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Discover how Freshdesk, a leading customer support software, can transform your customer service operations. In this Slideshare presentation, we delve into the key features and benefits of Freshdesk, offering insights into its channel-less service, advanced AI capabilities, transparent pricing, and customer-centric approach. Elevate your customer support game, streamline workflows, and build lasting relationships with your clients with Freshdesk. Explore this presentation to understand why Freshdesk is the ideal choice for businesses seeking to provide exceptional customer support.Read less
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	1. Current and Future  State
Diﬀiculty keeping up with customers
on their preferred channel
Current State Future State
Omnichannel Support
Solution
Agents focused on helping
customers
360 degree view of the
customer
Increased customer
satisfaction
Topline Goal for 2020: Improve customer service and retention, create brand advocates that drive revenue
Constantly improving
customer experience
Support staﬀ spend too much time
fighting clunky tools that don’t work
Managers can’t measure and improve
customer satisfaction or agent
productivity
Slow and disorganized response to
customers hurts business
Freshdesk Agent Desktop
Freshdesk Administrator tools,
including analytics
CX Automation, Bots, and AI along
with core helpdesk productivity tools
Disconnected systems for marketing,
sales, support lead to poor CX
360 degree view of the customer with
Omnichannel Timeline View
Faster, more advanced
self-service with agents
working on the right issues
 


	2. Freshdesk
Omnichannel
Delight customers and
win  them for life
Account Manager Name
Date
San Mateo, California
Rev. March 2020
 


	3. Table of Contents
Why  Freshdesk Omnichannel?
Features
Customer Success Stories
Pricing
1
2
3
4
 


	4. Freshdesk Omnichannel is  the customer
engagement platform where people and bots
work seamlessly to delight your customers at
every touchpoint.
© 2020 Freshworks Inc. – All Rights Reserved. Confidential and Proprietary Information
Why Freshdesk?
 


	5. Freshdesk Omnichannel
All-in-one platform  for customer service
Ticket management
Chat & messaging
Cloud telephony
Social media
Freddy AI Bots
Omniroute™ load balancing
Collaboration
Analytics
App Marketplace
Field Service Management
© 2020 Freshworks Inc. – All Rights Reserved. Confidential and Proprietary Information
 


	6. Customer Service
Field Service
Shared  Inbox
Departmental Workflow/Queue Management
© 2020 Freshworks Inc. – All Rights Reserved. Confidential and Proprietary Information
Freshdesk Omnichannel
Use Cases
 


	7. Technology,
Media, Telecom
Auto &
Manufacturing
Financial
Services
Education
Govt/Public
Sector
Retail/
E-Commerce
Companies  that deliver stellar support with Freshdesk Omnichannel
© 2020 Freshworks Inc. – All Rights Reserved. Confidential and Proprietary Information
 


	8. Technology, Media,
Telecom
Auto,Transport ,
Manufacturing
Travel/Business
Travel
Financial  Services
Retail/e-Comm
Public Sector
UK/EU
We work with the world’s largest organizations
Copyright Freshworks Inc. 2020
Freshworks Inc. Confidential and Proprietary Information
 


	9. Industry accolades
© 2020  Freshworks Inc. – All Rights Reserved. Confidential and Proprietary Information
 


	10. State-of-the-art security
© 2020  Freshworks Inc. – All Rights Reserved. Confidential and Proprietary Information
 


	11. Best Customer Experience
Customer  Support at Scale
Best Bots, AI & Automations
Field Service Management
© 2020 Freshworks Inc. – All Rights Reserved. Confidential and Proprietary Information
Freshdesk Omnichannel
via Omnichannel helpdesk
Core Helpdesk functionalities
Powered by Freddy AI platform
To provide best on-site customer support
Feature Overview
 


	12. Support multiple
channels conveniently
Handle  enquiries from email, social media,
chat, and phone in one place.
Have complete context of the customer
issue, regardless of which channel they are
contacting you from.
Best CX
© 2020 Freshworks Inc. – All Rights Reserved. Confidential and Proprietary Information
 


	13. A knowledge-base for
self  service
Let customers help themselves and
reduce the load of L1 queries on your
support team with a highly customizable
self-service portal.
Publish FAQs, help articles and videos
on-the-fly
Best CX
© 2020 Freshworks Inc. – All Rights Reserved. Confidential and Proprietary Information
 


	14. Conversational
self-service with smart
widgets
Oﬀer  proactive support by furnishing
answers/articles for customers with an
intuitive web-widget.
Best CX
© 2020 Freshworks Inc. – All Rights Reserved. Confidential and Proprietary Information
 


	15. Oﬀer phone support
within  Freshdesk
Manage calls and convert them into tickets to
provide contextual customer support.
Access call logs
Capture context via notes
Set agent availability status
Best CX
© 2020 Freshworks Inc. – All Rights Reserved. Confidential and Proprietary Information
 


	16. Deep Cloud Telephony
integration
Add  new agents seamlessly to your
Freshcaller account from within
Freshdesk
Temporarily disable the integration
and have your agents work only on
incoming emails during lean agent
bandwidth
© 2020 Freshworks Inc. – All Rights Reserved. Confidential and Proprietary Information
Best CX
 


	17. Support proactively
with live-chat
Convert  chats into tickets
Intelligent agent routing
Set live-chat agent availability status
Best CX
© 2020 Freshworks Inc. – All Rights Reserved. Confidential and Proprietary Information
 


	18. Engage customers
on Social  Media
Manage and monitor social mentions from
Facebook and Twitter, and convert them into
tickets.
Like, retweet, and reply to comments from
within Freshdesk
Best CX
© 2020 Freshworks Inc. – All Rights Reserved. Confidential and Proprietary Information
 


	19. Support customers
on WhatsApp
Integrate  your business number with
your Freshdesk account and support
customers over WhatsApp
© 2020 Freshworks Inc. – All Rights Reserved. Confidential and Proprietary Information
Best CX
 


	20. © 2020 Freshworks  Inc. – All Rights Reserved. Confidential and Proprietary Information
Or respond to them on
Apple Business Chat!
Interact with customers, respond to their
questions, resolve issues and complete
transactions from your iPhone, iPad, Mac,
and Apple Watch through iMessage
Best CX
 


	21. “Leveraging Freshdesk's omnichannel  features, our team
achieved 96% First Contact Resolution during the 1st year of
implementation saving us thousands of dollars on lengthy
resolutions and escalations from our previous solution.”
Andy Lau
DPM of Customer Experience, BOLD Limited
© 2020 Freshworks Inc. – All Rights Reserved. Confidential and Proprietary Information
 


	22. Best Customer Experience
Customer  Support at Scale
Best Bots, AI & Automations
Field Service Management
Freshdesk Omnichannel
via Omnichannel helpdesk
Core Helpdesk functionalities
Powered by Freddy AI platform
To provide best on-site customer support
Feature Overview
© 2020 Freshworks Inc. – All Rights Reserved. Confidential and Proprietary Information
 


	23. Assist bot
Build bots  to guide agents in
troubleshooting issues, to accelerate their
learning and resolve issues quickly.
Best Bots, AI & Automations
© 2020 Freshworks Inc. – All Rights Reserved. Confidential and Proprietary Information
 


	24. Voice bots that  can
answer FAQs
Let the Call Deflection bot answer FAQ
directly and save agents’ time by adding a
list of simple queries into the Voice Bot
builder.
Your bot gets smarter with each day in
operation with the training module
included in the product
Copyright Freshworks Inc. 2020
Freshworks Inc. Confidential and Proprietary Information
24
Best Bots, AI & Automations
 


	25. AI-powered Intent
flows
Trigger flows  based on the intent of
the customer. Enhance your
customers’ experience with
chatbots that identify the intent of
your customers and engage
appropriately.
Copyright Freshworks Inc. 2020
Freshworks Inc. Confidential and Proprietary Information
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Best Bots, AI & Automations
 


	26. No-code bot builder
platform
Set  up multiple multi-level if-then-else
conditions to take on all responses by the
end-user.
Automate resolution to common customer
requests such as those involving purchase
intent, cancellation requests, status updates,
etc.
Use an intuitive, no-code bot builder to set
up workflows without any tech
dependencies.
Best Bots, AI & Automations
 


	27. Freddy - The  AI Engine
Automate all your sophisticated,
repetitive support tasks to save at least
100 agent-hours/month
Social signals
Scan through all your company tweets and mentions
and convert only those that need the attention of the
support team to tickets using its machine learning
algorithm.
Auto Triage & Article Suggester
Auto Triage continuously learns from your past tickets to
suggest field values for new tickets. Article Suggester
recognizes customers’ questions and suggests the
most-fitting solution articles to your agents for faster
response and resolution.
Freddy Answers
Helps customers on chat with answers to questions
from the knowledge base, without the need to
interact with human agents.
© 2020 Freshworks Inc. – All Rights Reserved. Confidential and Proprietary Information
 


	28. “Integrating with Freddy  is the next step to provide enhanced
customer engagement through predictive customer service that
allows users to be in-charge of their own products, while enhancing
the client experience.”
Manish Choudhary
Sr. Vice President, Global SMB products and strategy,
Pitney Bowes.
© 2020 Freshworks Inc. – All Rights Reserved. Confidential and Proprietary Information
 


	29. © 2020 Freshworks  Inc. – All Rights Reserved. Confidential and Proprietary Information
Best Customer Experience
Customer Support at Scale
Best Bots, AI & Automations
Field Service Management
Freshdesk Omnichannel
via Omnichannel helpdesk
Core Helpdesk functionalities
Powered by Freddy AI platform
To provide best on-site customer support
Feature Overview
 


	30. Set customer expectations
with  SLA Management
Set benchmarks on when a ticket should
be responded to and resolved.
Remind agents about an approaching SLA
violation and also escalate tickets when
an SLA is breached.
Customer support at scale
© 2020 Freshworks Inc. – All Rights Reserved. Confidential and Proprietary Information
 


	31. Automate
repetitive tasks
Save time  and eﬀort by automating
mundane tasks. Prioritize, assign tickets
to the right groups and execute actions
on tickets with time or event triggered
automation rules.
Customer support at scale
© 2020 Freshworks Inc. – All Rights Reserved. Confidential and Proprietary Information
 


	32. Auto-assign
tickets to the  right agents
Assign incoming tickets based on an agent’s
skill, workload or in a round-robin fashion to
divide workload eﬀiciently.
Customer support at scale
© 2020 Freshworks Inc. – All Rights Reserved. Confidential and Proprietary Information
 


	33. Our patent-pending routing  algorithm helps
you balance agent workload across channels
in one place.
Omniroute™ - Intelligent
omnichannel routing
Best Bots, AI & Automations
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	34. Manage users and  their availability across
channels from a single unified dashboard
Toggle agent availability
across channels
Best Bots, AI & Automations
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	35. Manage support for
multiple  brands
Deliver unique support experiences tailored
for each brand using separate mailboxes,
knowledge bases and communities from a
single account.
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	36. Custom ticket views
and  quick actions
Switch between diﬀerent custom views to
see specific tickets
Get the count of tickets in a view
Swipe right on any ticket to perform quick
actions
Freshdesk Mobile
© 2020 Freshworks Inc. – All Rights Reserved. Confidential and Proprietary Information
 


	37. Insert canned
responses and  solution
articles
You can reply to tickets from the mobile
app.
Insert canned responses and solution
articles within a click
Freshdesk Mobile
© 2020 Freshworks Inc. – All Rights Reserved. Confidential and Proprietary Information
 


	38. Performing
ticket actions
You can  view ticket details, edit properties,
and perform various actions in a ticket
Freshdesk Mobile
© 2020 Freshworks Inc. – All Rights Reserved. Confidential and Proprietary Information
 


	39. View contacts in
filtered  views
Get a view of all contacts from the mobile
app
Filter contacts with various views
available for easy access
Freshdesk Mobile
© 2020 Freshworks Inc. – All Rights Reserved. Confidential and Proprietary Information
 


	40. Get instant push
notifications
View  tickets that are pending, overdue, or
unassigned, get updates via push
notifications
Get push notifications based on your
notification settings
Freshdesk Mobile
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	41. 3D Touch Integration,
Live  Scorecard
Widget(iOS), and
notifications
Clicking on the Freshdesk icon displays
options to create new ticket, search, and
tickets the agent is watching
Live scoreboard widget (iOS) displays the
no.of Unresolved, Open, Overdue tickets
and more
Freshdesk Mobile
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	42. Support
customers in their
native  language
with Freshdesk
Multilingual
Knowledge base
Multilingual
CSAT Surveys
Multilingual
Ticket fields
Dynamic
Notifications
Language
as skills
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	43. Audit Log
The one-stop  for Admins to
keep track of changes made to
Automations, Agent profiles and
other helpdesk configurations.
Customer support at scale
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	44. Contextual collaboration
with Freshconnect
Bring  together fellow agents and external
stakeholders and provide all the context
needed to resolve customer issues faster.
Customer support at scale
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	45. Share ownership
of tickets
Share  your ticket with another agent in the
helpdesk to collaborate and extend seamless
support to your customers. Maximize
visibility and share accountability between
both stakeholders.
Customer support at scale
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	46. Divide and conquer
with  Parent-child ticketing
Resolve a ticket with multiple action items
faster by splitting them into child tickets
that can be worked on parallelly.
Customer support at scale
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	47. © 2020 Freshworks  Inc. – All Rights Reserved. Confidential and Proprietary Information
Handle similar issues
with linked tickets
Link and keep track of all the tickets relating to
similar issues in the helpdesk to provide
consistent and quick updates to your
customers.
Customer support at scale
 


	48. Monitor support
metrics in  real-time
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Track trends, predict team performance
and take data driven decisions to hit your
support targets with customizable Team
Dashboards
Customer support at scale
 


	49. 1-click insights with
Curated  reports
Understand how your agents and groups
are performing with respect to various
performance metrics spread over 10
powerful reports.
Customer support at scale
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	50. Generate
custom reports
Bring in  the charting capabilities of a
powerful BI tool within Freshdesk. Build
custom reports and draw deeper insights
from your support metrics, without code
and without having to depend on data
analysts.
Customer support at scale
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	51. Sandbox - Your  own
testing ground
Test new features and configurations
in Freshdesk without directly impacting
customers or agents.
Customer support at scale
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	52. Time tracking
Track the  time agents spend on every ticket
and bill your customers accordingly. Use the
timesheet summary report to analyze the
time-spent, so that you can understand where
the working hours are going.
Customer support at scale
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	53. Why leverage
Freshworks Platform?
©  2020 Freshworks Inc. – All Rights reserved. Confidential and Proprietary Information
Rich APIs for deep
integration
Open, flexible
platform
Trigger automated
workflows
Smart
Analytics
Enterprise
grade
Marketplace
Apps
 


	54. Marketplace
With over 1000  apps on our marketplace, you
can bring the apps that your team uses inside
your Freshdesk
Build your own app
With our serverless architecture, robust APIs,
and SDKs you can build powerful integrations
for your team
Partnership
We work with partners to help you build apps
that can customize your Freshdesk at an
aﬀordable cost
Extend
Freshdesk
to meet all your
business needs
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	55. Foundational components, common  solutions, and ecosystem to work the
way you need, and to customize your customer experience
Freddy AI/ML
© 2020 Freshworks Inc. – All Rights reserved. Confidential and Proprietary Information
Workflow Automation Context-based Collaboration
Ecosystem Value
Developer Portal Marketplace Apps
Identity & Access Smart Analytics Master Customer Record Security KBaaS
Search Events
Solid Foundational Components
Channels Notification Business Objects
Enterprise Grade Solutions
Freshservice Freshrelease
Freshteam
Freshchat
Freshdesk Freshcaller
Freshsuccess
Marketplace
Rich API
Freshsales Freshmarketer Freshchat Freshcaller
Support CRM IT
 


	56. Achieve Enterprise Scale  with Freshworks Platform
© 2020 Freshworks Inc. – All Rights reserved. Confidential and Proprietary Information
Feature-rich, secure and high-quality apps
Serverless application architecture based on AWS
Centralized Experience across products for easier
governance
Faster ticket resolution with API
integration for quick access to
customer order details
Freshdesk, Freshsales, Freshchat
Provide dynamic reporting &
analysis for multi-line fields
every hour
Freshdesk, Freshchat, Bots
Get customer feedback through
periodically triggered SMS
surveys
Freshsales
1050+
Marketplace apps
2000+
Custom apps
225M
lambda invocations
Prioritize issues by seamlessly
associating JIRA issues with
Freshservice tickets
Freshservice
 


	57. How Freshworks Platform  delivers Smart Analytics
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Metrics that matter, out of the box
125,000+
analytics users
50,000+
reports created
Design custom reports to fit every need
Insightful answers for questions via Freddy AI
Insights across the customer lifecycle
 


	58. Best Customer Experience
Customer  Support at Scale
Best Bots, AI & Automations
Field Service Management
Freshdesk Omnichannel
via Omnichannel helpdesk
Core Helpdesk functionalities
Powered by Freddy AI platform
To provide best on-site customer support
Feature Overview
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	59. Enable your field
technicians
With  field service management, helpdesk
agents and field technicians can work
eﬀectively with each other. You can set
deadlines for service tasks, schedule
appointments, and ensure customer’s
problems are resolved on time.
Field service management
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	60. Service Tasks contain  all relevant
information such as
Service Tasks
for additional context
The full context of the problem
The field tech responsible and
The deadline for resolving it
Field service management
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	61. Monitor appointments across  service
groups
Find a time that works for both the
customer and the field technician
Ensure no single field tech is
overloaded
Smart Scheduler
for appointments
Smart Scheduler helps set up customer
visits.
Field service management
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	62. Scheduling Dashboard
for monitoring  field teams
Monitor all the appointments of field
technician on any given day
Identify available time slots
Drag and drop a task from the list into a field
technician’s schedule to assign it
Prioritize the service task list by Unresolved,
Unassigned or any other custom filter she
creates.
Field service management
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	63. Real-time alerts
for field  technicians
Push notifications
Get notifications on the Freshdesk
mobile app when a service task is
assigned or updated.
Get customer details
Call the customer for information,
navigate to their address or check task
status with just one tap.
Field service management
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	64. Plan your daily  schedule
for minimizing travel
Today’s tasks:
Use the date filter to get complete
visibility of service tasks assigned to
field techs for any day or time range
and prioritize visits accordingly.
Navigate to the task location:
Use ‘Locate’ to view the customer’s
location using a map application and
navigate to it.
Field service management
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	65. Time Logs
for tracking  time spent
Track and monitor time spent on the
field on travel and the job
Generate timesheets report
Monitor billable and non-billable hours
Track time spent by field technicians:
Field service management
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	66. Customer Signature
for resolving  tasks
Log the customer’s sign-oﬀ before closing
service tasks:
Get customer’s signature on the
service task from the Freshdesk app
Signatures are uploaded to the
helpdesk and visible on the web
Agents can verify signatures before
resolving tickets.
Field service management
© 2020 Freshworks Inc. – All Rights Reserved. Confidential and Proprietary Information
 


	67. Customer
Success stories
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	68. Real-time service to  57 million cardholders
and a 96% CSAT with Freshchat’s modern
messaging
● 1.4 million conversations supported across
website, mobile app and Apple Business Chat
● 65% higher productivity per agent
● 10,000 agent hours saved with integrated chatbots
using Freshchat APIs
Replaced: LivePerson Products:
Freshchat lets us provide an uninterrupted
messaging experience. Over 60% of our customers
prefer messaging to reach out.“
- Jeﬀ Stone, Director of Digital CX
 


	69. ● Round-the-clock service  across 150 countries
● Engineering and support teams brought on same
pageto tackle complex queries by collaborating within Freshdesk
● 94% SLA attainment
Complex customer queries tackled in
record time, across the globe
TRANSFORMING THE WAY THE WORLD WORKS
Replaced: Salesforce Service Cloud Products:
The value of working with Freshworks has been in finding
a platform that allows for easier and more robust collaboration
internally.”
- Kevin Smith, Director - Global Client Support
 


	70. ESS keeps 700  school districts running by
matching 80,000 educators to the right roles
● 35,000 tickets/monthtackled by 170 agents
across 4 locations
● 69% faster responses to customer queries
● 50% higher productivityunlocks agent capacity
Replaced: Shared email Products:
Every day counts.
Freshdesk is intuitive, has created consistency in
processes, and it gives us the ability to onboard new
agents without a lot of extra work.
- David Faith, Vice President of Business Systems
 


	71. BEL resolves customer  queries in minutes,
not hours while reducing costs with Freshchat
● 40% decrease in phone calls
● Respond in under a minute on live-chat
● 11 minute resolution time on average
Products:
The Freshchat interface is easy on the eyes and is very
similar to modern messaging platforms that everyone uses.
- Gabriel Mendez, Systems Administrator
 


	72. ● 8 weeks  to go-live vs Salesforce’s 18 months, with
3 million contacts migrated
● Resolution time down to 2 mins from 2 hours
● Resolution rate increased to 85% from 70% with
guided workflows powdered by agent-assist bot
Sling makes customer service a competitive
advantage while reducing TCO by 60%
Replaced: Salesforce Service Cloud Products:
Freshworks is going to take us into the future
and make us a better company because we can
serve our customers better than we ever have before.”
- Mike Spanarella, Head of Customer Experience
 


	73. ● 236 shared  mailboxes moved to Freshdesk
● 14 business processes from inquires to pricing and
sourcing across 6 countries unified to execute global IT orders
● Real-time order statusesfrom reports to track and meet
contractual SLA requirements
Westcon unifies global teams and processes
onto a single platform to serve customers
better
Replaced: Internal tool, Shared email Products:
Freshdesk really drives our business. It allows
teams to interface with each other and have
visibility into the complete order process.”
- Laura Labriola, Director - Transformation Systems
 


	74. Freshdesk Customer Stories
EUROPE
  


	75. Reach for the  Skies
19 products, 8 global teams, one unified
customer service platform
● 2 months to go-live replacing legacy Salesforce
● 85% ticket deflection through self-service
● 97% CSAT
Freshdesk has delivered value
from day one.
- Justin Neale, VP-Customer Experience
Replaced: Salesforce Service Cloud Products:
 


	76. ● 4 week  go-live, replacing legacy Zendesk implementation
● 125,000 tickets migrated without business downtime
● >90% ‘Excellent’ CSAT
Travel Counsellors retains the personal touch,
even as it scales, with Freshdesk
Replaced: Zendesk Products:
Our relationship with Freshworks is a
partnership. This has allowed a seamless
transition from our previous software,which
was offering no business beneﬁts.
- Greg Spanner, Technology Service Desk Manager
 


	77. ● 2 weeks  to go-livewith 5 global teams
● 89% SLAs achieved with streamlined processes and automations
● 75% first contact resolution
SAGE supports 75,000 global B2B customers
with a 85%+ CSAT
Replaced: Shared email Products:
With Freshdesk, our staff hasn’t increased but
our performance has.
- Graeme Doswell, Head of Business Solutions
 


	78. ● 1200 agents  supporting customers across 9 countries
● 28M chats resolved in a year
● Avg. response time <30s
Klarna brings remote support teams
together for instant, multi-lingual support
with Freshchat
Replaced: Internal tool Products:
Smooth payments
I really enjoyed the tight collaboration with
Freshworks while developing our chat platform.
- Eric Bompas, Manager - Customer Service Experience
 


	79. ● Go-live in  2 days
● 50% reduction in customer service costs
● Real-time performance monitoring with dashboards
& advanced analytics
Motivated, productive agents elevate
service quality and bring down support costs
at Hamleys
Replaced: BoldChat Products:
The Finest Toy Shop in the World
We were keen to get optimised ahead of the
Christmas peak period. Freshdesk ensured that the
implementation process was as smooth as Possible.
- Vaughan Potter, Head of Customer Services
 


	80. ● Email, phone  & social support on a single screen with
Freshdesk
● 26% improvement in response times
● 75% first contact resolution
UK's leading property website oﬀers seamless
cross-channel service with Freshdesk
Products:
ﬁnd your happy
We have noticed increased levels of satisfaction
from customers and our customer support staﬀ are
happier too.
- David Cray, Head of Customer Experience &
Product Development
 


	81. ● 25% of  volumes on Whatsapp, the preferred channel
for EU travelers
● Single view of the customer across email,
phone and chat
● 2 million tickets migrated without business disruption
Europe's leading travel experience portal
GetYourGuide supports customers on their
preferred modern messaging channels
Replaced: Salesforce Desk.com
Products:
 


	82. Travix creates customers-for-life  with
Integrated omnichannel support
● Freshworks platform exceeded expectations in our
omnichannel approach
● Anywhere engagement: Email, chat, phone and
self-service
● Contextual engagement:Having all channels work out
of the box and leveraging FW platform for context unified
across channels
Replaced:
Products:
 


	83. Were using Salesforce  and Genesys to support
customers across multiple channels
Concerns that a customized integration with
their existing workforce management tool, Injixo
was expensive and time consuming with
vendors
Concerned about having various tools from
diﬀerent vendors
Freshworks platform exceeded expectations in
our omnichannel approach
Anywhere engagement: Email, chat, phone and
self-service
Contextual engagement: Having all channels
work out of the box and leveraging FW platform
for context uniﬁed across channels
Specially impressed with our culture of
partnering with them in building customized
integrations
BEFORE AFTER
An online travel company with 5 brands and 43 websites, Travix sells airline tickets in markets around the world.
Industry: eCommerce/Travel Location: Amsterdam, NL
 


	84. “Freshdesk integrated seamlessly  with our internal CRM using its
out-of-the-box capabilities such as chat, email, phone, and social
media channels. The reports has given our agents a chance to monitor
their daily or weekly performance.”
FRESHDESK OMNICHANNEL
Vijoy Nair
User Happiness Lead, Decathlon
Customer satisfaction
82%
First call response time
61 mins
Resolution SLA
92%
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	85. “We were looking  for a solution that solves for the right customer
experience at scale. With Freshdesk's intuitive Helpdesk system and the
AI-powered Freddy bot platform, with Freshdesk's agility and Freddy's
ability to deliver context across functions, PhonePe had
found a winner.”
BOTS
Vishal Gupta
Head of product, PhonePe
Ticket deflections
60%
Agent Productivity
1.6X
Requests Handled
200 million/Day
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	86. “Agents are now  able to measure themselves and see how well they
are doing, that gives them a boost. Now that we have statistics and
can see agent performance scores, that encourages our teams to
provide even better customer service. My agents are happier now.”
SCALING YOUR SUPPORT
Vaughan Potter
Head of Customer Services, Hamleys
Reduction in cost
50%
Implementation time
Less than 48 hours
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	87. Free 24x5 support
We  received 18.3k tickets in 2018. We
responded within 1 hour 12 minutes at an
average and received a 90% satisfaction rating
Support at every step.
Our onboarding team has a track record of
completing implementations at a scale that
involves 1000+ agents within 4-6 weeks
A dedicated squad
Our team of support, customer success, and
engagement managers ensure that you
continue to see success with us, for life
Building a strong relationship with our
customers is ingrained in Freshworks’
culture. That’s why our goal doesn’t end
with building elegant software. It’s our
priority to build a long-lasting and
trusting relationship with you, our
customer, for life.
Our record of
customer-centricity
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	88. Next steps
  


	89. Needs Analysis
Implementation
● Custom  implementation services
● Full workflow integration
● Dedicated Technical Account Manager
Go-live
Activate Freshworks instance
Use case, systems, and workflow analysis
Customer Success
Overview
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	90. Customer Success
Services
● Admin  and Agent Training
● Assist with configurations as your business
changes and grows
● Workflow analysis and optimization
● Executive Business Review - Support issues
and eﬀiciency gains analysis
● Expansion needs
CSM
● 24x7 Support
● Dedicated CSM
● Regular account check-ins
● Assistance with additional configurations
Support
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	91. Pricing
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	92. We do not  want to just be another
software vendor for your business.
Consider us as your friend”
Girish Mathrubootham
Founder & CEO
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	93. “We adopted Freshdesk  because it is a highly
adaptable solution with a lot of metrics that allows
us to track and follow up on our customers and
agents eﬃciently.”
Christophe Tomborski, Back Oﬃce
Manager, Bridgestone
 


	94. “We have been  able to organize our internal teams
inside groups within the Freshdesk system and use
online ticket creation and automation rules to route
requests to the right teams, then to the right members
of teams and with the right priorities.”
Matthew Hogg,
Director of Publisher and Customer
Services, Macmillan
 


	95. Customize ticket statuses  according
to your team’s unique workﬂows
Every customer enquiry
has an owner
Create inbox views to view only
relevant tickets
Every customer enquiry has an
SLA deadline
Never miss out on a single customer question
Keep track of customer conversations easily
 


	96. The little things  that matter
Undo Send
If you realize there’s an error in your response, you
can stop messages from being sent.
We believe happy employees make for happy customers. That’s why Freshworks constantly innovates to take the
‘‘boring” out of an agent’s life in customer support.
Instead of listing information that you need in an
email, send a disposable form to customers.
Annotate images
Edit images and attachments while responding to a
customer, right from within Freshdesk.
Canned forms
Empowered Agents
Send responses incredibly fast by inserting content
using keyboard shortcuts as and when you respond
to a customer.
Agents can conﬁgure features that make work easy for
them, like canned responses and scenario automations,
without any dependencies on an admin.
Quick Actions
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