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Todd	  Olson	  is	  co-‐founder	  and	  CEO	  of	  Pendo,	  a	  product	  cloud	  that	  helps	  product	  
teams	  deliver	  software	  customers	  love.	  A	  three-‐time	  entrepreneur,	  Todd	  has	  
experienced	  the	  highs	  and	  lows	  of	  running	  fast-‐growth	  technology	  companies.	  The	  
inspiration	  for	  Pendo	  came	  as	  Todd	  led	  the	  product	  team	  at	  Rally.	  With	  no	  product	  
usage	  data	  available,	  he	  struggled	  to	  decide	  which	  of	  the	  dozens	  of	  feature	  requests	  
that	  hit	  his	  desk	  each	  week	  were	  worth	  the	  investment	  of	  time	  and	  capital.	  The	  
company	  has	  since	  raised	  $56	  million	  in	  venture	  capital,	  landed	  more	  than	  500	  
customers	  and	  now	  employs	  170	  people	  across	  offices	  in	  Raleigh,	  San	  Francisco,	  
New	  York	  and	  Yakum,	  Israel.	  It	  was	  named	  a	  Top	  50	  U.S.	  Startup	  by	  LinkedIn	  in	  
2017.	  Todd	  prides	  himself	  on	  his	  product	  background,	  and	  the	  knowledge,	  
experience	  and	  empathy	  it	  lends	  to	  customers	  of	  Pendo.	  He	  frequently	  speaks	  at	  
industry	  events	  on	  topics	  like	  Agile	  software	  development,	  product	  management,	  
startup	  fundraising	  and	  entrepreneurship.	  
	  
	  
	  



All You Need Is Love!

Todd Olson
CEO & Co-Founder
@tolson
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Welcome to the Age of Product Love
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Where is your bar?
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Word of mouth
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What is Love?
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First…it’s not...



Delivering Peak Moments

All you need is Love!

Elevation

Pride

Connection

Insights
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The Hook Canvas
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Take care of early adopters

All you need is Love!



Creating Love
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Kano Model of Prioritization
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Measure and Improve NPS
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1 MILLION
Customers

5 YEARS
Ethisphere World’s Most Ethical Companies

#268
Fortune 500

19,000 
Team Schein Members

15 YEARS
Fortune World’s Most Admired Companies

2016
Cellerant Best of Class Technology
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Massive NPS increase

+ 43 points
in 6 months
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• Built a referral network from 
promoters segment in 3.24 seconds

• Sales wanted a periodontist using our 
product to act as a reference for a 
prospect…

• I found an NPS promoter that was also 
a top 10 user of our periodontal 
feature
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Promoters are
reference accounts



Eliminate Frustration

All you need is Love!

71%
of consumers ended a business 
relationship due to a poor customer 
service experience 

61% 
of customers take their business to a 
competitor after a poor customer service 
experience
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What can you do?



Customers will never love 
a company until the 
employees love it first.

Simon Sinek
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In order to be a great place 
to shop, we must first be a 
great place to work.

Jo Natale, VP Media Relations, Wegmans
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Support is a great resource

And be responsive.
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Test with REAL users



Product Love is All you Need

All you need is Love!23

Focus on providing peak moments for your users.

Take care of early adopters.

Own your own happiness for yourself and your team 
-- you’re customers will ultimately benefit.

Set your bar at Love!

1
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Is your product Love-Worthy?
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US Best Selling Cars In September
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Tesla vs Luxury Auto Brands -- September 2018 USA Sales
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Tesla
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Thank You!


