CHRISTINE ITWARU

Lenny Rachitsky



— Christine Itwaru « Lenny's Podcast

Christine Itwaru - YEXEE

This is the complete bilingual transcript of Lenny’ s Podcast featuring Christine Itwaru on the topic of
Product Operations (Product Ops).

[00:00:00] [Christine Itwaru]
English:

Speaking as a former PM, | would not ever give up spending time with customers and watching their pain.
That's how | fell in love with product was | saw my internal customer 12 years back now fighting with the
keyboard, fighting with the mouse, and | was just like, "Oh, my gosh. What's this guy doing?"

FRCERIR:

ER—RAIFREE (PM), BKZASHRFAREESEABLHNEMNES. XMERE LFRHNERER
— 1257, HEINKNAMBEAERBEMES B, HIUEMAER: KW, XRUWEFHA?”7

[00:00:23] [Lenny]
English:

Welcome to Lenny's Podcast where | interview world-class product leaders and growth experts to learn
from their hard won experiences building and growing today's most successful products. Today, my guest
is Christine Itwaru. Christine is a long-time product ops leader at Pendo, a role that she transitioned into
from product management. I've been hearing more and more about the rise of product ops and I've never
really understood what the role was until | have this conversation with Christine.

FROCERIR:

SRIMRE] Lenny BIER., EXE, BERHHALN~RMEFIEKER, FZIMNEMERIEKYSHRMN
IR EERRMNEZN, SKMNERER Christine Itwaru, Christine & Pendo FRM=5izE (Product
Ops) famiA, M= REERAZREIIXMEEN, REREZHITEIXT “TREE" MENES, B%F
5 Christine Mz 8, BMREEERXMABEIREMI A,

[00:00:49] [Lenny]
English:

We dig into what product ops people do day to day, where the line is between their role and product
management, whether you should consider getting into the role, whether your company would benefit
from product ops. We also have an interesting discussion around whether ops roles in general are a sign
of inefficiency at your company. | learned a ton from this conversation and Christine is awesome. So, with

that, | bring you Christine Itwaru after a short word from our wonderful sponsors.

AR ERIE:



ENMTRNRI TEREEAGHWBELIE. tISFREBEZENRER. FRERIZE EHNXNTR, UK
RN RBEREREMTBEEFRE. Bi1TEHTT —17EBHITIL: TEXMAE (Opsroles) WHNIEEEE
EREQATDUEMRT. BMAXRIHEFZEITRZ, Christine IEER. ERTHEBIRNEENASE, LFHNE
NFFIAS Christine Itwaru BI33iE,

[00:01:15] [Lenny]
English:

This episode is brought to you by Amplitude. If you're setting up your analytics stack but not using
Amplitude, what are you doing? Anyone can sell you analytics while Amplitude unlocks the power of your
product and guides you every step of the way. Get the right data, ask the right questions, get the right
answers, and make growth happen. To get started with Amplitude for free, visit amplitude.com.
Amplitude, power to your products.

Are you hiring or on the flip side, are you looking for a new opportunity? Well, either way, check out
lennysjobs.com/talent. If you're a hiring manager, you can sign up and get access to hundreds of hand
curated people who are open to new opportunities. Thousands of people apply to join this collective and
| personally review and accept just about 10% of them. You won't find a better place to hire product
managers and growth leaders. Join almost 100 other companies who are actively hiring through this
collective. If you're looking around for a newer opportunity, actively or passively, join the collective. It's
free. You can be anonymous and you can even hide yourself from specific companies. You can also leave
any anytime and you'll only hear from companies that you want to hear from. Check out
lennysjobs.com/talent. Christine, welcome to the podcast.

AR ERIE:

ZEATYE B Amplitude 288, SIRIRIEFEERDITHRALAZA Amplitude, {RIERBMANE? EERRESRL RS
IR, {8 Amplitude BERBIIR= mBVAE, HIESHRENES—T. REUEMNEUE, REERRE, 2
EHRBNESR, IEKAE. REFIBEM Amplitude, 353518 amplitude.como Amplitude, ARV iR
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REEREE, AREIFHIVIE? BILWMHIER, EEE lennysjobs.com/talent, WNRIREIBIELEIE, (REILL
AMFEMISEREIALRIE. EEIHANSBREAL. BT LEANARIBMARXNAZE, mED
ARBEIZBEEHEAL 10% BIAN. (R EILLX B4 aIth 75 R IBES == A IRAE KM 7o AN 100 RIEBED
BT ERRIBEN AT, MNRIRETESEEIMIIFNNS, BEMAZIDTALE, EBREN, RAILL
REBER, EEALMEFEQRRBECS. MiaUMEY, FAISWEIRBMBIATMNES, B
lennysjobs.com/talent, Christine, JUHIREIEZR.

[00:02:37] [Christine Itwaru]
English:

Thank you. I'm so happy to be here, Lenny.
R EE:

B Lenny, HREMAEREIXE,

[00:02:39] [Lenny]

English:



First of all, | just wanted to give a big thank you to Ben Williams who is a previous guest on this podcast
who suggested you join this podcast and who connected us. We were chatting earlier and you said you
have a story about Ben. So, what is that?

AR ERIE:

B, HERORS Ben Williams, B XBERZHNER, BEMWEWRSNTEHERSG 7 &1 BRI
KBS, fRIRIRE—1XT Ben BUEE. BEHAHE?

[00:02:51] [Christine Itwaru]
English:

| do. Absolute thanks to Ben for connecting us. So, when he made the intro, | was super excited, one
because it's you, and two, because | love hearing from Ben. | was like, "Oh, great, he's doing all these
wonderful things and whatnot." | just remember in that moment, my first conversation with Ben, which
was really early in the days of starting product operations at Pendo and we were going through all these
just really crazy things that he was going through and his team was a customer of Pendo at the time. He's
sitting there just staring and | was like, "Oh, you're okay?" He was like, "Yeah, I'm fine. | thought that | was
just throwing them off at every return."

AR ERIE:

M, IFERM Ben BI51%F, HMNBIATNRE, FiBFHE, —REAZM (Lenny), —ERENEENRIA
Ben BYILA#, LR “XKEFT, MIEEMXASHEELNER.” HICEHR—%), &5 Ben BIE—RIXIE, B
i Pendo MIFF GBI~ miz ERAENF . SRBNETITIEMEHIARLERENES, MWHENSNE
Pendo B9& . thAL7EAR)LETEE, FKial: “BL, fREFIE? ” M. B, FTrF. RUARBRRIREBE
(et TANEL.”

[00:03:28] [Christine Itwaru]
English:

He said to me, "I bet you I'm not the only person who has these questions and | bet you I'm not the only
person that's thinking about all these problems that probably seem very normal and natural." | don't
know. All of us are going through this. This is why I'm building product ops here. But what he said and he
was just like, "I really think there are a lot more people that you need to talk to about this stuff." It's just
full circle. I think he connected us and he was one of the reasons | started to say... One of the best things
that my first boss product always told me was, "You have to find a way to give back." When he said that to
me, | was like, "l wonder if this is one of the ways that | can start to give back to the product community."

AR ERIE:

xR “HEETHE, RFEE——TAXLERANA, RHEFTE, BT —— IMEREXEEMNIFEE
EEMBARNRMAIA" HEE, #E, RIFFEASEELXE, XMEREXERI~REENRE.
BftiEaR: “BRENANRFENESHANPIXLERAE” XMGEE—TERHVER,. RESMERT I
i, tERHFRAREBENRRZ— - HE—ETREESIFRNREFEN—DERE: RO EIEIRNT
o HtbHX AW, i “BFFXESRRABLEIR~mit KBSz —"

[00:04:08] [Lenny]

English:



Awesome. Well, here we are, and obviously, we're going to be talking about product ops. You've been in
the product ops role for seemingly feels like as long as the role has existed. I'd love to know when you
think the role actually and we're going to talk about just when this spurred happened in product ops. |
hate this term, but it feels like you're a thought leader in the product ops space. I've never actually
worked with anyone in product ops. I've never had a product ops team, so | have a ton of questions. |
imagine many people listening also have and are also just curious about this emerging role.

FROCERIR:

KiET. Ba, BITSKREAREZWH~RIEE (Product Ops). fRIBEEXMAEMFEELNXAEEFEENN
B —HKT. REBHMEMANZITABRERTAMEEIIN, ZNEERINETmEETABRELTIE
Ko BAIWRXME, EREMRMETmEE T BRSO . ALFLIMREFREZEAREGED,
BMREI=mEERR, FIUKERZME. ZFRRZSARBERFER, HENX N ABRELT
B

Il

[00:04:38] [Lenny]
English:

So, what I'm hoping we do with our chat is to help people understand, "Do they need a product ops
team? Would that be beneficial to their company? Whether people should be consider moving into
product ops, whether they're in PM or something else right now, and then just generally helping people
understand this emerging role of product ops." Does that sound good?

FRCERIR:

FREL, BHZBEIRAIBVIR, EHEMARER: "“MNESHZE—1TmEER? XHtINAREFL
13? MIBREBNIZEEEA~mEE (TetIMER PM EZEMERM) ? UREAE LB ASKIEHEmIE
EXMNHAR” ITERAILG?

[00:04:56] [Christine Itwaru]

English:

Yes, thank you, number one. That was really kind. Two, yeah, I'm happy to dive in. Yeah.
R EIE:

T, BREER, (RREST. HR, HRREERNRIT.

[00:05:01] [Lenny]
English:

Okay, sweet. So, | think we have to start with the basics. What's just the simplest way to understand the
role of product ops, especially in relation to product management?

FROCERIR:

Y, KET. BEAKNSMEMFE. BE~ RIS
(Product Management) BJXZ?

il

AEREENARENA, KIRESTFREE

[00:05:11] [Christine Itwaru]



English:

I've had many ways of describing this in the past and it generally centered around the ladder of what I'm
going to tell you or the second part of this, but I'm breaking it down now into two simple things. One is it
is a thing you do. Product operations for a VP or a head of product or a product manager is the creation of
some system that allows you to thrive or allows your team to thrive in product management. The second
is what we've seen more of over the last couple years, and it's the more common definition.

FRCERIR:

SERBERSMERSN, BEEXERETRERNE D, ERATLESBAR M EENGEH. F
—, BB “MMENE" . WTRISE. FmARARTREERY, TRizEREIBEMARS, LRI
MEE~ mEETREBEILR. £, BERNEIE/NEPEINESER, BEEE LHEN.

[00:05:44] [Christine Itwaru]
English:

The emergence of the role itself is why it's so common. It's a person or the people, the group of
individuals who are strong partners to the product manager and then for more mature product ops teams
end up people being more strategic advisors to the head of products. So, your CPO or your VP again.
When it comes to data, qualitative, quantitative, anything that they feel can help the CPO or the head of
product make more strategic decisions and well-informed decisions.

FRSCERIF:
XMABESHNERMECHNLEBNERRE, E2—MAS—BA, M2~ RIFENBAME; WNTFERM

WrF=RIEER, XEARERATRATA (90 CPO L VP) HIKBEERR, WREIIE. EESH. E2
I, UREEMITANEEREB) CPO S~ mi R AL E AR, BT RENES.

[00:06:11] [Lenny]
English:

Got it. It feels like there's been this big inflection and emergence of the role in the past couple years, past
few years. I'm curious what you think triggered that and if that's true, if it feels like it's just emerged in the
last couple years and then just like why do you think that has happened?

FRZERIE:

AT, BEEIEN/LEE, XTABHIRT —TEANZANEL. HREFFMIANZAABETX—
R? RXHLEELEA LI, RN ATREXMIER?

[00:06:28] [Christine Itwaru]
English:

This is interesting, because as a former product manager and product leader, | don't think that things are
new. Absolutely. When | go back to the story about Ben, I'm like, "No, none of this stuff feels really
interesting and it's just stuff that we had to deal with in product." So, the problems have always been
there. | think maybe that is because | have a product background. So, | felt that pain very acutely, but |
will say for the majority of people | always speak to who don't have that product background, they're
coming from consulting or from technical success or from some other group marketing maybe, it does
feel relatively new because they're starting to dive into that space a little bit.



AR ERIE:

XREB, AAFA—RITREENTRNTE, HTOANXEZBREEHN. EWFE. HFHEEE Ben
BUEERRY, BERF: F, XERAEHIHAHE, RZ2RNEFRIIFPLITENER” L, RE—E
FE. FEXARRANRETmER, FURIFEHHRMRZETRHES. EXNTREERRHASHR
BrmER AR —i1I kB &8, HARKI (Technical Success) SEMER] MNHIHEH) —
XHSERRGTARX AT, B NIRIFFE B N ido

[00:07:06] [Christine Itwaru]
English:

But | will say that for me in particular at Pendo, it was the summer of 2019 that this really picked up and |
remember a colleague of mine, shout out to Shannon. He's no longer with us, but he is one of the original
people on the Pendo product team. He said, "I think this is the summer of the birth of product ops." | just
started laughing and he was like, "I'm telling you, it's everywhere." All of a sudden, everybody's just like,
"We need something. We need to make product better." | thought that was awesome because we had
already started talking about it.

AR ERIE:

BREHR, WEMAMS, 327 Pendo, 27 2019 FMNE X, XMABEIEFANER, KiZERN—
fiilFl%, [ Shannon M (hELF7E Pendo 7, {EIE Pendo =mHAIPAMTEZ—), Mii: “FIAAX
B TREEREZE J BRTHMABRKAE, MhiE: “WERER, HAER. RAZIE, §PABEIR:
‘BIFE—LARA, RNFBULFREEEN.” BRGXXET, BARNMNZAEEHBITEXEET.

[00:07:44] [Christine Itwaru]
English:

So, it took me a bit to understand what was going on across tech that was making this thing so big. I'm
very grateful because we have so many great customers that reach out and say, "Help us understand how
you're doing this." I'm like, "Well, help me understand what's going on." So, for me, it went beyond the
problems that we would solve as a product team with the Pendo product. It went into, "How can we help
you as an organization solve pain that you're feeling within your product team that trickles out to the

business?"
AR ENIE:

FRUERT —RNEEEREMMIETULAETHA, IEXHFER/IMNLEE, RIFEREH, EARIMNERS
MB/NEFAKRTNGR:  FBRNEBENEEAMT@EEN” R “BEIFERERMTIIBLRET
fF4o” FrLA, ESKR, XBE T HNFA~mEIAER Pendo 7 MR RBIRIE, CEMEIT: “FflW
REBRIIER—TAER, R REPARSBREREIN. ARLRAESEERRES? ~

[00:08:07] [Lenny]
English:

That's interesting. That was the summer of product ops. What happened there? Why was there a summer
of product ops? Why was everyone starting to get excited and creating product ops teams?

FROCERIR:



RE®, B2 TmBEZE . SNRETHA? AFAZHIAXFE—TEX? AftASTASFEMEH
Bl mzEHR?

[00:08:17] [Christine Itwaru]
English:

Yeah, I'll dive in. The customers started to come up and we started to feel it a bit more and | felt like there
was this huge need for a voice of customer management and synthesis of both this qualitative and
quantitative data as a theme that | saw arising across our customer base or even just folks that were
reaching out about this role as they saw Pendo was putting it down. There was a lot of pain around
internal alignment in general, transparency to stakeholders up across your revenue team members. Then
for a lot of people during this time, growth was a massive propeller of the need for product ops. |
remember just sitting here in this office and getting these random...

FROCERIR:

T, BRARNHIH. BRPFRREREER, RINBFIBERIMBRZIX—n, HELE, TRITNEF##
h, EEEMPLEEER Pendo THZABBHKARKINNVAAR, HMT—IMHEANER: X “BFZE" (Voice of
Customer) BIEUNEMMESHIBEESDPITHNEATR, BBEEFEEXTRIXFT (Alignment). x3F]z48
%% (Stakeholders) LUIREANEKHEP (Revenueteam) FEHEBESEIES. b, FTHIREZ AR
W, “EK BrmEEERMEXEDNN. RCEMLEXMDRIESR, WEXLLEREA-----

[00:08:58] [Christine Itwaru]
English:

Every industry almost was like, "Yeah, I'm thinking about doing this and | really need to do this, the
pandemic, blah, blah, blah." Because it was growth during the pandemic, especially within industries
such as home furnishings and making their living space a whole lot better. All of a sudden, we started to
see that rise, but we were all experiencing this massive amount of growth across some of these startups
and really rapidly growing companies. We're also moving more towards these product-led tactics,
product-led growth. All of these things | feel like made this perfect storm for product operations to come
in and start calming things down.

FROCERIR:

NFSMTLESER: B0, REEZREXT, RENFTEMXT, BARBEFRER" RNEFEHEL
RTHEK, FEREREERFILEE=RERFEFITIL. RAZE, HITFEEEXMEK, BRIME
AR AR MREE KO QABMALHXMEBELNIE K, ZMNEESMEE~REREREE (Product-led
tactics) M=mIBENER (PLG). IEEAEXLERZHEMR T XY “TENE™ , LF@mEETUNTNH
FHQEEIRE Eo

[00:09:34] [Christine Itwaru]
English:

| personally believe there's this natural evolution that happens at any mature function when it starts to
grow in an industry and across an organization. So, think about marketing or sales. This just started to
happen with product managers. For me, | was sitting there going, "Well, you can appoint a PM to liaise
with other ops teams and the business, but at what risk?" Their product portfolio, the growth and
adoption of their product, all these goals that they have to hit today in order to build a better tomorrow



for their customers. So, | feel like that was the moment to say, "Okay, how do we give them the structure
that they needed to thrive?" Because the CPO is in charge of so much more than product people have
historically been in charge of, right?

AR ERIE:

FNOANINA, EEEARIRER AT UMARFFIBLREN, BEHXMERAEL, BEMHEHENH
&, FmBZEBUARZHX IR, WK, HENLERER: “YRALUIEK—2 PM RKAFTSHMEE
FIAML S5 EBITERSE, EXPLRHA? 7 KNEREMNNFRES. FaiitEKMIRA, URtiIATHEFE
EBERFHARMOATESRAMBIFAE BT, PRI, REFHPEMMER: “FE, (TN EatbilRAZES
RRFRENE? 7 RAMER CPO AFRMERBLHLE LR ARTNESRFS, WIE?

[00:10:17] [Christine Itwaru]
English:

I'll probably talk about Marty Cagan several times here. | really do admire and respect him, and | think
one of the things that he always talks about is future teams versus high performing teams and focusing
on outcomes. CPOs went from deliver, deliver, deliver to really increased business metrics or just help
drive the bottom line versus just really look at the product. You really have to figure out what that means
for the product team at large.

AR ERIE:

KA EXE ZRIRE Marty Cagan, HIFERMMEEM, FHINAMEE XK ICH—HER “ThaeEN”
(Feature teams) 5 “BSEABN” BIXE), MUK “AR” (Outcomes) BYXiE, CPO RYERSI MEAIRY
‘T, 9. B BT HEERAWSIENR, EEBEDFDEK, MAUEITE~RE. REMN

Fa XN mEIPAREE 4o

[00:10:45] [Lenny]
English:

Got it. So, the way to think about this role, because | imagine most people haven't ever had a product ops
person in their company is there's a slice of the PM role that companies are finding is valuable to put on a
different person that has different skillsets that can take this endless load that PMs have. PMs have so
many things to do and their job is so full of responsibilities that there's a sliver of stuff that a product ops
person can take off. I'd be curious too and feel free to comment on that, but I'm also curious, you
mentioned a few specific things that the product ops folks do.

FROCERIR:

BAET. FLL, ERXIMABHNARN (AARBRSHBANARNEMREITREEAR) B AFLM, ¥
PM ABHN—EDTI0 LK, REABREKREAEGHNZ—MAZRRENER, XFFILURE PM & EXIER
M8, PM BXZHEBEEM, RRNLES, UETE/NBDILEAIUBEFRIZEARRKDE, HBREF
&, WML RFRITIE, RN RET =mEE AR LGEFSEE,

[00:11:19] [Lenny]
English:

It'd be cool to just go through a bullet list of just those sorts of things, like you said, responsible for voice
of the customer, pieces, alighment across stakeholders, whatever. If you could just go through some of



those, that makes it really concrete | think for people to understand wow, this person that could have
someone do all these for me, that'd be amazing.

AR ERIE:

NREEFIH—NBEEMAE T, SMEMRE, 1R “FRZE" | AmBXENTES. MRIFEEFATIZE—
L, BEXRUAREGIEZEFNINR, ZIRF: ‘I, MRBEARERMXLESE, BRAET.”

[00:11:37] [Christine Itwaru]
English:

In some ways, I've got this question a lot from product managers who are concerned about the rise of this
role or product leaders who are concerned that it was going to create some controversy or friction
between product ops people and product managers. The way I've coached people to get around that is
really, "What are your people responsible for? What are you holding them accountable to? Are you
holding the product manager accountable to elevating these strategic insights so that they are going to
elevate it to everyone else and then everyone else is going to go out there and build thing and drive the
value or are you holding them accountable to truly understanding the customer in whatever way
possible?"

AR ERIE:

AREMEEL, REEMNTREEBEREXNEE, HIHEOXPTEEBINE; RETRASEROXIE
FmizE ARMFREEZ B EFNHER. BIESFAMIBRXNEENGERZR: “MNRIAFRMTA?
Rt TNt ansz? FEILFREEATIRAXELRERD, UERIMMEECEGHEMAN, AREMAE
EF mARMMME; ERIRLANAEUERTENAREEREZF? 7

[00:12:15] [Christine Itwaru]
English:

Especially going on and talking to the customer, please don't let anybody ever take that for granted.
Really spending time with their engineers and the customers in order to drive a better experience. So, if
they've got to spend all this time, which is our most valuable asset with those two entities, everything
else still has to give. So, | think that yes, there was a point of friction, but | feel like now it's been a nice
change where I'm seeing people in products saying, "No, | want to do product ops now," who was a
former product manager. The second part of that, you said, let's go through the list of tactical things. Yes,
voice of customer management is definitely one of the things that we're seeing more...

FROCERIR:

BB ENER R, BAREABLEAMANAXZEMMEAN, BEENESIREMMNEAE—HR, UIEL
BEFIALE, WMRMNBITRRNZRERNAS —BE —EEXRNEEL, BAEMSBEMAIILAL
FRLL, FIANREH, BEEIEERR, BRE/AERET —MRIFNEN, HEFFRTHBIA (LETE
PM) =i “F, RAEBMT@RIZE.” XFMIRHNEZID, LHEMNI-THAEENESR, 20, &
PzE" ERAeNERNEINERESZH. -

[00:12:54] [Christine Itwaru]

English:



| don't want to say mature because then | feel like I'm seeing mature of your peak, but the ones who have
matured a bit, | feel like they are focusing more on the voice of customer elements. So, quantitative
analysis, qualitative, bringing all of these different inputs that would traditionally be handled by product
manager through looking across the aisle at their PM or looking at different data sources to the surface
when they're going through their product development lifecycle planning, and really figuring out too
what that balance is. | think there's an art. You can do voice of customer in two ways.

FROCERIR:

HAEA WA XME, BABRRREGRETNFIERS, ERLEELE—ERRNHEI, HEAFMINES
WxE “BRZE WER. BEEEDR. XD, BEMAXELK LR~ mIBELENRERAN—
BB TME PM HEEFRANSIER, EHTmAREREL (PDLC) MIIFHEXLE(EBIFHKE, H
HEFBRTERERR. HWUNAXZ—HER, RAILLBIHMASIRLE “BRZE" o

[00:13:27] [Christine Itwaru]
English:

You can do it one in this process way where you're feeding it to a really mature longstanding product
team who has switchboard product or you have this voice of customer thing that you have to do for
teams that are actually building something new. They're really trying to move fast, so how do you really
get them what they need in order to experiment and iterate on the next thing that they're doing? That's
one aspect. Another one is tooling. We see this more for folks who don't yet have tools under control in
their product org. I'm not saying everybody has this, right? We had someone at one point handle
whatever tools connected to Pendo and make sure that those systems are set up for maximum outcomes
for the product manager.

AR ERIE:

—MEREUNAR, MBEERRE—TIFERA. KEFEENFREAN; S EENETEYRN
HfA. MEERRRSRR, FAURINAEENMIHRESSRAMEN TS TERENER? XR2EP—1FH
Ho Z—1MAEELRAKR (Tooling), HINBIXESMALEAEILSRARNBTAEKRFEERIEHE
REe HABRENAMBEXNEE, WIE? HAEZTTRALES Pendo EENFIETAR, HBHRXLERS
HI% B RE N A ET REANF H,

[00:14:10] [Christine Itwaru]
English:

So, Pendo's connected to Salesforce. We're connected to Looker. We're connected to all these different.
So, what does the product manager need to achieve out of all those things that ultimately drives our
experience for Pendo ourselves? We get very meta here. That person was responsible for that. That's all
also a part of the data component. The other things that we're seeing are more of along the lines of
content strategy and being really intentional about making content and education a part of the product
process and the delivery process. So, taking a look at how they maximize the outcomes from the outcome
that the product manager is driving so that they can help increase retention, growth, and all of that good
stuff for the product.

AR ERIE:

Ebdn, Pendo iE# T Salesforce, & T Looker, EHETAIEXERBMNAS, B4, FTREAEFEMNXLET
BhiREMHA, MNMERZAEsNFH] Pendo BERAR? XIFEXRRE “7v° (meta)s BBNMAFLIMTXLE, X2
BUEAEN—Z D, BNEBINEMEBREZEZEXTARARE, FRIFEEERIMMBEABRHMEBE(EAFT mRiz



MRARIEN—EB7. Ftt, HARMITNEAMNTREBERRERPRALT L, NMEBRES” mEE.
IR LU X AT H51T.

[00:14:57] [Christine Itwaru]
English:

So, those are some of the things that we're seeing. Then there's also this component that happens or this
piece of it that happens in the beginning when you're standing a product ops for a product team that
does not have much process in and that's the process piece. That's the bit that's a bit controversial,

because folks are like, "Is this just program management? Is this just a different flavor of agile?"
R EIE:

FRUL, XLERBHNEIN—LEE, Lo, TE—NAERIES, HEREA—DEE RS HREN REARIL
FmIZEVRARAENEE, BHME RE 5. XBRERFWNES, BAAIRE: “XFREHEE
2 (Program Management) 5? XAmMES—MERXNSEE (Agile) 15?7

[00:15:20] [Christine Itwaru]
English:

So, what we're seeing is this, what are these folks doing? Are they managing and facilitating the product
development lifecycle? Are they doing things with the rest of the organization? So | feel like this one's a
little bit up in the air. Some are actually agile facilitators as well, but | am seeing emergence of some
companies that have the program management team under the product's umbrella to help with this
massive amount of things that they have to manage across the board.

FRCERIR:

FREL, FMNEBENR: XEARREMAA? MNREEENREHAT AL ERERAG? MIRESHRR
REBDIED? HREEX—REERFTHRE. BLEAKF EBEHERHE (Agile facilitators) , @?ﬂz%:]—
LENTFEET B EERABESRENNET, UEBA RIS mEEREEES

[00:15:49] [Lenny]
English:

Oh, that's a really interesting point on the last piece. | want to dig in on that a little bit just to summarize
what you shared. So, some of the key roles of a product ops person, there's this voice of customer
element and just to understand what you mean by that. The team is aggregating feedback from
customers and feedback from the customer support and sales and things like that and sharing it with the
product manager to give them clear conclusions and takeaways so that the PM doesn't have to sit there
and filter their data. Is that a way to think about it?

AR ERIE:

B, RE—REBEB. HERIANRN—T, IMELSLE—TMRIENAS. Fil, FREEARKN—LEXHER
REE: BAR ‘BFRZE EFR. ATERMFHER, XTENEETLEAREEF. BPXZE. HESEER

BRRG, ARESZESLFREIE, REBWMNESICNER, X PM AL FELEAELIEEET? U
XEFIRRRG?



[00:16:19] [Christine Itwaru]
English:

That's one part of it. We actually developed this really cool way of doing it here at Pendo, which is the
transparency is a word that we love here. What we found that there was just not this need for the revenue
org to be transparent and say, "Hey, this is what we're hearing. Product people, please listen," or vice
versa. Here's what we're doing for your customer. There was this interesting moment where we realized
that our sales team was screaming for something and our success team was screaming for something
else, but [inaudible 00:16:46] looking at something else. So, they're all wonderful relevant things that our
customers wanted, but we were like, "What if they're aware that they've got all these amazing things and
they're talking about it separately?"

FROCERIR:

XRARHEHP—ED. F{7E Pendo AR T —MIEEEERNGE, “BRE" BHMNXBIFESRH—ME. i)
R, EWER] (Revenueorg) IAHARSELERFERHR: 18, XBHRNAEIORE, ~amifpiRE
FER—T" ; RZTA, “ZRHRNAMIIOZFAFHEE”  B—TEENZ, BITRIRFHEEHAEW
FREHEE, BIHEBA (Successteam) 7EMIFS—HE, MA~mEBBAEXIRNER, XEREFABVEN.
FEFEEXNER, BRI1E: "MRMNSIRBSFEEXASHRA, AESFITE, PRELAD? 7

[00:16:59] [Christine Itwaru]
English:

Our PMs, they would get the whole readout with us, but we brought those folks in a room together. It was
really cool because | think our head of professional services team at one point was like, "Whoa, this could
truly impact what we do from an onboarding perspective and now we have this data. Then how do we
then strengthen this area and the product?" So, it wasn't just about the components. So, | don't know if
other companies are doing it like that, but | was very proud of the way we ended up doing that here. But
the PM got risk data, high-priority deals, feedback from our feedback product. What are we hearing from
prospects versus paying customers. What segments are saying what?

FROCERIR:

FA8 PM A —EIFERTTRAVCHR, ERIMMBEXEARE—TEEE, XENRE, EAHIZERIE
ZURSHMARABRER: ‘B, XENIFMBENIMNIRE (Onboarding) BEFAMEIEYIIE, IMERA]
BT XEHE, BBATM XGRS mPBXNURIE? ™ Fr, XAXNEXRTETAEMS. ZAMEEM
REREEXES, BERNBENKELEXELINALAREFEER. PMFEITXEE. BMRARITH, K
BRMNRE~RHR G, KN EEZAIMEZFBESFIRETHA? FRNAS HIHERTA?

[00:17:35] [Christine Itwaru]
English:

All that stuff got fed over to the PM and then validated through our research team or disputed through our
research team, which was really cool. This is a really good partnership with our research team. But on the
other side, what was really nice too was we were able to educate our revenue team on behalf of the
product team and say, "Guys, not everything requires a product change." So if you're saying there's
customers that have friction around this one area of this product, maybe it's enabling. Maybe it's
something that we need to help you guys understand a little bit better so that you can make their
experience better or maybe we need to help update. It's just very simple things like that that just ended
up coming up this voice of customer process.



AR ERIE:

FrAXEERHRIRA T PM, AEEIHAREAAEITIRIESSE, XIFEREEE. X25HMTARER—
KBTI ETE. B5—HH, FEEN—RE, HNEBRRTREREHERNNERER, Siktf]:
“Uit), HAARZFAEBEIMEEEN m.” A, MRMREFEF@BOENUTEE THES, HifXRE
TigE (Enabling) BYEE, HiFHANIFEHIMRIEIFHIPARLRT, XFIRIIMEEREMINGEE; HEW®
WRMNBEENXE, £ “FFZE HER, RKXUINREXEFEEERENER.

[00:18:15] [Lenny]
English:

So essentially, it's just finding ways to make the PM more focused and allow them to focus on the things
they want to focus on and reduce workload. On the user research piece, so it feels like there's user
research coming in. PMs are involved, user research. There's a research team. Where does the product
ops team fit in there or is it focused on internal alignment, stakeholder feedback more versus external
customer feedback?

FROCERIR:

FRAARRE, MBI HAAEIL PMEMETE, ILMIEB LT ETECRMNEBHRELIFE. XTHRPMR
(User Research) b7, RUESBEAFPMREIEHEK, PM 2B5HP, EE—MEIINMAREM. BAF=HE
EERMEEFHEFAAR? EREMETRIMMTFTMF@EXRE KRB, EREMETFINEETF RIGR?

[00:18:41] [Christine Itwaru]
English:

Yeah. Again, I'll say these probably several times. Every company's doing it in their own little bit of flavor.
I'll tell you that here and from a couple companies that I'm seeing outside of Pendo, our user research
team sits with our UX team. They report into our head of UX and they are responsible for proactive
research and making sure that we are aligning to our strategy and saying, "Okay, here's what our folks are
saying. Here's why we're going after this market or this new thing that we're doing. Let's start going out
there and validating or checking with some of these key personas and what we need to do." Then they
are also a part of the ongoing development process or product development process.

FRCERIR:

T, HARSZMIRIIX—R: EBRABHEECHFE. £ Pendo URKEIMNEEFIN/LRAFH, i)
MAFMRES UX (BRI EMBE—IE, tilm UXAENACR, AREMMR, BEREN)SHBEER
B—E, #Hiit: “WE, XRARERN. XRFRNAFTABHEXNHHHEXAMENRE. iL3HZIFRE
EWIE, HER—LEXBER (Personas) ZKR—TRMNFEMMH A" AlE, ITEEHSEALRIZH R
b Qji¥ = =1 8

[00:19:21] [Christine Itwaru]
English:

So, testing stuff out, making sure that they're doing user interviews, and all that good stuff. So, they sit as
a partner to us. We work very closely together. Again, I'll give you that example of voice of customer,
which is we have all of this input coming in from our customer success or post-sales teams and we know
we're about to invest in our guides area of the product. We have all of these. What do we do with it? Well,



we couple that with I'm personal responsible for NPS or | was for a very long time. I'm seeing a lot of

noise around guides.
R EIE:

Eeanik = @m, WERHITAFIIIREFS. AL MNRRNVSERME, KNEFIFEERE. BERD “&gF
ZE" BflF FAEEIT REEF RISERRMBFEXERAN, MERMAERNIERFRE~REY “fem°
(Guides) ZhEEX, HMBTRXERER, HEAN? HNEKHS NPS (##FE) EEER—RATALR
NPS BELRKAHE T, ZREIRSZXT “Em” WREHNRIFES.

[00:19:52] [Christine Itwaru]
English:

So, | take all of that, we pull it all together, and we give it to our head of research and say, "All right. Let's
all make sense of all this together. Is this something that is in line with the direction that the product team
is going, the guides team, or is this something that we're going to need to dig a little bit more into to see if
their efforts right now where they're growing are not where there should be going?"

FRCERIR:

FRARIBPIEXEERILEER, X
mArA (GERE) ARG R? &

ﬁ? ”»

BEMNOARATAR: 7, ILRNN—EREEXE, XREHE
RRBNBEHE TR, BEMNBANNERSHRSRE T NERE

[00:20:10] [Lenny]
English:

The other two bullet points, just to make sure | totally understand, you help with tooling. The product ops
teams help, just optimize the tooling to build product. Is that a simple way to think about it, just make
sure the product development process is efficient?

FRCERIR:

FIRIER, ATHERRTEER: (RN ITAKR (Tooling). FREERAMBEMLUMESRIT
B, AJLERMIEFEN, BERFmALRERSMAING?

[00:20:24] [Christine Itwaru]
English:

Yeah, we partner with the program management team and the tools that they use for product
development stuff. | would say it's more, "What are the things that the product manager needs in order to
be successful?" So, we look at Pendo, right? We do use our own product like | mentioned quite a lot.
Salesforce is another thing, so how does that all plug into our own product and what data are we looking
to get out of there? So, our PMs have a complete picture in Pendo. Tray is another one I mentioned. Zapier
was another one that we had used. So, it's more about the PM's tool stack versus the PM's planning tool
stack if you want to draw that distinction.

AR ERIE:

=0, HBMN5MEEERANEE, WEtBATFaALXNIR, RESRXESEXT: “TmIEATHI
FEMLERPE? 7 FrLA, Fx{1E Pendo, ¥IB? IEWIFHIEEIR, RiNEEEAB K m. Salesforce B5—



PTIR, BACHARAZKIIE CH™m, HiBMFIRENFALIE? ZXHEFHA]BY PM 5LEETE Pendo hEE|E
$io Tray BHIREINFZ—1, Zapier B2ENAIH. FILL, MRMEHXDENE, XEZEXT PMHT
At%” , MA2 “‘PMBMIRITAK” .

[00:20:59] [Lenny]
English:

Got it. Okay. That is helpful. Then content strategy, by that, you mean internal documentation to train
sales and customer support or is there also help the product team build out product marketing content
and things like that?

AR ERIE:

BHET. XREREH, XF “REFRKR” , RBIEATEIIHEHEMNETLAZFNRI Y, T2 aES~R
HARAIEF= mHiHES (Product Marketing) RBZ EMWEIF?

[00:21:13] [Christine Itwaru]
English:

Neither or a bit. | guess what we have done is fed into both of those technical documentation. We use
Zendesk as another tool, so we use Zendesk as another part of our tool stack to support our customers.
So, a brand new feature comes out. Natural thing to do, let's write up this thing in Zendesk, but it's also
about how we weave education into the product and we use Pendo again. Sorry, that's all right. It's
actually really good tool. So, we do use Pendo guides and we just release our NPS themes. So, a pain in
my team's butt has been manual labor around NPS themes and qualitative data. So, we designed this
experience for customers who are in this beta. So, that they can in the product understand what it is.

FROCERIR:

MEERZ, NERBE—Ro HRBRNFHRHIRAXFEEASHER RN FIER Zendesk fFASZ—1T
TR, ERENZFHEANIAKN &0, S—T2WIhEERME, REAM, HIS7E Zendesk FELF
W, EXEXFEINMAREETRBTR/NTRR, XERIIXAET Pendo (1B, EXHLENFIR).
BAVER Pendo B9 “45m” IhaE, FEATMINILF T NPS £/, HEIAN—MER—EZESE NPS EHAE
RN FIHEh. FrLL, RINASSMRNE IR T XMELR, iHIE~ mREBRaEEAXE Mt 4o

[00:21:59] [Christine Itwaru]
English:

Then if they really need more, they can go out to the technical documentation, but it's about the
education for the customer. | mentioned earlier treating content is a part of the development lifecycle
process. You really want to treat it as a part of definition of done. When you think about product-led
growth and the emergence of that in particular over the last couple years, it's all about creating that
experience and keeps people in and helps them upgrade. So, they work alongside product marketing to
develop these playbooks for what they're doing in app to create less friction and drive more engagement.

FROCERIR:

MRMNENTBRESEL, AUEZERRAHE, BERO0ZHNEANEE. 2RI, ERREAN
FRESBARRIZEN 8D, RENMIZIEEEE “TlBIEX" (Definition of Done) B—&kD. HIRAEE!
FmEEhiEK (PLG) UKREEIE/VFRIKIEN, ZOMENEARMER XA HEBt]ARBAI,



e, FREESSFRTHER (PMM) &1F, HIENAMIREN “BIZE" (Playbooks), LUREEHIKE)
2

[00:22:36] [Lenny]
English:

Got it. Okay, that makes a lot more sense. Would it be safe to say that product ops is essentially for B2B
companies where there's all these internal stakeholders, sales, customer support, marketing, things like
that and that's the work that you can take off the product manager's plate?

AR ERIE:

BAET. ¥, XEREET., B8GALUAN, FmizE4R RN B2B ATEER? EN B2B AREXAZA
BRFEXE (HE. FAXZF mi7%), MXEERMRAIUNTREEFHRZENTE?

[00:22:53] [Christine Itwaru]
English:

My personal experience and | think a lot of people would agree with me has led me to believe that's not
accurate. It's emerged a lot more in B2B or | think we've seen it a lot more in B2B or at least people talking
about it. I'm curious as to why and | wonder if it's because we're sharing because we're all trying to go
through this thing together serving each other and then the other is serving the customer. So, it's not like,
"Hey, you helped me figure this thing out." | understand | was so lucky and I still am so lucky to work with
so many people in my network, in our customer base to help them understand the role or determine
whether they even needed this thing or not.

FRCERIR:

HHOPTAER (HBRSAMIERHENEZR) ULFEEIMUEHTERH, 7 B2B MURLINFES, HE
WRANIBEES B2B IAEITIEE. RRFFAMA, HEBRARRANRNESZZE, RARIMNBERR
—RLHXME, BRERS, ANURSTEFA. XFRZ R, FERRETXHE . BR=E, WEK
ARETERSHHIABMMEFBERNXAZAGTE, BPERINMEE, HEANTNRSENTEX
MR,

[00:23:28] [Christine Itwaru]
English:

Without calling out names, there were some really big companies in retail and finance and some
industries that you would not expect who are B2C, larger, well established companies who we all know
and love and maybe not even love. Maybe the experience is bad for us. So, they also do have a lot more
cross-functional engagement internally than we would even think of. So, | don't know if it's because
we're used to this world and we haven't thought about that side of it, but it's really interesting. | think the
common thread is the cross-functional transparency and then transparency out to the customer.

FRCERIR:
FREMY, TE. TRUR—EMERRINTIH, H-LIFEARN B2C AT, BERITANBEEEN
(HEFRAREE, FRREEN) KBEERAT. MIABHBRELDBLLRITERNESFS, UK

FHNERAZRAKNIRT B2B XTEF, MEKEEERIE—ME, EXENREE. HIANHERZE “BR
RERVERRE” , UKW EFHIBEEE,



[00:24:04] [Christine Itwaru]
English:

So, | mentioned transparency is a big word for us, but readiness is another one and so readiness means a
lot. You have your teams you need to get ready internally, but you really need to get customers ready for
something new as well and everybody needs to feel aligned. So, it plays a massive part in what the
product manager and the product team needs to consider, advocate for, deliver, and communicate about,
| feel like no matter the size or industry.

FRCERIR:

FRIAFIRE] “BRAE" MIANEKRZ MK, B “MEE" (Readiness) BF—1 MEERNEKR. FFE
ILREENBITEE, EHENFEILEAAREVMTES, BTABTERIT . FIURRER, T
ERBEMERITIIME, XEFRIENTGENEESE. BF. XN BNERTHLIEXEERENM
il

[00:24:28] [Lenny]
English:

| imagine a lot of PMs listening to this have this two minded view right now of on the one hand,
somebody could take all his work off my plate. That's awesome. On the other, it's like, "Oh, okay, there's
another stakeholder that have loop into every meeting and they're going to be doing this work that's cool
and important that I'm not going to get to do anymore." That's weird. What have you found is the best

way to convince a PM to this is like, "Wow, this would make your life so much better"?
FEiE:

HEERRRZIAARTH PM BERRRERMOS: —HH, BASRIERIENXENERIE, XET; 5—
FHE, X5EE ‘B, ¥E, XZT7T—MH@mEXEZEE TSN, MAMMNEMXERE. REE. B3I
EBHBREFFMNIET” o XRERIFEN, MEAIMGR PMEZ ‘i, XSFULMNEEFLTR/EN NRE
BEAA?

[00:24:54] [Christine Itwaru]
English:

Yeah, | go back to that question that | have asked leaders when helping them stand this up, which is what
are you looking at your PMs to drive and how are you measuring their success? That generally just helps
everybody get on the same page really quickly. I've had customers or I've had folks come to me in the
product community that say, "I've tried this and it's just not going anywhere." There's resistance to the
role because they feel like it's stepping on too many toes and whatnot. Generally, | will tell you it's
because they still have a bit of buying in the top to get done.

FROCERIR:

B, HEETHRAEREASERILXNREERRE YR RBELIME PM IR+ A? (RIIAIEEMITIAIR
I? XRBEHEEEPEPIAREERILIR, HBEIFLAH~RAEXKHANTKR: “BERHAIXT, E2XH
Bo” AMIMX T AEEIRMIEE, RAMNESXRETASHMESS. BF, HHIFR, 2R tb]
MAREREBERIAR



[00:25:32] [Christine Itwaru]
English:

I'm seeing that the most successful ones that are drawing the lines and showing that this role is valuable
are the people that have their buy-in from their CEO or CPO at that level or their head of product and
saying, "Hey, this is what this role means for you." So, | don't know if it's because we're used to this world
and we haven't thought about that side of it, but it's really interesting. | think the common thread is the
cross-functional transparency and then transparency out to the customer.

AR ERIE:

REFILERMINN. EBIERBRARTZAGNENA, BMEPLIRIFT CEO. CPO HmisT AINARY
A, =R 98, XTMABREHREN A" AL, HANEEFREEARNIR T XN B FMLE i
—E, EXREH, RIANHRREERENZERE, URNEFBEHE,

[00:26:17] [Lenny]
English:

What are a couple bullet points that are most effective to convince a product leader product op is going to
make a big impact and benefit you and then just an ICPM who's like, "I don't want this person on my

team"? What actually works there to get buy-in?
R EIE:

BEMEEQIREAVRRTMmASE TREERTEERTMAILMRR TR ? URNERKR—TREE A
BEXNAMAKE” 898 PM (ICPM) ? BlRAAFEERFMITRIAR?

[00:26:31] [Christine Itwaru]
English:

Yeah. Number one, do you want your PMs to constantly be fielding questions from your revenue team
when they could be spending time with customers? Yeah, you're shaking your head. That one seems to be

the one.
AR ERIE:

8. B—, MMELHEM PM R2ICTRZEWENNGRRE, MARUIBXLENEREEFSE? &, R
E%%o iz—%ﬂ"l¥f-§§ﬁﬁo

[00:26:43] [Lenny]
English:

Yeah. Yeah, that's a good one.
R EE:

TRy, K, XBEBERR.

[00:26:44] [Christine Itwaru]

English:



Yeah, | can count on one hand the companies who have blocked their product managers from speaking to
customers and those companies are not product companies. | mean they do not believe in product
management. They might say they do, but they don't. So, that's number one. Number two is how are you
measuring your outcomes and where are you making this all transparent? Is this happening consistently
across the board? So, one probably seeing product teams across so many different places is you might
have somebody who's really passionate and really good at doing this stuff for their own vertical and then
it doesn't scale.

FRSCERIE:
M, B—RFmeERHEARLEAE~RARESEPTKRNAE, MBLEATRERE ‘TREQT . BHNE
BE, MFBEFREE, 17Ok ERBE, BLMFLEHTR FIUXEFE—R. F_22, (RufAE%E

BRNER, URMERREILX—ZFER? XEBINQECEARE—H? RERSMSEEERE~mE
AERZ: REIEEE— AN B CHNEEMBEEEHIRRERMXES, EXMMETEREL.

[00:27:20] [Christine Itwaru]
English:

So, how are you doing this at scale so that your stakeholders are building this trust in you and making
sure that they get the best out of the product team at any given turn? | say those are the two bullet points
that seem to stick the most is that quality time, giving the PM what they need, which is their time to be
able to drive the outcomes for the customer.

FRCERIR:

Ba, RAOAMRLOHEEIX—=, WERNA@EEXEZILMRREE, HHERENEEREEBEM @
FABRERERESH? ARXARMUTFRETHA —BRIESRENITE, 24 PMHIERERNKRA
— AR LB E N A REER,

[00:27:41] [Lenny]
English:

What is it that you think a PM will never offload, if that makes sense? In your perspective, what's like the
core of a PM's role versus maybe product ops for now and then maybe potentially other roles that take off
some of the stuff on their plate?

FRCERIR:

fRIANA PM KIZASE TR ITERHA? EMRBMRF, PM ABHNZKORHA? L2, Mmis
KA I HMA®) SOEMPLETE?

il

(PYSES

[00:27:57] [Christine Itwaru]
English:

Speaking as a former PM, | would not ever give up spending time with customers and watching their pain.
That sounds really bad to customers. I'm sorry. That's how I fell in love with product was | saw my internal
customer 10, 12 years back now fighting with the keyboard, fighting with the mouse. | was just like, "Oh,
my gosh. What's this guy doing?"

FRCERIR:



ER—EFI PM, FKZEFRSBFENESEFELAHMEMITANES. XNEFRRITERITERKL, 18
Mo BHMEBXHEE L~mIN—I10. 12 F571, REVHNRNBETAERBEMNET “F . HERE:
KB, XRMEFHA?”

[00:28:23] [Christine Itwaru]
English:

| think it was an experience that some people might say, "Oh, | never want to be in that situation again
because it made me feel very uncomfortable that my product is not doing for this person what it needs
to," but for me, it was, "How do | make this thing do what it needs to for this gentleman? How do | make
this thing better?" | cannot see product managers saying, "l don't want to be a part of that conversation."
Then you know what? I'm going to say it then don't be in product.

FRCERIR:

FERREHAEIIUEREARS: B, ZEUARBARMENT, RABRR @K@l ™ AR
FRIULHBRIFFERETR” EXNFRY, B “WEWOMEXPIREFBEXMULENFR? HZNALEE
[FEE? 7 RLFRETmAEERR: "BAES5MEFNNIE" MREWE, BHERMERT : BHHE~m
To

[00:28:50] [Lenny]
English:

Love it. Yeah. I'm so curious what parts of the role get sliced off over time because I love that. That's the
core of it is just build great products that your customers want and use and want to pay for. Then what
else can people help you with along the side? Because yeah, PM role is just crazy. There's so many things
going on.

AR ERIE:

BT, HRBAERERENES, ITMABHMERSIIBITHE. ZRERFRNZO: mEWERER
BE. SEAHBRABENGEAT@m. FRILZI, NATEESUEMBLEFA? Bl PM X MEBHLIR
77, BRSHNERERNLE,

[00:29:06] [Christine Itwaru]
English:

It's crazy how this article that | wrote, | dug into the history of product management and it's like 100 years
old not in its current form, but it's about 100 years old and just the evolution of what product managers
have historically been responsible for. Then if you think about just really sit down and think about what
the world has turned into today and how much noise we have coming at us. We talked about put yourself
onto not disturb mode and | learned a long time ago, put myself onto disturb mode. So, imagine having a
partner that helps you filter that noise.

FRCERIR:

XRRIE. HEI—RXE, SRET-REENRSE, EANE 100 FHNHET (RATEIAENTR), UK
FmAEERE LATABTHES. MRMFENLTREE-THSHRTRTFARF, ULRINERES
DIEE, FMKEGILBSEN “RITMERX” , MBRALUFMEZTRESER “RITIW” o FILL, BR
—TFE— MU IS AL IR S,



[00:29:44] [Lenny]
English:

Yeah, quite useful. Along those lines, | was going to go in a different direction, but as you mentioned that,
there's all these roles adjacent to PM. There's program managers, project managers, agile product
owners, and all and then now product ops. | guess before team has product ops, let me just ask this one
straightforward question. Which of those roles generally does the thing that product ops can do for you?
Is it the PM or is it one of these other roles?

FRCERIR:

B, FEEH. MEXNTBR, RAREMNFE, BEREAFRERT, PMBLERZAHG: IEZE

(Program Manager). IB%IE (Project Manager). ##Er=mM A (Agile Product Owner) %%, M7E
XETFEREE, REERAMRAE=REEZA, LR —EENDE:. EBEEW I ABEM™RIZERN
REME? 2 PMERHMABZ—?

[00:30:11] [Christine Itwaru]
English:

It's a PM. It's PM. Yeah, it's a PM and then | would say, because what I'm seeing in less mature product
orgs who first bring in product ops, the first thing they ask them to do is streamline the planning process.
So, | would say it's a PM and maybe the agile. That's probably what it is today. | feel like program
management and agile are starting to get a little bit close to each other in what they do. So, it's most of
the PM stuff because we're doing elements of their job that they have off to the side versus being able to
focus on. But again, in lesser mature orgs, the first thing is, "How do | actually just get the people to plan
the same way and give me the thing that they're planning and doing?"

FRCERIR:

i PMo X316, LR PMo ZARFKZRUW, EAFEBLENSINFREEN. FREANTmAR[TEE, thi]E
REmzEMNE—EMEEAMIRE. L, RRHEPM, FIREEEHERE. BRBBERARMEX
. RRGHMEEERNBETERR LARE/EREL, FI, K& E PMBIE, EARINIEMEINRE
AEARDOEMBBLEASTIE, FittbilET E i, BBR—R, ERRKNANEARS, BEESE:
“FIMAIE R K AR A NHITRR, FHBAITEEMNMHRITHRAERSGR? 7

[00:31:07] [Lenny]
English:

That's interesting, what you said there, that maybe often a wedge to a product ops person joining their
company maybe as a first product ops person is the planning, helping with the planning process. Is that
what you find?

FROCERIR:
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[00:31:20] [Christine Itwaru]

English:



It could be. The only thing that distinguishes product operations folks from program managers and agile
is that product operations people know, understand the product, the customer, and the inner workings of
the business.

AR ERIE:
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[00:31:54] [Lenny]
English:

Cool. Yeah, Marty Cagan has some hot takes there about how product owners are never going to be great
product managers. They don't really understand the customer needs and building product in any way.
That's a whole other topic. | want to talk about the career path, but before we get there, | want to go in a
spicy direction. So, Casey Winners, he is a guest on this podcast at one point. He wrote this hot take many
years ago about this premise that operations in general often is a Band-Aid for inefficiency at a company.

FRCERIR:
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[00:32:41] [Christine Itwaru]
English:

Yes, | remember this. I'll address that inefficiency comment first, right? | mentioned a little bit earlier as
roles in any industry or | guess any role matures like marketing or sales, this ops thing ends up being this
natural progression. It's not just because the role itself is maturing. It's also because the org is maturing.
So, what | found and what I'm finding with customers is that ops alignment across companies is what
often ends up keeping the companies moving and keeping everybody aligned. So, to say ops teams are
generally a sign of inefficiency or the need for them is a sign of inefficiency is not always accurate, it's
generally a sign of growth and opportunity.
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[00:33:21] [Christine Itwaru]
English:

People are really just trying to stay in aligned and do the best for the people that are doing the thing, the
product managing, the marketing, the selling within that org. Overall though, | will say | will agree with
his points about getting in and maybe giving it off and using humans for other things. | wrote something



recently and | highlighted something that he mentions here in this article and what he mentioned on your
podcast, which is we as product ops want to and should be standing up whatever processes or systems
are needed and then get out of the way so we can focus on driving more strategic value.
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[00:33:58] [Christine Itwaru]
English:

| keep mentioning that more mature product ops folks end up being a very good strategic advisor to
leaders in product and to the product teams and that continues to be my belief. From day one, this has
been my own personal goal for myself and for my team. | myself recently switched roles here at Pendo
because | did what | said | was going to do, which was stand up the system, stand up the things that we
knew we needed to do that were going to either be given off to another team or automated and then get
the rest of the humans that are here to do the other strategic things for the product team.

AR ERIE:
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[00:34:34] [Christine Itwaru]
English:

Some of those are, "How do we increase retention? Like | mentioned, how do we focus on growth in this
one area? How do we make the experience better in app? How do we do a better voice of customer
management?" My energy now at Pendo is I'm able to now go towards more impactful things for not just
the product team and the product community, but for our customers at large. So, I'm basically saying,
"Look, | did what | needed to do and I'm ready to go."

FROCERIR:
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[00:34:56] [Christine Itwaru]
English:

So | think that's something though that people need to be very, very comfortable with, very comfortable
with. If you change course and change your tune two, three years into doing this and you built this team,
you're like, "Here's what you're doing, manage this process," people are going to lose their mind. Change



is constant, but telling someone, "I no longer need you to do that," it makes them a little bit nervous. So,
for years when | was interviewing folks from my team, | made that one point abundantly clear to them,
get into this role if you're comfortable letting go of things and moving on to something that is well worth
your time. The company's going to change.

FRCERIR:
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[00:35:36] [Christine Itwaru]
English:

Our process is going to need to be tweaked. The company is going to change. Something's going to need
to be automated. We're going to need to cut something else. Maybe ChatGPT is going to make things very
clear that humans are not always going to be doing the same things and we need to focus our energy
elsewhere, but people do need to get comfortable with that role.

AR ERIE:
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[00:35:54] [Lenny]
English:

| love that take. Generally, | think it aligns with what Casey's saying. What I'm hearing is you may be a
product person today doing a bunch of stuff. Your job in a sense should be to automate as much of that as
you can and find more strategic higher level things you could be doing instead of sitting there connecting
Salesforce to Zendesk and maintaining that. It'd be great in customer feedback in theory. That could be a
tool that could do that for you. That's part of the job. Is that roughly what you're saying?

AR ERIE:
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[00:36:24] [Christine Itwaru]
English:

That's exactly what I'm saying.
FRCEIE:

IEZ it



[00:36:24] [Lenny]
English:

This episode is brought to you by Vanta, helping you streamline your security compliance to accelerate
growth. If your business stores any data in the cloud, then you've likely been asked or you're going to be
asked about your SOC 2 compliance. SOC 2 is a way to prove your company's taking proper security
measures to protect customer data and builds trust with customers and partners, especially those with
serious security requirements. Also, if you want to sell to the enterprise, proving security is essential. SOC
2 can either open the door for bigger and better deals or it can put your business on hold. If you don't
have a SOC 2, there's a good chance you won't even get a seat at the table.

FRCERIR:
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[00:37:03] [Lenny]
English:

Beginning a SOC 2 report can be a huge burden, especially for startups. It's time-consuming, tedious, and
expensive. Enter Vanta. Over 3,000 fast-growing, companies use Vanta to automate up to 90% of the work
involved with SOC 2. Vanta can get you ready for security audits in weeks instead of months, less than a
third of the time that it usually takes. For a limited time, Lenny's Podcast listeners get $1,000 off Vanta.
Just go to vanta.com/lenny. That's V-A-N-T-A.com/lenny to learn more and to claim your discount. Get

started today.
FRCERIE:
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[00:37:40] [Lenny]
English:

Zooming out a little bit and building on the stuff we've been just talking about, what would you say are
just signs that your company would benefit from a product ops team and that you're a fit for building a
product ops team?

FROCERIR:
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[00:37:51] [Christine Itwaru]



English:

| touched on this quite a bit, but that lack of transparency in many directions across, down. Sometimes
people are on very transparent about, "Hey, this came up in planning and here's what we need to do." So
it's relevant for stakeholder management, getting stuck out to customers, internal teams, and making

sure they're aligned, revenue teams in particular.
FRCERIE:
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[00:38:11] [Christine Itwaru]
English:

That was the first thing we focused on at Pendo was really aligning our success org and our sales org to
the product team. We monitored success just within... | think a quarter was the time-bound space that we
had it in on quality of inbound to the product team. So, that was really cool. It was just more thematic
questions around tell us what you guys do because our customers would benefit from this versus teach
me how to do this thing.

FROCERIR:
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[00:38:36] [Lenny]
English:

| wanted to dig into the transparency piece. Is that the same point as the transparency piece or are those
two different heuristics?

FROCERIR:
HERNRIT—TZERE, ZMZARBERERR— TR, BRI RENERITE?

[00:38:42] [Christine Itwaru]
English:

That's transparency. Yeah, so what happened was we realized that we share this story actually quite
openly and I'll share it here again, which is one of the things that kicked off products for us was we had a
really bad launch, a really, really bad launch. It was a moment in company history where we realized that
there was not transparency across the aisle and there was this lack of readiness across the organization
and out to customers for what was coming. It wasn't this piece that folks say, "Oh, well, they didn't know
this was coming." Well, there's two things. There's the knowing something's coming and then there's the

knowing what to do with it.

AR ERIE:
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[00:39:18] [Christine Itwaru]
English:

You can use just some status keeping thing to say, "This is coming in Q4 and as we get closer, here's the
date," but it's what to do with it and how to position it and how to talk about it and all the things that was
missing from it. It was really bad and it was my fifth week here. It was a moment of, "Well, | promised
myself I'm going to let this happen." That was one of the things where | said, "I'm going to start to focus a
little bit more on product ops within this director position | had just as director of product.” Then | spun
off and | think we need to do this thing and make it a bit more formal.

AR ERIE:
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[00:39:53] [Lenny]
English:

Just to dig it on a story a little bit, so | didn't know this, so you were a product manager at Pendo. There
was this bad launch and you recognize there's this gap that maybe | could fill, that somebody needs to fill

and that you want to take that on. Can you talk a bit more about that? It's really interesting.
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[00:40:12] [Christine Itwaru]
English:

Yeah. They brought me in as their first director level. So, | was doing a bit of director plus a little bit of IC
stuff because we were starting to build up our product team. Yes, that launch happened and the product
area was under development for about eight months from what | can remember. | came in with the
assumption and also knowing fully well that I'm a brand new leader in this product team and product
people want ownership. They crave autonomy, they crave trust, and all of that good stuff. | know that
firsthand. | did not want to jump in and say, "Have you done X, Y, and Z?", especially in the first four weeks
of me being there. Yeah, it did not go very well.

FROCERIR:
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[00:40:54] [Christine Itwaru]
English:

So, we recognized that we had more opportunity that we should have grabbed onto to test more with
customers, to find feedback loops that were going to be healthy for the team and for our customers, to
stand up ways for us to measure changes and impact of changes that this thing was making to our
customers. This was the biggest launch in our company history since the launch of the product. So, it was
a moment where we all sat down very openly and shared with each other what we all could have done
better. It wasn't just the product team.

FRCERIR:
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[00:41:25] [Christine Itwaru]
English:

So, | truly believe with a really healthy product operations person or team, you have that ability to impact
change across the company. So, yes, we look at that story. | remember us sitting there and being, "One
day, we're going to look back at this story and we're going to say, 'Oh, yeah, | remember that."" We do
now four years later or four and a half years later, but yes, | felt really passionate about making sure that
that didn't happen.

FRZERIE:
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[00:41:48] [Lenny]
English:

The gaps you found are there's just like this lack of internal alignment. Sales didn't know what was going
on. Customer support didn't know what was going on. That felt like that's where the gap was because
that's what led to this product ops opportunity, right?

AR ERIE:
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[00:42:00] [Christine Itwaru]



English:

Yes. There was a lack of alignment across again, they knew it was coming, they just didn't know the
extent of what to expect and how to prepare customers or prospects or the change the way that we
should have. There was definitely training. There was stuff being done. It just could have been a whole lot
better. So, there were gaps there. One more point was the piece after that was | love people. | love
managing people. | love healthy team environment and dynamics.

FRCERIR:
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[00:42:32] [Christine Itwaru]
English:

As a product person, it means a lot to have that, because if you have direct reports, you obviously want
them to be happy and healthy, but as a product person, you have this system around you even if you're
not having people that report into you where you feel ownership to make sure these people are healthy. |
remember even in my early days of being a PM, | wanted my engineers to be super happy. | wanted them
to be proud of work that they were doing and | wanted them to be comfortable letting go of things that

we no longer needed.
R EIE:
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[00:42:58] [Christine Itwaru]
English:

| remember that moment looking around and looking at our engineers and seeing that they were like,
"Hold on. What? Where do we go now? What do we do right now?" We wanted to take that moment and
make it less about firefighting and more about being responsible and really customer obsessed. So, that
was our moment or one of our moments for thinking about, "Okay, we might need product operations
formalized here."
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[00:43:24] [Lenny]
English:

It's interesting that your mind went to product ops, because | think most companies would be like, "Oh,
the product manager of this product screwed up. They didn't communicate enough to ensure sales. They



didn't set up the marketing material well." It often falls on the product team and the product manager.
What made you realize, "Oh, this is a product ops role and | need to move into that role versus here we
are"?
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[00:43:46] [Christine Itwaru]
English:

Yeah, | didn't say in that moment we need a product ops role. All | said in that moment was we need to
create a system so that this doesn't happen again. That goes back to my definition of what product ops is.
It's a thing and it is also a person or a group of people. It could be one or the other. So, | want to make
sure we decouple that. It does not have to be humans. It can be that there's a system being created that is
from a strong product person who knows how to get this team to be healthy.
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[00:44:12] [Lenny]
English:

That's a really good way of thinking about it. That clarifies it in a big way. Thank you. You were talking
about transparency and just like a sign that maybe you need product ops. | think the thing that stuck with
me there is just the quality of questions the product team gets from sales, right?
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[00:44:27] [Christine Itwaru]
English:

Yeah. | get a lot of questions around, "I'm investing in this. How do | measure the effectiveness of the
team, all of these things?" It's really not easy to measure this in a quantitative measure just yet. Maybe
one day, right? Actually, yes. Now one day, | feel like it might be coming sooner than we think. So, what
we did was we looked at that transparency problem. We sent out this survey across both product
managers and the sales and success teams and we said, "Where's your time going, PMs? How much time
are you giving on average to the revenue team to firefight? How much time do you with customers that's
quality time."

FRCERIR:
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[00:45:18] [Christine Itwaru]
English:

Then on the flip side to the revenue team, how many times do you find yourself asking questions? We
gave all of these one to five and blah, blah, blah, those sorts of things, so that we can figure out where to
place our energy. We came up with this, "Okay, well, it seems like there's a lack of transparency across the
two groups. Let's start with getting data out or information out to the revenue team from the product
org." We created this product digest. It's like today and it's matured quite a bit, but | go back to this whole
people can know when they're coming, but they need to know what it is they need to do with it. So, this

thing was less about this thing's coming next quarter, go tell your customers.
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[00:45:43] [Christine Itwaru]
English:

It's more about here's how you get ready for it, here's how you get jazzed about, and then the handoff,
which is probably the question you're going to have at some point, which is, "What's your line between
PMM and products?” The handoff is that we don't teach them to sell. We don't teach them to position, but
we know that the product intimately enough to help them understand the new value, to help them
understand how to use the thing and to make sure that they're hitting the ground.
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[00:46:08] [Lenny]
English:

Let's ask that question. If there's anything more, what is that line between product ops and product

marketing?
R EIE:
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[00:46:13] [Christine Itwaru]
English:

Yeah, | always say this and it and it's worked. | haven't seen anybody dispute it yet, but product
marketing positions help the revenue team sell their lead gen for all of the outbound and the campaigns
that they're running. They are marketing. They're helping you at the end of the day make this thing sound
amazing and do the right things with it. For us, it's about educating and it's about helping our internal
folks, our internal revenue team understand, "What is the added value? How do you now do this thing?
How does this impact your role?"

FROCERIR:

B, HERXAW, MARER, BRitgARKE, =ahizEH (PMM) HREM, HBEIEWERH#T
HE, ARFANNLIRE (Lead gen) MIEEEITHEHER. 1R “HiH” o 1FRERE, iIEHIRE
XN RAMRSRE, HA5ISERNALE. MYTEN (F@eEE) Kii, ROEHE, SEPRINNRIRE
F. RMEREPAERE: “EMBINERMTA? MIEZEARE? XMERZmMIRRIAEE? ”

[00:46:48] [Christine Itwaru]
English:

We focus a bit on the customer success persona, for example, on Pendo. Customer success managers can
go in. They can see their account health and what's going on and blah, blah, blah. How does this impact
you as a customer success rep and how do you then help your customers understand the value? Not hey,

can you help us upsell this thing and here's how you do it.
FEiE:

f5la0, 7£ Pendo, EAILLIFEERF ALY (Customer Success) XNMNAR, BFMINZIBERUERERS, &F
WP EBRAEE, XEA—RBBFPRIIRARMIEFAENE? (REEWNAEBRNEFBRENE? M2
W ‘PR, {REEESINTEMEE (Upsel) XNERAR? XEH%E”

[00:47:06] [Lenny]
English:

Great answer. Makes a lot of sense to me. Final topic, the career path of a product ops person. A lot of
people listening to this podcast are either PMs today or | want to be PMs or thinking about becoming
product manager, because PM can mean a lot of things. It's interesting, there's this new path that people
can explore, product ops. I'm curious who you think might be a fit for the product ops role versus the
product manager role. Someone deciding, "Oh, man, maybe | should go down this other route." What do
you think are just signs that maybe you'd be a better fit where you enjoy that route better?

FROCERIR:

RENEE, WEKRIFEERN. RE—MEE: FmizEARNRILERER, WXMEENRZAZANE
T PM, EAMN PM, HEEFEEANTmIZIE, FHNPMANRKRSHRA. GENE, WEANTU
REXFHBE—TmEE. HREFFMANEEETRIZEAR, MARTREEAR? N TFRLELLE
R, WIFHIZESF—FE BA, MANENETRRBIRAIGEEEANEZT WX FIK?

[00:47:41] [Christine Itwaru]



English:

Yeah, | love that question because it makes me feel that this role has become embraced a bit more. What |
hear questions like in the past, it was, "Do we need this role and how do we help get the buy-in?" Now it's
more the acceptance from a product manager to maybe want to even become this. I'm seeing more PMs,
like | said, go into the space. So, it's no longer being seen so much as a threat. It's being seen as this
partner. So, just one, I'll say that | think if you're someone like me who absolutely loves and | mentioned
the story about the engineers and the team health and stuff, if you love creating that healthy team
environment and one where there's cross-functional collaboration and it fuels you to empower the team
more, it's a wonderful fit for you.

AR ERIE:

2, HERXNE, ANCUERREEXTNABRELRFETESHIAR, IERAENREAZ: “HFE
XMAEID? FIEARGIAR? ” EESEFREEARER, EEEHAIX M AR, ENRFR, EE
RS PM HEANX NN, FRAERBRAA—MER, MHRMAN—MKFEXR. 8L, HER, NR
fRGFHR—E, BWRE (ENFRREBXT II2MMEAAEZENSRE) CERERNEAMNFRMEBIRGENE, H
BXMIREEE ARSI IZRELA IRENTT, BBARNABIEEESIR.

[00:48:22] [Christine Itwaru]
English:

Again, | was a PM for years and | felt that pain so much and how much we had to do in order to make this
small change and then figure out whether it's valuable. | knew that there had to be a better way to get
better outcomes to happen, but | also know that better outcomes don't just mean for the product. It
means better outcomes for the entire product team, for the customer experience at large, and ultimately
for the business. So, | think that that's one thing. If you're curious and you really want to learn more
about that side of the house, one of the beautiful things | saw was one of my products managers fall more
in love with understanding the business as she was starting to assure in her product ops career. | thought
that was really cool.

AR ERIE:

Bi—R, T ZENPM, FTRTMMBRET MRS — A TH—NIVIRsERNEGHZ D57, A
FREEFFREEEENE. RNE—EAEHNAERRATEFHNER, BRMBIE, EFHNERTNE
B m, EXEREENTREN. BEZEAFRURRAWVSHEIFER, i, XR—R. MNRIMRRET
&, AREMNETRISHNSG—E, REIN—HRENSZEER, HN (T aEEBEF Rl ~mEcEEE
B, ZREMAEERIS, HREEXIFBE.

[00:49:04] [Christine Itwaru]
English:

She had already had product background and she was like, "l want to understand the inner workings here
so that | know how to help these people." So the other thing is if you're a PM having issues with the role
that you're currently in, | think you need to remember that you are there to solve problems. That's a very
simple thing that we talked about. What are the things that PMs won't shed and shouldn't shed and that
go and talk to customers? We get to talk to customers in order to solve the problems, figure out the right
problems to solve. You do that in product ops as well. You don't have to go out to customers externally,
but my customers and the people | speak to are internally. They are helping me understand the pain that
the product team is tied to.



AR ERIE:

WELATFmER, iR “RRTBRIENRIPEEIEG, XERMAENAEIXEN" 5—HEE,
NRIRE—R PM, AENBERNABREIEL, FIANRTRICE, RERIEEMARAE. XEH(KIBIE
BEBENER, PM AZERANZBRFNEBRNA? BEMELR%K. RINSELRXKREAN TR,
EWNREERER, EFmEER, RUEMEENE, (RALEEMIMNIER, RN /7 NEZKRE
AZAERR. 17T EE B IRIERE mEI AR E IImAY R .

[00:49:47] [Christine Itwaru]
English:

So, if you don't love solving problems through building brand new features and building a product, then
how can you help contribute to solving other ones? If you're a true problem solver, think about whether
you want to do that. So, if you know the pain, what can you do to build a better experience overall? You
can ultimately impact your business.

FROCERIR:

FREL, MNRRFEIEI DR S INEETIE " mRARRPE, ABAIRINAIRE BB R ELfthim] R th STAk0E? 40
RMZB—TEERN “REARE” , ZER—THREESEBHXME. WORRTEERMES, (REEMLETARME
—NEFHBARIN? (REREAIARMIRELLSS

[00:50:03] [Lenny]
English:

Do you find most product ops people, at least at this point, are former product managers? What would be
the pie chart of last job was product manager versus not of existing product ops people?

FRCERIR:

MEBRUARZHTMIEEAR (E"\ “ill]Jﬂ:) M2~ mIE? FUENTmEEART, L—HIEZ
P EMA R mE B HIRER

[00:50:13] [Christine Itwaru]
English:

| got to put on a new survey. | do. | really have to put on a new survey. Initially, | saw a lot more folks
moving in from management consulting, from customer success, from technical success. | haven't seen
anyone from sales move in yet, and | have seen a couple PMs. Now, that's the day-to-day product ops
manager. | will tell you that the people who are standing up the product ops orgs and being the first
product ops hire at the leadership level are former product people.

FROCERIR:

HB/M—THIRE, BN, &9, REIESHNAKRBERSIE. FPMRIN. AN, FiELILIMEE
BOdskEY, BRI PM. BT, BEAENTRIZERE, ERAUUGIFER, BERIL~mEEHRHTE

MEEETEMUTMmEEERAAGHA, #BEE™mA

[00:50:45] [Christine Itwaru]



English:

| strongly advocate for product ops leaders to have done that role, to have actually had hands-on product
experience building and understanding customer problems and feeling that pain, because you very
quickly realize where to place your efforts and where your team's efforts should go. That helps you from
an efficiency perspective and the business knows you're not just dilly-dallying.

FRCERIR:

HBIUE KT RIZENSENZEMEL PM A, HIEAEWE . BERETF REHRZ I IME SR
200, RAXFMIERRTIRIIZIEEIBERE, URMENZEBEDS . MEXRNAERE, XR
B8, MBS HhMERAREEF L,

[00:51:11] [Lenny]
English:

That's really interesting. That makes a lot of sense. Just the roles you named again, where product op
people come from. You said customer success. What are the others again?

RS ERIF:
XEEH, EEHFEE, BEE—TREIINPBLE=RITEARNKRAR®, MK TEARI, Hibs9TE

7

[00:51:19] [Christine Itwaru]
English:

| have seen technical success. I've seen management consulting. The management consulting piece
makes a ton of sense to me. | think there's that data piece that they really like to lean into and advisory,
and then the leadership ones coming in from product to leader roles. That's been a happy change too,
seeing a director say, "I now want to move into a position to coach the teams and to help build a stronger
product team overall. | don't feel like building product.”

FRCERIR:

HNI AR EEEH, EEZOERNERRIFEERN, HRZRAAMBITIFESEVRANATHIENLR
HEREN. ARRARE, MIIMTRNRURRAAFNIU XER—1TLAMENZEL, BFE—USER:
R R— T REBIERE AR BRI E R AR REANIRGL, ZAEBEFHE~RT”

[00:51:46] [Lenny]
English:

Fascinating. For someone that's like, "Wow, | want to do this job. This sounds rad," what advice would
you give for people to pursue this role and get a gig in product ops?

FRCERIR:

RIEANT o WTFARLERRT 1, FREXPIE, IMERKET” A, RS+ ABNEERITAR
HEFmEE NI ETIF?

[00:51:58] [Christine Itwaru]



English:

Well, one, it's a good thing that there's no shortage of these roles. | would say that there are a lot of these
roles open out in the industry. Be intentional about what you want to do, because right now, it's still in a
bit of, "Well, what are we doing in product operations as a product management community?" There's no
consistency industry to industry, size to size, team to team. It is very different. So, really think about your
strengths. Do you love data? Are you a person who thrives on being able to make beauty out of this mess
that you're seeing and advise people and help them understand maybe this is a direction that we should
be goingin?

AR ERIE:

B, {FHERXERUATER. HIRTUFERSXERUNTR BEFIRMEZREMAA, BN
BRIfFAFRERMEK, ARY “TrzERREMTA" ERTERNEK. RAETL. FERME. FRE
ZEER B —nE, EFRIFE R FIlL, FFRRIREIAE. MREHRED? MESERMIRFIERELHR
BUKEE, HANANREEI, IR Wit BRI ZENSTRE” ?

[00:52:40] [Christine Itwaru]
English:

Are you technical where you're like, "No, I actually really enjoy doing the quantitative side of things," and
you truly enjoy working with data science teams and you really like to bring that data aspect to the
product teams? You could probably find a mix of both. There are people who do like doing both of those
things. Generally, | mentioned this and | keep saying it, standing up that system because you know that if
you had it, you would've been a better PM.

FRCERIR:

MEERAKRAR, BF “F, RELFEERMEESN , HEGRELERSHIEHZHANGTE, SWIE
HEEEHATmA? RAURSKIRENETR. BEEASKENMXRESE, BF, ENHREH—
B3R, BUBPRERENGIE, WRIFUABBNRS, (FRRA—BZEFH PM,

[00:53:05] [Christine Itwaru]
English:

| think that that's a big thing there. If people realize that there's a better way to do it and they no longer
have to do it all but they can do a slice of it in order to drive efficiency for the organization, then start
thinking about going out there and doing it. The other thing too is look at those roles and make sure that
you fine-tooth comb those job descriptions. Some of them are very vague because they're trying to figure
it out on their own as well. So, the more you know what you want to do as a product person, the more
you know what to lead out from these roles.

FRZERIE:

BIANBRAKRE. MRAMTZIREEFNGZE, MEMNABRTEAEREIE, METURMER—ER
DURBHRANE, BAMFWREEEMETHE, 5—HF2, AXRERM, WRIRFEFIRTRAE
R BLEERIFERM, HAMIIESBERR. L, RMEAFRAEEEECEMHA, RAEMEEM
XEREBRHHT 40

[00:53:36] [Lenny]



English:

Are there red flags when you're looking at a product job description of, "Hmm, this isn't really the role you
want"?

FRSCERIE:
URBEE-RIMMHRE, BREH4 “4AiE” (BRES) iILRHEE 99, XAFSMEIEENAR” ?

[00:53:43] [Christine Itwaru]
English:

| think this is a red flag for any role. | mentioned that it's really hard right now to put a number to the
success of the role or on the success of the role, but if there's no, "This is how you will be measured or this
is what we're looking at as a successful outcome for this person in this role," | would say that's probably a
red flag. That's table stakes people need to have on their job descriptions.

AR ERIE:

BN MEAABRKITERELE. HRET, BRI RELAXNABHRINE —NRENST, BMRLER
B “BATFNAEEMRERN, HERMPANAX T ABIERIHITSEMHA” , RIRBAERE—TIE.
EXEAMVERUERRBAEENESER,

[00:54:06] [Lenny]
English:

Final question. Something | try to get to with people from new companies that | haven't talked to before
is just to get a general sense of how the product org is structured at the company. Just because people
are always curious, how do you structure product teams? So | guess broadly I'd love to hear just how is
the Pendo team product team structured? What are the buckets? Then also, is their product ops person

integrated into each cross-functional product team?

AR ERIE:

Ra— A, RZHAKREFRFANERETHEN—HER, AFAFRARNEHARBEERN. BARKS
R E: RRIEZESmERAR? FrAIRAEIRIT Pendo AU mEIPA B IR ALAY? BWFLERT? o,

FmEEANRREEGE TS M ERET mEF?

[00:54:31] [Christine Itwaru]
English:

Yeah, | too love to learn about this. We're broken into major areas of the business or revenue streams and
we have general managers over those. The GMs actually sit in the product team, which is nice. All have PM
background, all really, really experienced and incredible. We also have a head of growth, so there's that
component to it as well. Then you've generally got the senior directors. There are teams of product
managers who are responsible for different areas in the product. So, we've got one product that's our
core product and very mature, broken down into different components there. We have a newer product
where that's just one straight product team versus having many different directors.

AR ERIE:



=R, BRERENTHEXD. RIMREBWVSMEHEWRHATIS, HFREEEE (GM) HfR. XEGME
FrEmE~ mEAF, XR#EF, &8 PMER, HIFEELRALGE. HMNEE—IERASEA, FrUE
BEKXMEME D, AEBERERREE. AR RARTEN~REERA. HMNE—MLF
m, FEEHRR, WOBRARNAG. FMNEE—IBRHEN~m, BRB—TEENTREN, MA2ERS
TRIEYE o

[00:55:06] [Christine Itwaru]
English:

We do have a product ops person integrated into these teams. I'd say probably all of them at this point,
but the key thing here is they share themselves across two or three teams. Something going through
listeners' minds right now is, "Christine, is there a ratio of product ops people to the team?" | would say
that at one point, | felt like there might have been and | don't think that's the case anymore. Again, based
on my experience and what I'm learning, we operate pretty lean and a lot of people are having to operate
very lean right now. So, every few quarters, we look at our goals. We determine who or what goals need a

product ops person and for what reason. We're really intentional about it.
FRERIE:

HNHLETRIZEARESEIXERFR, HEBRFIEFEENMNESE, EXERET, WINSERE=1
FZEIHE, ARRFERETEEETE: “Christine, =mizEARSEMMLLFIRZ? 7 HEH, BE
IS HRER— LA, BIMERFXAINNAT . BRREBENZEMAAE, HVSFFIFEEE, MERE
REABAFIAEEETE. U, BRILNEE, HMNIBFEMBT. RITREEIXWEETFTETRIZEA
5, UNERERMT 4. HMTMIIFEERIR.

[00:55:44] [Christine Itwaru]
English:

As an example, | use this saying respect the hustle with my team a little bit for the newer product that's
still finding its way. The last thing you want to do as a product, which for somebody who | had a legacy
product in my last job, one that | was building from the ground up and one that | was just responsible for
getting out the door, sun setting at some point, you don't want anyone stifling creativity with any process
or some time bound this or anything like that. So, the last thing you want to do is introduce something in
there that feels like that you want them to hit the ground running.

AR ERIE:

BNMIF, WFEEERNERIHTG, HEWBER “BEXMHE” (respect the hustle)s fERP@mA,
MEAREEINMEE ARRENMERFIRIEREIET. AR LE—HIFER, KARIER~R, BAR
TEMEFIERRN M, B8 RATRBH TENTm. I, MEREHBMIERESIN—EILARR

FRIEARA, MEZEMIIEREED

[00:56:18] [Christine Itwaru]
English:

So, we don't over-index on things like a certain planning process or you need to get this to us because the
other teams have. We need to know this thing by this timeframe. We'll do what we need to do from there.
That's it. We're also quicker with the data. Voice of customer stuff takes a little bit longer for a more



mature product team or this is more like, "What are we learning right now and how quickly can we

communicate this over to that team so they can iterate really quickly?"
R EIE:

FREL, BATAZSERIFEN “SEMNMIAIZE" 2 “RAEMERT, FRUMREER" ZXNER. Ffl]
[AFBAERITHERANEXME, ARMBEFGEZNFTEZMEIE. AXiF. FMELELESEHEER.
MFEANFREAN, “FRZE WIFAIRFEEKNE; My FHrm, XEGE: “HUEFET
FA? FNESRIEXEALRGINER, UEMBIIREIAA?

[00:56:47] [Lenny]
English:

Awesome. To come back to the structure just briefly, so you have GMs, business units. Within the business
units, you have directors of product that report up to the GM within each and the directors or product
have cross-functional product team that they operate that builds specific features and elements of the
larger product. Then there's a product ops person supporting some of these teams and they're shared
across teams. Got it.

FROCENIR:

KiET, BEOF—TFEM: 7118 GM MUk SET, FUSRETRE, BB GMICRNFREE, XESN
EEEBRET AN, AFMERATmISERENTR. ARETmEEARSFEP—EHN, H#EZ
EHIPA IR ZR. BAET,

[00:57:14] [Christine Itwaru]

English:

You've got everybody rolls up to a CPO. CPO's got all of this.
R EE:

%58, FTBAREEME CPO LR, CPO FHEF.

[00:57:15] [Lenny]
English:

Christine, with that, we've reached our very exciting lightning round. I've got six questions for you. I'm
going to just fire them away. Does that sound good?

AR ERIE:

Christine, HZIX, BATENTIFELANENNERZRT, HENNRAEDMR, FEEMER. Wi
SKATLAPS?

[00:57:23] [Christine Itwaru]
English:
Yes, let's do it.

FRCERIR:



YFHY, FFUEPE.

[00:57:24] [Lenny]

English:

Let's do it. Two or three books that you recommend most to other people.
R EE:

g, RREFLINANH=2H,

[00:57:28] [Christine Itwaru]
English:

Classic is Inspired by Marty Cagan. It's one of the reasons | really fell in love with the product. It's
inspirational. Leaders Eat Last, Simon Sinek. | really like that book too. That's more leadership style and
making sure you putting in your team first, which is something | strongly believe in. This is a plug, but |
also really like the book and it's very practical so it falls in that category, which is the Product-Led
Organization by our CEO Todd Olsen. Really good book for right now, especially with people really going
through this transformation.

FROCERIR:

287 EZ Marty Cagan B9 {BRR) (Inspired) . XREEEEZE LFRNERZ—, ERERAME. £8
Simon Sinek B9 (SISERGEAE) (Leaders Eat Last), HLIFEEWRIES, EEZX TS XL UKLIHR
RIBEREE(, XEREBENIES. IMEEAN—IT &, HIFFEZNHT CEO Todd Olsen 5 (7=
IXzhBIZAZR) (The Product-Led Organization), EIFEXLA, EEREEET, LEERNFHRLIEELRHEE
B Ao

[00:58:00] [Christine Itwaru]
English:

There's an old book that | have that's sitting on that shelf. It's Product Roadmaps Relaunched. It is really
old. | mean | don't want to date myself, but it's almost 20 years old when | was in college. But it's really,
really valuable and | can reference it just for a quick yeah, | forgot about that from a communication
perspective for a roadmap. This is really cool.

RS ERIE:

RPELEFE—FER, I (FRER&EEEE) (Product Roadmaps Relaunched), SEMREET, HAER
BFR, ERERLAENNET, R20EFE7T., BEEENERENE, RULUMNERE, RRLEFE—TXF
RAEEAENEIR, XEMRE,

[00:58:21] [Lenny]
English:
Favorite other podcast?

AR ERIE:



[00:58:22] [Christine Itwaru]
English:

The Product Experience Podcast from Mind the Product. | really like that one. A little bit similar to this
other favorite one I'm on right now, but lots of really good product people and just very practical advice
too. For leadership, | like HBR IdeaCast. Again, | like to balance the business side and the people side of
leaderships.

FRZERIE:

Mind the Product @B = miA3EE) (The Product Experience Podcast) . FIFEZWHA, MFHIIME
SN T RENNBERERL, ERZEBNFNTRA, FEEBXLANEN. XFAEH, BERX (B
FHElTIe) 89 IdeaCaste FX5RIA, HERTENSHHNLSEMAERE,

[00:58:44] [Lenny]

English:

Favorite recent movie or TV show?
R EE:

R EIRI R BB AILE?

[00:58:46] [Christine Itwaru]
English:

Because | have kids, my brain is flooded generally with kid shows. | would say this year, it was between
the new Matilda movie, which is based on the Broadway production, which was based on the old Matilda
movie, but it's really, really good. Really well done. Then there's this movie. | think it's called Rise. Have
you seen it? It's about the Giannis... | cannot say, forgive me, his last name, but he's on the Milwaukee
Bucks, basketball player. It's about overcoming adversity and just struggle and really pushing through
and giving it your all. | think that one is really good. Add it to your list if you haven't. It's called RISE. TV, |
have Food. | don't have a favorite TV show. I've just finished watching White Lotus if that's qualified.

AR ERIE:

EANEEETF, BOARBERLETESE. RERSEEENN (3% /RiA) (Matilda) B (BEFBEE
CRIB, MERIBEXETEMRER) MB—SER 6. BEHMEZM (IEE) (Rise), REIDF? BXFHEH
(Giannis) -+ FIFHA MY, tER/RAEBEMNEREHGE. ERXTRIREE. &3 RiFE
RAENLUEREE. HESBEIFEY, ORMFERE, BEMNFRE, ETBAR, RERXEZRTE,
RERAEEN. HNET (BERERM) (White Lotus) , JIRABEARIE,

[00:59:33] [Lenny]
English:
It's the most popular mentioned TV show on this podcast.

RSz ERIE:



BRAEE PRIR TR MR L BME.

[00:59:40] [Christine Itwaru]
English:

Yeah, | would say for TV in general, you give me anything food. | love cooking. I'll cook an entire massive
meal, three course, whatever, sit down, and eat it while I'm watching. Yeah.

FROCERIR:

2, WTFBEATE, RERXTERNMIT. BRAERT. REM—WFRHOKRE, ZERZEHN, AL
THRIBEIAZ,

[00:59:53] [Lenny]

English:

Yum. Favorite interview question that you like to ask when you're interviewing people?
FRERIE:

ITEERRE, FEXIARZER RN RBAZTA?

[00:59:58] [Christine Itwaru]

English:

If you could choose any career outside of what you're doing, what would it be and why?
R EE:

NRIREI UM BRI M BN TR Z INEREMEIRNL, RREAFA, AHA?

[01:00:04] [Lenny]

English:

What do you look for in an answer there that tells you that this is a strong candidate versus not?
FREiE:

RMEIEFR I AEBRAIXE—MIFHREN?

[01:00:08] [Christine Itwaru]
English:

There are skills that are a part of that other role that | would lean into. So, if somebody were to ask me
that question, | would tell you a chef. It's about experience and it's about constantly refining your craft
and it's about constantly looking to delight. | think that speaks to my love for product. It's all about that
end state for the customer. So, | always ask that question and | look to see, "What is it? Are they looking
for fame? Are they looking for the temporary role?" It's really telling. You dig into the qualities of what
makes a good candidate for the other thing. You can figure out a lot.



FRZERIE:

BEXEBNMRUPEE. HETLUEENREE. L, MREARZRINEH, REREHIT. RARIHX
F&L, XRFAUBEEFZ, XFERHIKELIIARN. FTOANXER T HN~mBIRE ——IHBATE
FRRERS. FIUREZRXNEE, BBEE: “BEMHA? NREEXRZED? MREIFH—Ia
RAEn? 7 XIEFEERANT, MERHEREARAS — M MERBEEAN@E, MELXMRS KA.

[01:00:47] [Lenny]
English:

Fascinating. If they're watching this and learning the secret, that's a good sign too. They're doing the
research.

RS ERIE:
BEERE, NEMIEEEXNTEHZETX MR, BEENFER, WIS T IhE,

[01:00:52] [Christine Itwaru]
English:

Yeah.

FSCEiE:

Ao

[01:00:53] [Lenny]

English:

Top five Saa$ products that you love, use at work other than Pendo.
FREiE:

B*7 Pendo Z4b, {RETIERENRFHERMFI R SaaS o

[01:00:53] [Christine Itwaru]
English:

| got to say Pendo.

FRCERIR:

FHiT1515% Pendos

[01:00:59] [Lenny]
English:
We already know. We already know that's on the list.

FROCENIR:



BIBEMET, PEERERE L.

[01:01:01] [Christine Itwaru]
English:

Yeah, | love Miro. | love Miro so much. During the pandemic, this became an essential tool for so many
teams. | brought it into our company and | was a big advocate, part of my last one as well, just the
collaboration and connection. Figma along the same lines, | think Figma is really great at that for our
design team and the rest of products. So, that one's been really good. Seismic is one that I really like as
well. That's the content management system for our go-to-market teams. So, it really plays well into how
do we make sure we give them what they need and the tool that they need to be in.

FRCERIR:

=8, EE Miro, FEE. TEIEHE, ERTHFZEMNKETR, RIEBESIATEIIQR, RREHNEEL
HE, TE—RRFEHE, CIEEMTFIEMZEE, Figma B2, FHiAA Figma 3FFHATHIRITEIBAFI = &
HMEBIRITZEERE, U MERYF. Seismic BRHEIFESUHN—1, EREITHEATT (Go-to-market)
FAMHABTERE RS, EEREREITAMITREAERNSURMIIFAENTRESEAETRAER.

[01:01:36] [Christine Itwaru]
English:

Gong is another one. | think Gong's really great. I've watched them go from the early days and | think we
were an early customer or we were using it early on. | think they've pivoted at some point or they've
definitely updated messaging on the coaching for their teams and us being able to dig into the qualitative
insights that we get on those calls of people is really good too. So, yeah.

FROCENIR:

Gong @H—1. &1 Gong ENRIEF. REEMIIMNRHLEER, HERNERHEF, AEBREMAS
ERT. HBMINERTHERETTRE, NESEEHN T XTRMESNER, HNEBEZERLEEES
RENELERRE, XENIFET.

[01:02:01] [Lenny]
English:

Great list. Ones that people haven't mentioned before, so that's always fun. Final question, what's
something relatively minor that you've changed in Pendo's product development process that has had a
tremendous impact on the way that you build product?

FROCENIR:

RENTER, BERZARAREERN, XREB. &E—NEZ: (R7E Pendo B mFF A RAZHEH T HPLEAE
MENERED, AMRIERFmARNTET EABIRIE?

[01:02:15] [Christine Itwaru]

English:



This one's going to sound really elementary or for some people really elementary, but for some people,
they're going to be like, "Uh-huh, | totally feel that." Early on, we started bringing in engineers to
customer meetings more and more and you don't want to typecast or profile an engineer, but generally,
they're not raising their hand and being like, "Yeah, I'm going to come and join, blah, blah, blah." They
want to make sure they're doing their job and building the experience, but it's so simple and it's so
effective. When we started doing it, the response from the engineering team was great and then also it
helped us dig into a different side of the customer while we were on call sometimes. Some of them were
flies on the walls.

AR ERIE:

EXANITERATREIFEEM, EENFELEARGREMT, EN5—LEARE, t1xH: B, ZxeRES
R.” B, BTFuERESHTEIRITSMER W RARLTREIMERE, E@EMFsEHEF
W W, RESM, FF. MIBRERACERITIRE. WEAFLE, BX (HlAR) FEEREH
Mo HEAVFIAXFMEY, TREAMNRNIFEY, MEAXEEPRIEBEPEZREZFFANS—EH. BLT

2R ZEFE .

[01:02:52] [Christine Itwaru]
English:

Some of them were actually engaging with the engineers and help them increase their confidence in
speaking to customers. So, | don't know. | feel like that just ended up changing a lot of the way that we
started planning and making sure that their voice had a certain amount of weight or even more weight
than it did before in the product development lifecycle. We respect their time. | remember some were
very nervous and be like, "Oh, | got to do all this other stuff," but they're like, "Okay, I'll try it."

AR ERIE:

BETRINKFRESE5XNAER, XFEBMINENT SELRKEIE 0. FIUKZFREZEAR, HAEFTXR
KRETHNFEALORZ AN, HARMINESETRALXERBRFAE—ENNE, BEELLURE
BRE. RIMNEEMININEE. RiCEFLIRMERIFETEK, H: ‘B, REEMEXLHMEBE
i, BERMITR: e, FHitid.”

[01:03:21] [Christine Itwaru]
English:

Then all of a sudden, they're like, "Whoa, | really want to do this more and more." But it's just really being
able to see that pain for them firsthand from a customer or the delight and frustration was very impactful.
So, that's my answer and | feel like if you're not doing that as a product manager or product leader, then
you better get on that train real fast because it's life changing for the entire team.

AR ERIE:

ARRAZE, wi=k: “HF, RENERERMXHET.” EBFREINTFIES. SWEkir, Xt
MRAIEEEHT . FAL, XRMEBRANER. RRTNRMENTREEN~mATELLXEMW, BIiRE
SFETIRITEDEESR, EARX SRR EARESIE.

[01:03:42] [Lenny]

English:



That is an awesome answer. This is the first time I've asked this question. | think I'm going to make it a
standard question now because | feel like we're going to get all kinds of cool nuggets. So, thank you for
starting it off with a bang. Christine, thank you so much for joining me. | learned more about product ops
in an hour than I've learned in years and years of reading about it online.

FRCERIR:

XE—MEERENOE, XRRFREZNEE, RBEIICEEN—MRERR, BAREERNZEE
BMEIZEIT L. WHSRAF T —M4Fko Christine, IFEBEHFEMBNTIE. REX—/NERFEHXT
miZEAIR, ERSEREN LRFNEES,

[01:04:02] [Christine Itwaru]
English:

Thank you.

P ERE:

il

[01:04:02] [Lenny]
English:

So, thanks for making the time. Thanks for sharing all your wisdom. Two final questions. Where can folks
find you online if they want to reach out, learn more, maybe ask you some questions about product ops
and then how can listeners be useful to you?

AR ERIE:

RGHRHES RIS, BPDZMPVER. ZERNEIE: MRARBEKRMR. TRESES, SERNF—LEX
FRIEERNRR, RIUEMEREIIR? UK, FARBIUAAMREMETA?

[01:04:13] [Christine Itwaru]
English:

They can connect with me on LinkedIn. You'll put that up, I'm sure. Twitter, same. I've got my own site, so
the productcraft.com. | started posting on product management products. I'm going to start doing some
stuff on careers, all that good stuff. How can they be useful? So don't laugh at me, people. | needed a
Twitter reset and so | had that for 13 years and then | no longer did and now | took it. So, just help me
rebuild over there and just get back on that site. That's more immediate, but | would say help me
understand what's going on in product and product ops. | will continue to do things like this and share
more about what I'm learning, but | need to learn more from other people as well. That's an amazing,
incredible part of my job that I'm about to do.

FROCENIR:

17 LL7E Linkedin EEBXREK, RMEEMRIBHERLEN, Twitter U2 —1#., KEB WML
productcraft.com, EAWEHXT=REENNE, EFRSARB—EXTFRUVEENKRTE. ITARRTLUE
AEH? ARFIKIERK, BREEEE—T Twitter, EAT 1345, EXRFAT, NEXENHFBT. L, #
BEMBBEERXE, EMEEENTE. XBEREEN, BFEE, SERERS- RN~ REETMHIEETER



EHER. RSBREMXENZE, DERHHAF, ERUFEMFIABEFRS. XEREFFRNIIERIES
*FNF/\ IL:\-LME’J ﬁBﬁJ\O

[01:05:00] [Christine Itwaru]
English:

There's just like a lot of pain right now all around us in the tech industry. | think about today and probably
the next year or so. For people who are really questioning their next steps in their product careers,
whether they stay in it, whether they move into something adjacent or relevant, they're looking to
sharpen their skills, maybe make a site pivot to ops, whatever it is. I'm really interested to just gather
more data on this and see how it all plays out while also trying to see if | can make some connections. So,
I've been able to do that. Full circle back to Ben, Ben did this for me and you. | think that it's really
important that the product community is smaller than we think. It's large and it feels expansive, but it's
smaller than we think.

FRSCERIF:
MARKTULI MRS, ERIMEUNRKFK—ELENER, W TFREEFEFREE SRRV EET—
THA—E X, TS2HAMBMHEXME, SELEREE, TREATE —LiLEH4, BREIEEE

HBREESZXTXHENKE, EEFHFERNMURE, AESHET—EEE, RELEHEIX—KR 7T,
[E%) Ben Y&, Ben AFMMIREL T iEE, FIANTmAXIERNMNEBRHNE/N, X—RIEBEE. ERAK,
RURTE, EEKIEIANERBE .

[01:05:43] [Christine Itwaru]
English:

| think we're all facing an interesting time where people may be, again, questioning that next move or
struggling. It would just be amazing for us to share. So, cheesy as it may sound, product ops for me was
an easy way to be able to connect the dot and be that partner, right? Talk about the transparency and
alignment. If there's a way that this community can help empower me to do more of that for all of you, |
think that that would be incredibly helpful.

FROCENIR:

FANFENEEIRE — BB, AMIATRBREE T —FITohHENEL. NRBNEEEIZE, B
AET. PR, REFERARABN, EFmEENEIRASERRFRAB M —TERSHN, B2
WICBAEMN T MRXMEXEDEMET, LHNARMNARMESZSXEFENSE, FIANBFIFEEED.

[01:06:06] [Lenny]
English:
What a beautiful way to end it. Christine, thank you again for being here.
FRERIE:
AFREMNLER, Christine, BXREHRAIEIK,

[01:06:10] [Christine Itwaru]
English:



Thank you. This was so fun.
FEiE:
g, XIEFEHEB,

[01:06:12] [Lenny]
English:

So much fun. Bye, everyone. Thank you so much for listening. If you found this valuable, you can
subscribe to the show on Apple Podcast, Spotify, or your favorite podcast app. Also, please consider
giving us a rating or leaving review as that really helps other listeners find the podcast. You can find all
past episodes or learn more about the show at lennyspodcast.com. See you in the next episode.

AR ERIE:

FEEB. ARBI., BRI, MRIREF/XITEBENE, AJLUTE Apple Podcast. Spotify StfREIX
MBENALITRARTE, I, BERAERNMNTIHBE T, XeeEEEBEMITRIXIXMER, RA]
LATE lennyspodcast.com $EIFFE AR THESER. THTE .



