
How Teachable’s AI support 
agent resolved 86% of 
conversations initiated by Pendo
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Ask us anything
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Weʼll answer them live 🎉
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6 weeks live
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86%
of CX leaders say customers 
will drop brands that can't 
resolve issues on first 
contact.¹

71%
of customers expect 
personalized interactions.¹

And most AI agents arenʼt clearing it.

The bar for great customer service 
has never been higher.

Sources: 1. AmplifAI 



Deploying an agent is 
step one. Now, how do 
you get it to work?

Your agent has no context into 
your user, like what theyʼre 
doing in-app or whatʼs set up. 

Your agent doesnʼt know when 
itʼs needed and canʼt take 
action proactively.

There are 2 core challenges facing support agents:

34% 
say AI support "made things 
harder,ˮ  and that number 
jumped 8 points in just 6 
months.²

2. Glance, 2026 



CHALLENGE 1

Your agent has no 
context about your users.

Customer Support Bot
Online

Hi there! How can I help you 
today? 

My data export keeps failing at the 
last step.

Thanks for the context. Here is a 
helpful resource about data export 
troubleshooting.

I already read that, it didnʼt help. What 
else can I do?

Have you tried disconnecting and 
connecting again? Sometimes a 
refresh helps.

Customer ended chat.

Doesnʼt know where 
the user got stuck

Canʼt personalize 
because it doesnʼt 
know the journey

Doesnʼt know they 
already tried the 
basics

Now theyʼre 
frustrated about the 
product and the 
support interaction.

Agents donʼt know the user journey, 
where frustration happens, or what 
theyʼre trying to do. 

That leads to: 

● Generic, one-size-fits-all answers

● No guidance when users actually 
need it

● Support that dead-ends and 
frustrates users



CHALLENGE 2

Your agent doesn’t act when 
your users need it most.

User journey

Hits an error submitting a 
form
0:41

Rage clicks the save 
button
1:12

Abandons the form 
entirely
2:15

Finally asks agent for 
help

Customer churns from 
tool

3:01

Where your agent actually 
responded because it was 

prompted

The moment of friction 
where your agent shouldʼve 

responded



Your agents need context about your 
users. 

They also need to act proactively on 
that context.

1

2

The Solution



YOUR PRODUCT DATA WHAT AGENTS DO WITH IT

Page and feature visits

Drop-off

Customer feedback

Usage & retention

Pendo ATK
Connects your Pendo 
workspace to agents. 

MCP
Agents pull context on 
demand

Webhooks
Pendo pushes real-time 
signals

Surface real-time guidance
Serves the right walkthrough in the moment

Trigger in-the-moment help
Acts before friction turns into churn

Initiate growth & churn saves
Flags risk early, routes expansion plays

Drive workflow completion
Proactive nudges, so users finish what they start

Collect & triage feedback
Flows into Pendo Listen — the loop closes

THE TOOLKIT

The Pendo Agent Toolkit connects your product data to any 
agent, so it can act proactively.



Power your agents to step in the moment 
frustration is detected

app.teachable.com/settings/exports

Data export
Configure and run your export

FORMAT

CSV

FIELD MAPPING

3 of 4 mapped

Export failed · 1 column couldn't be mapped
Support agent

1 Your export failed at field mapping — the 
"Region" column wasn't matched.

2 Fix column mapping — 30s guide

3 Resume export

4 Was this helpful? Yes No

WHAT JUST HAPPENED

1 Detect the frustration
Rage clicks, dead clicks, errors are detected in real-time 
by the agent.

2 Understand the context
It pulls the journey context and what they already tried — 
so it knows exactly where they got stuck, and what they 
were likely to do next.

3 Act in the moment
Surfaces tailored guides and nudges them back into the 
workflow, before they give up. .

4 Record the outcome
Feedback flows back into Pendo, so negative sentiment 
is never missed by the teams that need to hear it.

A closed loop, where every moment makes the next 
one smarter.



From reactive to proactive

Teaching Fin to reach out first — a Pendo × Teachable story



What is teachable?
A platform creators use to build, sell, and deliver online 

course, coaching, and digital products.

150,000+ 
creators & businesses 
on the platform

100M+ 
students served on 
Teachable



Support was 100% reactive. We only heard from 
creators once they were already frustrated enough to 
open a ticket with us.

39%
of users were writing to 
support with a confused 
sentiment. Theyʼre willing, 
but they are having trouble 
starting.

HOW THEY FELT

33%
of new users wrote us from 
the Course Pricing page, 
indicating that a sales page 
was a blocker to launch their 
product.

30%
of new users had issues on 
our Payment Settings page, 
even stopping before 
continuing on; this was a 
problem.

WHERE THEY REACHED OUT

THE PROBLEM

New creators were 
getting stuck



Proactive support was a goal for Q2
We already knew that we wanted to find and help these users get to launch, but the question 
was how to reach out.

But our AI agent could only react
Fin could answer once a user wrote in, but it couldn't act. It only responded to creators who 
already knew to ask, never to someone stuck and silent.

The missing piece
A signal for when a creator was struggling right now, inside the product, not after they'd 
already given up and written in.

OUR ACTION GAP

We wanted to reach out before the ticket



Friction happens

Pendo detects a rage click, 
error click, or U-turn on a 

tagged page.

Webhook fires

The event goes to Fin in real 
time, with page context 

attached.

Fin opens the chat
The AI agent writes, “I 

noticed you're having trouble 
with X. Want me to help?ˮ

HOW IT WORKS

Pendo detects friction → Fin reaches out

1 2 3



How it works



What it’s doing so far

67.2%
Resolved by Fin
61.6% assumed + 5.6% confirmed,
vs. 54% automation rate across Support

91%
Never Escalated
Only 9% needed a human 
teammate

4.10 / 5
Avg. CX Score
On conversations Sunny 
closed solo

38%
Open Rate
2,350 creators opened Sunny's 
proactive message

vs. 912% on our previous onboarding pop-up 

6%
Reply Rate
486 creators replied directly 
to Sunny

vs. 12% on our previous onboarding pop-up 

Live since May 27, 2026. Brand-new data, no existing baseline



Quick answers
Having trouble with…?

Because Pendo has context, 
Finʼs initial message is more 
specific, and it understands 
where the user is in the platform.

REAL USER EXAMPLES



Sensitive topics
A user asked about their pending 
domain status, a time-sensitive 
(and emotionally sensitive) topic 
that can cause users a lot of 
stress. 

They got an instant answer from 
Fin before anything had to 
escalate.

REAL USER EXAMPLES



“Feature, not a bug”
In support operations, you 
probably have a perennially 
misunderstood feature, that 
users thinks is a bug. 

For Teachable, thatʼs reserves. 

In this use case, a user got an 
immediate and accurate 
explanation about why money 
was withheld.

REAL USER EXAMPLES



5-star rating
The user asked how to delete 
students from a course, received 
exact steps, and confirmed the 
fix worked. 

Then, they not only rate the chat, 
they also thanked Fin for the 
help.

REAL USER EXAMPLES



Where we're taking this

Expand the trigger pages
We initially focused on specific pages  — Course Pricing, Payment Settings, and Course Setup — the three pages 
we identified as the biggest early blockers. Weʼll slowly release to all pages.

Expand the audience
New users were a good first target, since we have a solid idea of what they need to accomplish, but we can begin 
to target existing users for greater feature adoption.

Explore more integrations with Pendo
Weʼve been so pleased that next we want to try a workflow follow-up trigger, especially for complex onboarding, 
such as when a user is setting up Stripe in order to get paid.



More context & 
better resolutions

Since enabling Pendo context via a data connector, 
conversations with in-platform context go better for Fin

WITH PENDO CONTEXT
1,100 conversations

70%
Resolution rate

17%
Escalated to a human

+8 pts resolution  and  –7 pts escalation  when Fin has context from Pendo

RESOLUTION-RATE LIFT, WEEK OVER WEEK

Averaging 9 points higher resolution 
when Pendo is involved.

WITHOUT PENDO CONTEXT
2,200 conversations

62%
Resolution rate

24%
Escalated to a human



Q&A
Drop your questions in the 

Zoom Q&A box.



Get certified in
Digital Adoption

Get a custom demo of 
Pendo for Salesforce 

Keep learning


