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■ Pendo’s AI journey

■ Levels of AI

■ What is the PM's role 
in ensuring the success 
of AI features?

TIPS AND TRICKS



Pendo’s AI Journey

- NPS insights 
and summaries

- Feedback summaries
- Guides creator assistant
- Journey insights
- AI chatbot
- AI tagging assistant

Pendo AI 

PNDM 2023

What now?

PNDM 2024

Pendo ML 
team established

PNDM 2021

Built ML muscle 
and infrastructure

Gearing up 
Pendo AI

NPS Insights

PNDM 2022

AI boom 💥
Pendo AI Hackathon



Levels of AI

Manual Manual process, no AI

Human Centric AI Manual process, AI assist

Machine Centric AI AI process, human fine-tune

Fully-automated AI AI process, human free

MORE HUMAN POWER

MORE AI POWER

LEVEL 4

LEVEL 3

LEVEL 2

LEVEL 1



Pendo’s AI features 
in the lens of the 4 levels of AI



NPS insights
Eliminate hours of analysis 
and get to insights 
immediately with AI. 

AI-powered product discovery 

Feedback insights
AI-powered 
recommendations for what 
feature to build next based 
on the voice of customers. 

AI LEVEL 2 AI LEVEL 2



Guides creator 
assistant
Jump start guide creation 
by auto-generated guides 
powered by LLMs. 

AI tagging 
assistant
Reduce the need for technical 
knowledge when getting 
started with Pendo.

TIPS AND TRICKS

If the feature name has 
“insights” or “assistant” 
in it - it’s usually level 2

AI LEVEL 2

AI LEVEL 2



Uncover inefficiencies to complete a task 
or business process to automatically spot 
in-app guiding opportunities. 

Journey insights

AI-powered personalized support 
and knowledge in-app creates a 
better customer experience. 

AI chatbot

AI LEVEL 2

AI LEVEL 2



Pendo’s AI Journey

● NPS insights and summaries
● Feedback summaries
● Guides creator assistant
● Journey insights
● AI chatbot
● AI tagging assistant

PNDM 2021 PNDM 2022 PNDM 2023

Built ML muscle 
and infrastructure Gearing up Pendo AIAI boom 💥

Pendo AI Hackathon

Pendo AI 

PNDM 2024

NPS InsightsPendo ML 
team established

What’s next?

AI LEVEL 2 AI LEVEL 3

Pendo ML 
team established

NPS Insights

PNDM 2021

- NPS insights 
and summaries

- Feedback summaries
- Guides creator assistant
- Journey insights
- AI chatbot
- AI tagging assistant

What now?

PNDM 2023 PNDM 2024

Built ML muscle 
and infrastructure

Gearing up 
Pendo AI

PNDM 2022

AI boom 💥
Pendo AI Hackathon

Pendo AI 



What is the PM's role 
in ensuring the success 

of AI features?

Lessons learned from Pendo’s AI journey



“What can we do with AI?” 
vs.

“What do our customers need?”

LESSON NO.1



NPS Insights Evolution

What we can do - POC What our customers need

TIPS AND TRICKS

Design an AI experience that takes into 
consideration users’ input, for two reasons:
1. Give the user control to override the AI 
2. Improve the AI engine by a feedback loop 



The PM is critical in turning 
the POC into a 

full user experience



Moving from 
level 2 to level 3

LESSON NO.2



A pendo story

Usage data:

● Page clicks

● Feature clicks

● Track events

● Metadata

Business outcomes:

● Churn / retention

● Conversion

● Expansion in MAU

● Upsell

Can we connect the dots? 



Our initial UX - Retention Insights

AI LEVEL 2



Design partners loved 
the insights

But asked us - what actions do we recommend?



Retention Insights Take II

Outcomes





 

Outcome Goal
Increase Retention

1. Identify the features

2. Target the audience 

3. Generate a campaign

Track results - 
before and after metrics AI LEVEL 3



Moving from AI level 2 to 3 
is a Product matter

TIPS AND TRICKS

Start with Level 2



Innovation 
mindset

LESSON NO.3



Have you ever heard this sentence? 



Make some room for 
Innovation

TIPS AND TRICKS

Create a balanced roadmap:
- POCs vs. delivery work 
- Low vs. high risk projects 



Have a big vision …

Avoid moonshots

… but start lean.



Product 
Manager

Designer

Data Scientist

Engineer

Teamwork 
makes the 
dream work



What is the PM's role 
in ensuring the success 

of AI features?



The PM is key to the success of AI features

Taking the product from level 2 to level 3

From POC to a full product experience

Fostering an innovation mindset3.

2.

1.



Thank you!




