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● Co-Founder & CTO of Balboa 

Solutions

● Pendo's Business Impact Award

● 10+ years working with Pendo

I built a career connecting human 
insight to business success



Why a CoE matters



Center of Excellence (CoE) (noun)

A centralized framework within an organization that establishes and 
promotes best practices, standardized processes, and shared 
resources around a specific domain — in this case, Pendo.



Center of Excellence
ASSETS

EVENTS GUIDES METADATA

Tagging procedures Templates & themes

Approval process

Metadata sources

Metadata limitations

Naming conventions
Audit scheduleOwnership
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“Submit Buttonˮ

“The submit buttonˮ

“Submit Newˮ

“Submit Dashboard)ˮ

“Projects ~ Submitˮ



3 pillars of proper naming

Clear
Easy to understand using 

language recognized 
across teams

Concise
Brief and streamlined while 

still preserving the core 
meaning

Contextual
Specific enough to show 
what the event relates to 

and where it happens



Naming examples

PAGES

Page > Page
Ex. Settings > Account Settings

FEATURES

Page > Page ~ Interaction] ([type])
Ex. Settings > Account Settings > Edit Info (button)



Why a Guide CoE Matters







Center of Excellence
DREAM TEAM

Pendo Admin

Analytics Team Lead

Technical Expert

Governance Lead

Guide Approval Team

APP LEVEL ORG LEVEL

Technical Lead

Communication Lead



Center of Excellence
DREAM TEAM

Head of CoE

Technical Lead

Communication Lead

ORG LEVEL
Pendo Admin

Technical Lead

Communication Lead

APP LEVEL

Governance

Escalations

Guide Approval Team



Center of Excellence
Responsibilities

Pendo Admin

Technical Lead

Communication Lead

APP LEVEL

Guide Approval Team

Tagging / Audits

Install / Metadata / Track Events

Approve Guides

Themes / Templates / Process





Why a CoE Matters



Thank you!


