan i .
PRODUCT Content Community Conferences Training Jobs Q search Mind the Product Signin Sign up foe froe.

PRODUCT X ¥ pendo

Al knowle ge hub How Al is chaﬂgmg product

Insights, perspectives, and conversations to help you navigate Al and Learn from product around the globx
product management los and talks.

[

Home

at the mamant, with many pro
n, and how it will affect our jo

<t managers, and A
From Lala Land to The Product management in How Al Is changing the
Matrix: Can Al replace the era of Al and Machine product management job

product management? Learning description by Mayukh
Bhaowal

State of Al in product management

yinions 8nd Cof ations on what impact has

tions on what will h:

PENDOMONIUM 2023



Get certified!

Product-led growth Product-led organization

s o>®
" ¥ e pendo x BRdSicr
4 Wl Product
Product-led " Product Analytics { Management
Certified Certified Basics
piodthe PRdStcr . \ CERTIFIED

[[0]0],4

Total registrations

15K

Total certifications




Google Cloud

4pendo  PROBUCT t\
Al for Product
,A Management

COURSE
COMPLETED

-----------




BB

= Focus on fundamentals

-> Solve user pain
- Find your golden use cases

-> Leverage first-party data as your moat

E 7T 7 7 71 17
PENDOMONIUM 2023



Ehe New Nork Eimes

A.lL Is Having a ‘Netscape Moment’

o Pui-Wing Tam

3 Reporting on tech
As Silicon Valley has been gripped by a frenzy over artificial
intelligence, some techies have been trying to put this latest

tech boom into perspective. One way to think about it is as
A.l’s “Netscape moment.”

Here’s what that means —

PENDOMONIUM 2023



WORLDCOM
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Trisha
Price

Chief Product Officer

PENDOMONIUM 2023



Today, product teams must drive the busines

Outputs
Build, deploy, and
celebrate




’
+v#

“Early on | realized that Product
sits at the heart of any business
j that builds software. If you want to
;..._,-‘ have a bigger impact, you need to

be a business leader and not just
an executor.”

Amanda Grant, CPO Advanced Software

PENDOMONIUM 2023



What’s holding your teams back from i
achieving outcomes?

1 2 3
Lack of Can’t find Unable to
trust signal in the take action

in the data noise

PENDOMONIUM 2023



1

Lack of trust
in data

PENDOMONIUM 2023



2

Can’t find signal
in the noise

PENDOMONIUM 2023



3

Unable to
take action

PENDOMONIUM 2023






4 pendo one @
Application + |ntegr;t|ons
Experience Data Sync
Platform

1 PENDOMONIUM 2023




Building trust and confidence

®  Introducing Session Replay

n < Back to library Event Filters - z Learn More, Upgrade + 4 More Replay 20f6 I DI hag

Victor@acme.co
Good Afternoon, Victor!
Accounts Investments Transfers IsHtorandaccountmetadata
Usage trending: ~ 7

CONTACT INFORMATION Email: Victor@acme.co

Last Name Mortgage Loan

First visit (All apps): May 4, 2019
Principal Balance Payment Dua Payment Amount Due

$544,846.78 August 01, 2020 $2,286,80 Role: Financial analyst

Set up autematic payments hera S
Event Log

POSTED ACTIVITY

Date Description Amount Balance Browser: Chrome

15 Dayment 82, $544,846.38

Operating system: Mac OS

sk RRimant Start time: August 22, 2023 at 11:13 AM EDT
e 15 Paymant
© 00:00
Ame ik Device screen size is 1440px by 880px
Payment
00:01
Payment ; $547202.33 Clicked Learn More
Paymen: 2 $547292
00:06
Viewed Untagged Page
Mar 15
00:07

Clicked Upgrade

Mar 1 esa77907 32

00:10
Viewed Price Comparison

00:14
@ skipnactvity & @ Clicked Paid Plans

MacBook Air |
J




Get the full picture

= o

QUANTITATIVE QUALITATIVE

Understand user
behavior in their
words

Measure how
users behave

®

VISUAL

Watch the actual
user behavior play
out in context

T 1 PIND'JNI



Take action on insights

¥  Announcing Pendo Discover

<Feedback Views = Change View - # AskPendo Al Q Search Discover

Dashboards Feedback p Scbmitieschack
w The voice of customer for our Dine Dash dashboard area!
R
Insights  Feedback items (145)  Actions
= i
Q
& Enterprise Power Users v All Time All Apps v
®
4
Feedback summary (Pendor ) © Visitor behavior ¢
Customers desire enhanced navigation features, including intuitive menus and
clear labels. Customizable layouts and personalized dashboards are highly 4 16 4m 11 65
sought after. Vistors Accounts Average time Average no.
on app of events
Summary from 145 feedback items, with customers from the Enterprise Power Users
canmant lact undatad hv Banda Al Wad 21t luna
Top labels o Ideas to consider creating
All Time  Everyone ) DineDash  Enterprise Power Users Based on the items in this view we've used Al to generate some new ideas you
could consider creating.
Create this idea
A

Live Order Tracking

Keep tabs on your food from start to finish with live order tracking. Know
exactly when your food is being prepared, when it's en route, and when it
arrives.




Prioritize with confidence

How it is How it should be

Support
NPS Interwew issues
4/ \

f’u/

Internal

data \
o Feedback
s —
Biz data

Prioritize
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Workflows




v—
o= Outcomes

*

Intelligence

helps you drive + Pendo Al

outcomes e

< 7
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Find signal in the noise

% Introducing Pendo Al

g

a o

o —
b=

Product-led
Outcomes

Personalized Product
content discovery




The future Pendo

pendo

Outcomes

@ Product Overview Objectives Recommendations
L People

== Dashboards

) Behavior
4. Recommended action 4. Recommended action 4. Recommended action
) Guides

® Replay Increase Accelerate Increase
Q Dpiscover retention onboarding conversion

a : . . ’
oo Portfolio Audience focus: Audience focus: Audience focus:

Enterprise accounts on Acme.co Commercial accounts on Acme.co First 30 days visitors on Acme.co

Campaign outcome: Campaign outcome: Campaign outcome:
AcmeExplorer usage +15% Verify 3 friction points found View plan comparison page

Why: Why: Why:

AcmeExplorer users are your most Commercial onboarding is 12% slower, This appears to be a major ‘Aha!
highly retained of all on average moment for Free users who convert

= o
$ Subscription + Create campaign ® Review replays + Create campaign

{§} Settings

|& Collapse




Pendo Al:
1 Identifies which features
increase retention

5 Recommends a smart list
of users to target

3 Generates actions to
take to reach your goal

4. Recommended action

Increase
retention

Audience focus:
Enterprise accounts on Acme.co

Campaign outcome:
AcmeExplorer usage +15%

Why:

AcmeExplorer users are your most
highli retained of all

+ Create campaign




Even more innovation is coming,

thanks to you

Requests (6705)

Reauest Status Votes _ App Product Area

uneys BUI|d|ng 254 @ Visitor Analytics

Add/View Paths and Funnels on aD... ® Planned 228 J Pendo Enga... @ Dashboard
Screen Resolution capture ® Awaiting Fee... 188 3 Pendo Enga... @ Event Properties
Segment users by Day # in product ® Awaiting Fee... 175 &3 Pendo Enga... B Segments

Multi Select Polls (select multiple an... ® Awaiting Fee... 160 3 Pendo Enga... B Guides
Conditional Guide Branching ® Awaiting Fee... 154 j§ Adopt W, AdopEieapSiele

+ 1 more + 1 more



Connect an anonymous visitor i
to a known user

-

Hello, Loraine!
| Welcome

Welcomg
start by |
Financia

Employee Benefits

Promote p
val le fi

What does your Vi
Hey, Loraine! We are here to help
you with your employee benefits!

.
Loraine
Restart Tour

Geti
out ot life's
biggest moments

takes work
PENDOMONIUM 2023
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Business outcome

‘ The life cycle of
building applications

o o

Evaluate Launch




o Clay
s | Miner

VP, Global Sales &
Value Engineering
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Discover Validate

Business outcome  _ZECECECEEEE ’

‘ The life cycle of
building applications
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Discover Validate '
What's preventing What solutions
this outcome? do we propose?

Business outcome  _ZECECECEEEC ‘

The life cycle of
building applications

Iterate Build
How do we improve What do we
the experience? prioritize and why?

Evaluate Launch
Do our products How do we get users to
deliver value? adopt innovation?

PENDOMONIUM 2023



= Meet Pam

A :
Acme Healthcare
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7 pendo < All dashboards Recent dashboards v

© Pam's Dashboard vewow 2o [« ][« snare

Owned by addie.jackson@pendo.io

Dashboards

hrocuct Pam's dashboard using all of the goodness of the Pendo platform.

People

Behavior
Segment is Premier Networks -... v (x\" ) ¥ Add Filter Clear Filters

Guides

Discover
Replay © Key Links
What to Look For Path to monitor: Click Here

How to use this dashboard: Monitoring our main product area: the Add New * What are actions being taken in the Add New flow? Where is there
Patient workflow. Key links and reports are here at the top. Followed by our potential regression or confusion? What actions are being taken before
usability survey with feedback collection, and NPS monitoring as well. users begin to add a new patient?

Funnel to Monitor: Click Here

% of Visitors Using Add New Flow View in Data Explorer Funnel to Track

Last 30 Days Daily V¥ Premier Networks - Current

* One or more events don't match up with selected y-axes. This could lead to
misinterpretation of the chart or data.

Key Clients Last 30 Days Total Attempts

Pendo Tools
This website uses cookies, pixel tags, and local storage for performance, personalization, and marketing purposes. X
Our use of some cookies may be considered a sale, sharing for behavioral advertising, or targeted advertising. For
rnia Residents can learn how personal information is collected, including how it
", and how long it is retained.

Pendo Products

Settings

(Demo) Pendo ...

% of Visitors Usi

Collapse




Funnel - Unique Visitors

2, Premier Networks - PNDM

©82%

Completed funnel over last 30 days
205 of 250 unique visitors

All Groups

o 28s

Avg time to complete funnel

II@ GIS/ I IIO . !34%) l II@ . l../ I
1 2 3 4 1 2 3 4 1 2 3 4

Nurses

Doctors

Medical Assistants




AllGroups > Doctors > Step 3: Submit Button

© 62 (34%) ® 21 (100%)

2 3

Nurses Doctors Medical Assistants

1: R Create Record Button ~ 2: & Patient ID Field ~ 3: & Submit Button ~ 4: R View New Record

Step 3 Breakdown: Visitors who dropped v before Submit Button (40) ® Watch replay samples

Visitor ID Watch Replays

Sonya.Brady2023-09-18+demo@Rosefly.com




< Back to library

premier@acme.io

O -10s

© 2023 pendo.io

+10s C 2% v

Terms of Service

Privacy Policy

O Watch Again

00:35/00:35

by circleci at Mon Oct 16 17:06:08 U

() Skip inactivity

&

e pxdll c> Copy link

Event log

Browser: Chrome v117.0.0

Operating system: Mac OS X

Start time: Oct 9, 2023 11:02:13 PM GMT

Viewed Page with 2 matching rule

2 Pages with matching rules ~

00:03

Clicked Create Record Button

00:03

Viewed Everywhere Except Patient List

00:05

ed Create Record - Field One

00:20
ed Page with 2 matching rules

2 Pages with matching rules v

00:21

Activated DEMO: AcmeEHR NPS - Guide Only
Step 1

00:27
Activated DEMO: AcmeEHR NPS - Guj
Step 2 Resume auto-scroll




“When | look at replays, | see more than

numbers; It offers insights into how users
uniquely interact with our product.

It’s mind-blowing to realize how Replay
reveals these intricate user behaviors
patterns we never anticipated.”

Laura Richardson | Viooh | Replay Beta User

T " T 1 PIND'NI
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‘ The life cycle of
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Evaluate Launch

PENDOMONIUM 2023



acmeEHR Overview  Providers  Physicians  Patients

Search

Add New Patient Process
Improvements

Help us prioritize which improvement to
the patient creation workflow would
provide the most value to you.

PROGRESSIVE COMPLETION

Implement a progressive form
completion approach where us...
) Must have

Nice to have
Amy Jones O Not interested

h
Brad White

Patient Visits this Quarter Today's Patients

Tom Smith

Week 5 Weel Week 9 Week 10 W " Week 12 e e

James k

Enhance the workflow by
intelligently predicting and sugg...
Enrique Lopez O Must have
Billing Amount by Physician Reason for Visit % us
O Nice to have

Mohammed Kumar O Notinterested
$160k

$140k
Julian George
$120k 4 * org

$100k y 4 B [ 434 - Physical AUTOSAVE FORM PROGRESS
‘ \ \ ] Itai West

Imagine you're filling out a lengthy
I 304 - Clinical Jiah Degs online application, ...
898 - Acute ) O Must have
O Nice to have
O Notinterested

20293

SUBMIT

Made with & by Pendo Demo Engineering




Q Search Discover

Ppen

98 Dashboards Va]idate ®

B Product

(
| @ Validate ideas + Create idea

People Idea Tests Analysis
Behavior
Guides Everyone All Time - AcmeEHR

| piscover
: All Product Areas v  All Statuses v Created By v Any Importance v All Labels v Autosave Form Progress

® Replay Idea created by addie.jackson@pendo.io on Sep 30, 2023

= Topideas 88 Prioritize ideas Overview

Top 10 Ideas v by Votes v Apply page filters (O

17 14

Votes Accounts
Autosave Form Progress

Autosave Form Progress 28 Total ‘Must have' & 'Nice to have' Votes Sphinx Solutions = Adriana092523-3@S...
@ 17 'Must have'

® Must have

Direct vote from Validate Form Improvement Ideas
14 days ago

Smart Defaults and Auto-Fill
Pizza Planet Brooke090423-3@Pi...
4) Pendo Tools
® Must have
Pendo Products Direct vote from Validate Form Improvement Ideas

i i 14 days a
{§} Settings Progressive Form Completion

m (Demo) Pendo ... > Purrada David090423-3@Pur...

| Collapse 4 Actions } ’ ¢y Add a vote




Creating a feature

Promoting an idea to a roadmap will create a new
feature which will appear on the selected roadmap's
backlog and link it back to this idea.

Roadmap *

AcmeEHR Roadmap

Add to roadmap




< Back to Roadmaps Roadmap Backlog (2)

AcmeEH R Road map BETA | Give Feedback ‘ L ’ @ Share ’ & Backlog ‘

Roadmap for the AcmeEHR product, including Pam's team!

a Feature @ View

Medium Impact Feature

This won't impact every customer, but
will be very meaningful to a certain
segment.

< |a12024 Q22024

B Feature @ View

B Enhancements Super Cool Feature!

This is a great feature that would
o benefit every customer.
Localization s e

i % Autosave Form Progress

% Medication Management

Core Functionality

B Data Analytics and Reporting

[7] Telehealth Capabilities




Discover Validate

Business outcome

7\

‘ The life cycle of
building applications .
\e\ /luﬂd
A

Evaluate Launch
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& app.pendo.iofin-app-designer/latest/app/tagging/
@ ehr.pendoexperience.io

’ Manage Pages And Features

acmeEHR Overview Provid ysicians Patients
Features

CREATE RECORD

Suggested Features

List of untagged elements on this pa

Tagged Features
Patient Visits this Quarter Today's Patients List of tagged features on this page

Physician
Tom Smith 8261
Amy Jones 8548

Brad White 3872

Week 2 Week 3 Week 4 Week 5 Week 6 Week 7 Week 8 Week 9 Week 10

James Keller 6353

Enrique Lopez 8932
Billing Amount by Physician Reason for Visit

Mohammed Kumat 1860
$160k
$140k i
5k pufiaiteorad
$100k [ 434 - Physical

$80k \ \ Prescription ftaT We

$60k

- | “ iy ERaIEE

$0k

Lab

31422 & 5 20293 3593

1-9 of 100

Collected Outstanding

Heatmap




Tag Feature

’ €© Re-Select Navigate: |

© Create New Feature

acmeEHR  Overview  Providers | Physicians | Patients (] .

CREATE RECORD

O Merge with Existing
Feature Name *

Physicians Link
Patient Visits this Quarter Today's Patients
Assign to Product Area

_— @ No Product Area
Physician

Tom Smith 8261
0

my Jones Total Feature clicks
A alies 8548 in the last

24 Hours v
Brad White 3872 0 Unique Visito

6353 Feature Element Matching
© Suggested Match
Enrique Lopez 8932 Selecti

Billing Amount by Physician Reason for Visit election

[href="/physicians"]:contains('Physicians'):nth-chi
Mohammed Kumar 1860 Id(4)

$160k

$140k ey Rules using 'nth-child' tend to be unreliable due to

120k - Julian George 4758 (@ their reliance on element order.

Learn More »
$100k . \ [ o 3

\ I scription Itai West 6268 D Rule Builder
oo | 0o - Lab O Custom CSS
o 304 - Clinical

$80k X A

$40k ;) &

N \ Y y Juan Diego 9824

$20k = y B e :
— 898 - Acute Page Location

$0k

31422 54995 20293 35930 O Sitewide

Collected tstandi o 1-9 0f100 O Only on this page

‘ Tag Page ‘

‘ Exit ‘ | Cancel
Made with ) by Pendo Demo Engineering . 1]




Create Guide

Guide Name App Information

Name Your Guide * Select an app Guide Start URL

EHR Walkthrough O AcmeEHR & https://ehr.pendoexperience.io

%o (Super Only) Provide Lookaside Host ©

Start from scratch m Build with Pendo Al

Build with Pendo Al

Disclaimer: Responses generated by Pendo Al are not guaranteed to be accurate or complete. Please carefully review and validate the results before publishing guides.

Build a maximum 6 step guide in @ AcmeEHR to walk through a patient creation process in an EHR tool using a professional v tone| # Auto Generate Guide

Suggested Steps (5)
# Layout Content

Q tooltip Navigate to the Patient tab and click the New Patient button.
3 lightbox Enter the patient's demographic information, including their name, address, phone number, and insurance information.
3 lightbox Create a new medical record for the patient by clicking the Create New Record button.

03 lightbox

’ Cancel Launch Adopt Studio




Disclaimer: Responses generated by Pendo Al are not guaranteed to be accurate or complete. Please carefully review and validate the results before publishing guides.

Build a maximum 6 step guide in @ AcmeEHR to walk through a patient creation process in an EHR tool using a | professional ~ |tone| # Auto Generate Guide

professional
direct

Suggested Steps (5) expert

# Layout Content friendly
conversational

Q3 tooltip Navigate to the Patient tab and click the New Patient button. casual

3 lightbox

B lightbox Create a new medical record for the patient by clicking the Create New Record button.

3 lightbox Enter the patient's medical history, including their current medications, allergies, and past medical conditions.
(3 lightbox

Enter text to add another step

Navigate to the Patient tab and click the New Enter the patient's demographic information, including

X
Patient button. their name, address, phone number, and insurance Create a new medical record for the patient by clicking the

Create New Record button.

- information.
NEXT

‘ Cancel unch Adopt Stu
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Compose

Inbox
Starred
Snoozed
Sent
Drafts

More

Labels

Your NPS insights

DEMO: AcmeCRM NPS
September 2023

Monthly results for September 1-30, 2023

NPS score Responses Distribution

September Total Promoters 76.11%
ota
MoM Passives 0.88%

YoY Textual Detractors 23.01%

See this survey on Pendo

Summary of responses

Based on the users- feedback from the NPS survey, it is clear that there is a mix of
positive and negative sentiments about the CRM software.

* The lack of Al-powered features and poor machine learning capabilities in the
CRM software made it difficult to compete in the market.

* The lack of campaign management tools and poor customer segmentation
features affected the scalability of the software.

« Some users had concerns about the slow response times and lack of personalized



< Back to NPS

DE MO: AcmeCRM N PS 84 Add to Dashboard | v J { £ Manage subscription @® PUBLIC ~ ] soe

G Acme CRM @ Acme Lightning Guides v No Guide Category v Last updated by addie jacksol jo.i0 on 10/6/2023 a AM GMT

New AcmeEHR NPS

Overview Responses Views Settings Z Al activity log

Everyone B Last90 Days v All Accounts All Languages ‘ & Open Responses Tab J

In-app + Email v Setto Creation Date Analytics

Last updated by addie.j 0 endo.io on May 10, 3 4:15:45 PM GMT

NPS Score Promoter N... Detractor N... Responses (20) NPS Theme Distribution

Analytics (D Speed —— # Summary of responses e

19 Textual Responses 22 Textual Respons
Analytics

5240 Design NN Customiza ()

 The analytics dashboard in this CRM tool provides valuable insights on our
NPS Score 15 Textual Responses 4 Textual Responses

sales team's performance.

* The analytics dashboard is helpful, but there is a desire for more options for
15 Textual Responses 8 P o
> lextual Respor Others 112 Textual customizing the reports and visualizations.
5 . Responses
620 Responses
75% ® ' out . * The analytics dashboard in this CRM tool provides valuable insights on our
ngg’o”se of 827 Unique 4 Textual Responses sales team's performance.
Views

Mobile 0 Recap: The analytics dashboard in the CRM tool is valuable for obtaining
1T

@® Promoters 2, 465 75% Textual Response insights on the sales team's performance, although there is a need for more
Passives 214 2.3% customization options.
@ Detractors & 141 22.7%
Likes / 20 Textual 3
Niclikea Responses 20 resj AL y assigned by Pendo Al

‘S Regenerate [ © Copy |

NPS Monthly v




Create Segment

Settings

= Poll Response v All Apps v ® Primary Active NPS Survey v NPS Themes v Easy v Promoters v

Name
days
NPS Theme Response

Visibility
Everyone Only Me

Select Visitor Data

O Identified Visitors Only
(O Anonymous Visitors Only
O All Visitors

Eligible Visitors ®

2500

Guide Eligible
No ©

Create Segme~*




Pam's AcmeEHR Guide - DND
0 AcmeEHR B Add New v Education v

Walkthrough of the Add New Patient process - targeted to those who have
struggled with it in the past!

Settings Guide Metrics

Content £ Troubleshoot

Viewing: | English (US) v ’

® Preview Z Manage in my app

First, click the "Patients" tab in the main menu.

Then, click the "New Patient" button.

Next, enter the patient's name, date of birth, and gender.




Everyone B Last90 Days v

¥ Must Include (0) ~

Journeys for Completed Workflows (93)

Top Journeys All Journeys = Sort by Frequency

< Previous

3 33477 Attempts (27%) 4 452 Attempts (0.3%) 5 298 Attempts (0.2%) 6 279 Attempts (0.2%) 7 253 Attempts (C

steps - 1m 44s steps - 37s
R Add New Button R Add New Button & Add New Button & Add New Button [ % Add New Butto

7s <1s <1s <1s <1s

& Add New - Type SELECT [ Opportunities O Accounts [ Opportunities 1 [ Opportunities

1s 2s 26s 7s 1s

% Add New - Field One W& Add New - Type SELECT & Add New - Field One R Add New - Field One 2 'k Added New Op

6s 1s 29s 15s <1s

& Add New - Field Two R Add New - Field One & Add New - Field Two R Add New - Field Two =] [ Details Page - /

7s 3s 13s 7s

R Add New - Field Three R Add New - Field Two & Add New - Field Three R Add New - Field Three

6s 3s 35s 6s

-] [ Details Page - Any & Add New - Field Three % Added New Account & Added New Opportunity




pendo

Dashboards
Product
People
Behavior
Guides
Discover

Replay

Pendo Tools
Pendo Products

Settings

(Demo) Pendo ...

Collapse

< All workflows

Add New Patient Workflow

Home Journeys

Everyone B3 Last90 Days v

¥¢ Must Include (0) ~

Journeys for Completed Workflows (93)

4. Insights: We found 2 insights

MOST COMMON
49599 Attempts (41%)

[® & Add New Button
1s
W& Add New - Type SELECT

4s

R Add New - Field One

3s

R Add New - Field Two

Top Journeys

FEWEST STEPS
36 Attempts (<0.1%)

[® & Add New Button

18s

=) [ Details Page - Any

All Journeys

put Top Journeys m

QUICKEST
3 Attempts (<0.1%)

[® & Add New Button

<1s

& Add New - Type SELECT

2s

=) [ Details Page - Any

Select Pages & Features




pendo Everyone B Last90 Days v

Dashboards ¥¢ Must Include (0) ~

Product
Top Journeys All Journeys

People

Behavior +4. Insights: We found 2 insights about Top Journeys.

Guides
MOST COMMON FEWEST STEPS QUiCKEST

ST 49599 Attempts (41%) 36 Attempts (<0.1%) 3 Attempts (<0.1%)

Replay

4. Longest time between steps in the Most Common Journey X

Visitors spent the most time navigating between these two steps in the
most common journey.

Not what you expected?
1. Are important steps missing from this journey? Tag additional pages
Pendo Tools or features and add them to this journey.

4 R Add New - Field Three

10s 2. Are there bottlenecks? Revisit the process in Acme CRM.

pendo Products 8 . 3. Need feedback on how to improve the process? Create a guide to get
i -] D Details Page - Any feedback.
Settings

(Demo) Pendo ... Insight 10f 2 )

Collapse © 2023 pendo.io = Terms of Service = Privacy Policy by circleci at Fri Oct 13 19:52:33 UTC 2023




4 R Add New - Field Three

10s

<) [ Details Page - Any

4. Longest time between steps in the Most Common Journey X

Visitors spent the most time navigating between these two steps in the
most common journey.

Not what you expected?

1. Are important steps missing from this journey? Tag additional pages
or features and add them to this journey.

2. Are there bottlenecks? Revisit the process in Acme CRM.

3. Need feedback on how to improve the process? Create a guide to get
feedback.

Insight 1 of 2 o
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Innovations throughout the lifecycle 9

-Discover> Validate> Build > Launch > Evaluate> Iterate ,

&) Analytics

(] Guides

& Feedback
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Innovations throughout the lifecycle 9

-Discover> Validate> Build > Launch > Evaluate> Iterate ,

&) Analytics

(] Guides

< Replay

@ Discover

<= Data Sync

Al
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A history of innovation and growth

(® Session Replay

|:| Cumulative events tracked in Pendo (Trillions) |

@ Mind the Product @ Discover
Acquisition
Experiments +;,Pendo Al
16 Product
Penqo Engagement Score Data Sync &
Lzl Validate
12.5 @ Pendo for
il Employees
D/ Feedback

[I] The Product-Led
Organization
= NPS

E] D | Visual Design Studio

s

Pendo Free

7.5 Analytics & Guides Insert Acquisition

Receptive Acquisition

2013 —H— 2017 2018 2019 2020 2021 2022 2023

’
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| .

Join us at the Pendo
Product Village
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http://www.youtube.com/watch?v=FIAg7crq16E

Thank you!
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