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Ninety.io improves Al
resolution rates with
behavioral context
from Fullstory




ABOUT

Ninety.io is a SaaS platform that helps organizations
align teams and manage execution. As Al adoption grew
within support, the team focused on improving how
conversations start, progress, and resolve while
maintaining a more human customer experience.
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RESULTS

79%

of the tickets exposed to Fullstory data are resolved

3.5%

Increase in support tickets resolved when exposed
to Fullstory data

Challenge

Ninety.io’s early Al support workflows answered questions efficiently, but conversations often lacked
situational context. Customers repeated steps they had already taken, and agents needed to reconstruct

the journey before moving toward resolution.

At the same time, the support team began shifting its focus toward outcomes tied to customer success,

requiring deeper insight into how Al interactions influenced engagement and long-term value.

Solution

Ninety.io used Anywhere: Activation to deliver session summaries into Intercom Fin, providing behavioral

context at the start of every interaction. Instead of treating conversations as isolated requests, Fin could
reference what users had done inside the product and respond with guidance grounded in their experience.
This changed how conversations progressed. Al responses acknowledged prior actions, creating a more
personable conversation. When escalation was required, agents inherited the same context, allowing them

to focus on solving the issue rather than gathering background.

By introducing behavioral insight into Al workflows, Ninety.io moved toward a more proactive support model

where conversations guide users forward and improve efficiency across the team.

We al expenrience Al fatigue;

Al interactiono can feel eos
friendQy. They Qack the
convehoational warmth of a
human touch. Thio i6 something
we didn't realize we wene
miosoing. FuQotory addo a ayen
that makeos Fin a monre
peroonable and friendQy

expehience for oun cliento."

Taylor Paletta
Director of Support and Digital Success
Ninety.io


https://www.fullstory.com/platform/anywhere/activation/
https://www.fullstory.com/platform/storyai/summaries/

