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Hur manga har anvander redan generativ Al ?
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Generativ och prediktiv Al anvandningsomraden
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https://www.neebal.com/blog/generative-ai-vs.-predictive-ai-unraveling-the-distinctions-and-applications

Det ar inte forsta gangen som vi befinner oss i en tid av turbulens
och osakerhet
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Foretag som lyckas bra med kundupplevelsen
har enklare for att fortsatta vaxa

82%

More successful selling to Likelihood of repurchase Increase in profit when
existing customers vs or renewal with valuable customer retention
acquiring new customers' service interaction? increases just 5%°

1. https://www.crazyegg.com/blog/customer-retention/

' fres hwo rks 2. https://www.gartner.com/en/customer-service-support/insights/customer-loyalty

3. https://media.bain.com/Images/BB_Prescription_cutting_costs.pdf



Vagen framat for organisationer ar

Transformation
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Exempel pa foretag som redan hoppat pa taget

yahoo!finance

Wayfair CEO: Al is helping our human customer service agents ‘outperform’

TECHNOLOGY EXECUTIVE COUNCIL

How Walmart is using A.l. to make
shopping better for its millions of
customers NEws

PUBLISHED MON, MAR 27 2023.10:00 AM EDT

NEWSLETTERS - CFO DAILY Citi US Personal Banking turns to Al

, S . to ‘delight’ cust ith
AT&T’s CFO says using A.l. has saved ‘hundreds of p‘;,;,,',g,is:;‘ sl

millions of dollars’—and that was before ChatGPT

Citigroup’s US Personal Banking business has created a repository of
customer data and is rolling out a decision engine to provide customers

IKEA Uses Al to Transform Call T e srves
Center Employees Into Interior
Design Advisors

Expedia Releases
JUNE 14,2005 ChatGPT-Powered Al

Chatbot on Mobile App W Air India invests $200 mn in
Have Al and a smile: Coca-Cola digital tech, to use ChatGPT-

leveraging artificial intelligence to driven chatbot
improve customer service, ordering

BY PYMNTS

COCA-COLA - Published April 24, 2023 8:40pm EDT

How Morgan Stanley, Stripe Use GPT-4 To
Optimize Financial Customer Experience (CX)
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Och dessa foretag ser tydliga resultat...

@ freshworks



( Generativ Al

Okad self-service Okad handlaggarproduktivitet Snabbare hanteringstider

Med l6sningar som kan hantera Vagled handlaggare till snabbare
kundforfragningar utan och mer relevanta l6sningar
handlaggares input

Automatisera workflow och bespara
tid att fullfolja arenden

9 fres hWO rks 1.https://www.freshworks.com/assets/resources/Freshchat-benchmark-report.pdf?ehash=4314f4e6e2791e3fb70ea10242b2133c45b7cf28e24a7d737ed8dfc42abad02c
2. https://www.bcg.com/publications/2023/how-generative-ai-transforms-customer-service
3. https://www.mckinsey.com/capabilities/mckinsey-digital/our-insights/the-economic-potential-of-generative-ai-the-next-productivity-frontier#business-value



Sa hur kan en Al-driven supportlosning se ut?
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Al inom supportlosningar

¢

Kundupplevelse Agent-upplevelse Admin-upplevelse

Snabbt att hitta ratt Lattare att forse Enklare att hantera
svar kunder med ratt och konfigurera
information forandringar

Underliggande generativa Al funktionaliteter

@ freshworks

Y

Leader Experience

Battre insikter och
maximerat varde



Fordelar med generativ Al i kundlosningar

i © @

Leverera snabba, personifierade omnikanalslosningar
med bade self service och handlaggarkonversationer, via flera kanaler

(2]

o B

@ B

Forbattra handlaggarproduktiviteten

Med rekommendationer and integrerade samarbetsverktyg

Okad tillvaxt med Al-driven beslutsfattning

Via snabba, smarta insikter som kan analyseras direkt via “prompts”

@ freshworks



Exempel pa hur Freshworks
anvander Gen Al for forbattrad
kundupplevelse

O freshworks
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@ Add FAQ - English

Title

How to reschedule a flight

nt flight that you want to reschedule
nd time you want to reschedule and click okay.
5. You will get an email confirming the changes

Generera FAQ:er

Generera snabbt Iosningsartiklar for
att hjalpa kunder snabbare

Generera detaljerade kunskapsartiklar endast
genom att ldgga till nagra tips som kan delas
med kunder



How to reschedule a flight

Rescheduling a Flight Online: A Step-by-Step Guide

Step 1: Login to your account

The first step in rescheduling your flight is to log into your account. This step requires you to have an account
with the airline, which can be easily created if you don't already have one. This account will store all of your flight
information, making it easier for you to manage your flights.

Step 2: Go to My Bookings

Once you have logged in, go to your profile and select “My Bookings”. This section contains all of your booked
flights, so you can easily find the one you want to reschedule. Simply select the relevant flight and you will be
taken to a new screen that displays the details of your flight.

So verschieben Sie einen Flug

q- Av It~ A BB I UV

Einen Flug online umbuchen: Eine Schritt-fiir-Schritt-Anleitung

Schritt 1: Melden Sie sich bei Ihrem Konto an

Der erste Schritt bei der Umplanung Ihres Fluges besteht darin, sich bei Ihrem Konto anzumelden. Fiir diesen
Schritt bendtigen Sie ein Konto bei der Fluggesellschaft, Sie ganz einfach erstellen kdnnen, wenn Sie noch
keins haben. In diesem Konto werden alle lhre Fluginformationen gespeichert, sodass Sie |hre Fliige einfacher
verwalten kénnen.

Schritt 2: Gehen Sie zu ,Meine Buchungen”.

Sobald Sie sich angemeldet haben, gehen Sie zu Ihrem Profil und wéhlen Sie ,Meine Buchungen®. In diesem
Abschnitt finden Sie alle von Ihnen gebuchten Fliige, sodass Sie ganz einfach den Flug finden kénnen, den Sie
umbuchen mdchten. Wahlen Sie einfach den entsprechenden Flug aus und Sie werden zu einem neuen
Bildschirm weitergeleitet, der die Details |hres Fluges anzeigt.

@ freshworks

Al-drivna
losningsartikel-
oversattningar

Personlig upplevelse for kunder med
information pa deras foredragna
sprak

En flersprakig kunskapsbas som drivs av Al-
oversattningar av I6sningsartiklar for att
sdkerstélla information pa olika sprak.



Travel modification

reschedule the flight but the

win@gmail.com

i v Resolve v

Omformulera
meddelanden

Omformulera meddelanden sa att det
later mer professionellt

Omformulera ditt budskap med ett enda klick
sa att du alltid kan Idta varumarket och
professionellt for dina kunder



Travel modification
: G 3 v Resolve v

ng to reschedule the flight but the

Message
autocomplete

Skriv meddelanden snabbare med
Al-genererade forslag

Minska din svarstid genom att anvanda
automatiskt genererade forslag som ar
skraddarsydda for ditt varumarke.




Request for Return of Product Without Tags

email

Generera
e-postutkast

Generera utarbetade e-postsvar fran
borjan pa bara nagra sekunder

Spara tid och forbattra agentens produktivitet
genom att generera hogkvalitativa
e-postmeddelanden med ett enda klick.

Hi Jennifer,
J Rephra

Summarize
Y' Enhance tone

$ o
= Generate email




Agent Experience

Travel modification

n you please take a look and help me sort it out

v Resolve v

£

Summera
konversationer

Summera enkelt lang historik av
konversationer eller information.

Spara tid genom att sammanstalla komplett
summering av konversationshistorik till
exempelt vid eskalering till annan
handlaggare.



Customer Experience

& Account Related Issues Finance

— o Al genererade

@ Add atleast 1 more utterances to train this intent better and map to a flow

Y | varianter/forslag

‘ & Issue with mortgage loan

Trana dina bottar snabbare med Al
genererade varianter av fragor som
era kunder kan tankas stalla.

Problem with Home loan application
Vehicle insurance request failed

+) Add utterance

Generera flera olika varianter av fragor pa
sl Adgat) | 2. efreeh bara sekunder som kunder kan tankas stélla
Problem encountered with insurance application OCh '[I’ana era bOttar att |dent|ﬂera deraS |ntent

Difficulty with mortgage loan application
Payment complication
Issue with Home loan application process

Vehicle insurance request denied

“A fresﬂwor!s I =




Admin Experience

. Ask Freddy

Please help me automate - bagga:

@]

3 high frequency customer & Hereis a bot flow for baggage all
contact scenarios detected

sh the

Avg. quality score has been
declining steadily in the last month

8 ® @

Total number of conversations today
is 30% higher than yesterday

Add to an existing bot Create a new bot

60% forecasted surge in
number of tickets next week

Create a new bot

& 4 @

Bot deflection score estimated
to fall below 60%

2 or more duplicate automations
that run on tickets are found

and remove the duplicate:

@ freshworks

Prompt-baserade
bottar

Al som hjalper admins att bygga nya
bot-floden

Administratorer kan helt enkelt be Freddy att
skapa bot-floden utan behov av teknisk
expertis eller programmeringskunskap.



Team Inbox

Returns & Refunds

B Voice Transcript

Sadie Baldwin Order cancellation M) sadie Baldwin
8 | nccd help with the r y ~ v Resolve v N o

X, Gobal Support

o o
Flova iles : - u m m a r I z e r
In a . jennifer.goodwin@gmail.com

Ph
+1650 555 0140

Unique ID

' Automatiskt sammanfatta

CRN

avs samtalsloggar

00 - Call picked up by Anna, customer reports gomacts
double charge on their card for an order New
+ 0:15 - Anna attempts to find a solution but is
unable to do so
30 - Anna transfers the call to an agent for
further assistance Time zone

Sammanfatta lamga samtal till korta

provides tion to the customer

ot bt summeringar for smidigare uppféljning.

B call transcription summary

iption t

Newsletters, Promotions

& Conversation properties

P
L1 Support USA

Agent

Mar
:

@ freshworks



Leader Experience

Freddy

8

8 © o ®

& 4 &

@ freshworks

How do | reduce handle time

Prompt-baserade
rapporter

Admins kan stalla textbaserade
uppmaningar och fragor for att samla
in analyser och rapporter .

Administratorer kan helt enkelt be Freddy om
analyser och handlingsbara insikter for att fa
lampliga konversationsanalyser och fatta
datadrivna beslut



Var syn pa verkligheten vs.
forvantningarna

@ freshworks



Verkligheten

to value

Fragmented
@ freshworks



Dagens
forvantningar

Snabbt och Enkelt
Prisvard och Kraftfull
Modernt och Skalbart

@ freshworks




Snabba resultat. Langsiktigt varde.

-~

Snabbt & Enkelt Kostnadseffektivt Kraftfull & intuitiv

Losningar som fungerar for er.

(Inte tvart om.)

@ freshworks



Huvudomraden for Freddy Al

Vi bygger Freddy Al-funktioner for att hjalpa kunder, agenter, administratorer och ledare.

Freddy Self Service

Automatisera sjalvbetjaningsupplevelsen for
att hjalpa dina kunder att enkelt hitta svar pa
egen hand.

Omedelbar hjélp via chatbots, tillgangliga
24x7x365 pa dina kunders val av kanal.

¢ freshworks

-
Freddy Copilot

En personlig, "Alltid-tillganglig"
Al-samarbetspartner via uppmaningar i ett
enkelt konversationsgranssnitt.

Kontextuell information, praktiska insikter och
forbattrad produktivitet for alla agenter var de
an befinner sig.

¢

Freddy Insights

Gor det mojligt for administratorer och ledare
att fatta datadrivna beslut for att optimera
supportverksamheten.

Analysera kontinuerligt data for att fa fram
handlingsbara insikter och relevanta trender
for ledare.



Models tailor made for YOUR business

Domain Knowledge (CX)

¢ freshworks

Large Language Model

What: Models trained on public
data

Value: Delivers smart
conversational engagement

Example: Assist support
executives in auto-completing &
summarizing responses

Freshworks Models

What: Models trained on specific
metadata across various industry
domains (without personally identifiable
data, generate only finite outputs)

Value: Delivers fine-tuned responses
and suggestions to domain specific
use-cases

Example: Accelerates responses to
service requests in travel industry by
auto triaging and pre-populating
responses

Model Training

Account Models

What: Models trained on specific
customer data (without personally
identifiable data)

Value: Delivers bespoke responses
and suggestions for customers

Example: Assists in improving the
quality of customer service by
providing account specific feedback
and insights



Forankrade i principer for ansvarsfull Al

Safety & Security Privacy & Data Responsibility & Fairness &
. o Protection Accountability Non-discrimination
Séaker och riskfri
bearbetning Palitlig Ansvarsfull En inkluderande
datahantering och Maskininldrning approach till Al

incidenthantering

¢ freshworks



THOUGHT LEADERSHIP VIRTUAL EVENT

-

The future of Aliis here

A conversation between Microsoft & Freshworks

2 time slots:

Date: December 13th, 2023

Time: 9:00 AM PST or 11:00 AM CET
Venue: Virtual

REGISTER NOW

Join us for an exclusive opportunity to hear from Al experts where Girish Mathrubootham, Founder and CEO of Freshworks, sits down with Marco Casalaina, VP of
Product Management, Azure Cognitive Services at Microsoft.

Girish and Marco will delve into the world of Al, discussing the integration of Microsoft Azure OpenAl Service into Freshworks' Freddy Al solutions to ensure the privacy
and security of your data.

Discover how this partnership aligns with our shared vision for generative Al and the incredible opportunities it unlocks for customer support, sales, marketing, and
employee experience.

q © 2023 Freshworks Inc. All rights reserved.


https://www.freshworks.com/events/ms-azure-webinar

Kontakta oss

Alexandra Blomberg Djuricic Louise Hovhammar

Senior Account Executives Sweden Business Development Manager Sweden
alexandra.blomberg@freshworks.com louise.hovhammar@freshworks.com



mailto:alexandra.blomberg@freshworks.com
mailto:louise.hovhammar@freshworks.com
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Att komma igang. Framgangsfaktorer.

Identifiera ratt Sikerstill Vilj lampliga

anvandningsomraden datakvalitet Al-tekniker och

och Al-modeller verktyg

@ freshworks



