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Var står vi idag 2024
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How customers engage brands today is extremely 
dynamic and unpredictable…

Messaging App

EmailWeb Portal

Social App

Chatbot

Phone Call
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Know me

Empathize with me

Give me a fast resolution

…yet customer expectations remain the 
same…
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…putting pressure on customer service teams affecting 
their productivity and performance.

- Agents  

“There are high-priority issues 
that need my attention, but  
admin tasks takes up most of 
my time.”

- Admins

“I struggle to balance high-quality 
customer responses with speedy 
resolutions. ”

- Supervisors

“A lack of coaching for agents 
will result in low service 
quality. I need to ensure high-
quality interactions from our 
agents.”
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Generativ AI driver en ny era inom 
kundservice
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Of Customer service and support organizations will be applying generative AI 
technology to improve agent productivity and customer experience (CX) 
by 2025. - Gartner

80%

Source

https://www.gartner.com/en/newsroom/press-releases/2023-08-30-gartner-reveals-three-technologies-that-will-transform-customer-service-and-support-by-2028
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Reimagine the Possibilities with Gen AI

World with Gen AI

70%
resolutions 
can be 
automated

60%
agent time 
saved via 
automations

80%
potential 
cost 
savings

70%
reduction in 
time for data 
analysis
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Hur ser en AI-driven support lösning ut idag 
och hur uppnår vi ökad effektivitet
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Enhancing Customer Experience
Customer in focus

One conversation across all channels – web, social, 
SMS, chat, email, phone, and more 

Seamlessly engage customers on any channel

A unified knowledge base that powers portals, chatbots, 
and internal KBs

Centralize knowledge and deploy anywhere

Advanced language understanding and a unified 
customer record to deliver personalized service, faster

Deliver instant resolutions with AI-powered self-service



© 2023 Freshworks Inc. All rights reserved. 

Train your bot faster with AI-
generated versions of questions that 
your customers will ask.
Generate multiple variants of questions that 
your customers frequently ask and train your 
bot to identify customer intents.

AI generated 
variants

Customer focus
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Supercharge agent productivity
Agent daily tasks

Collaborate as a team on complex issues
Manage internal tasks and conversations with private 
threads and integrations with Slack and MSFT Teams

Gain a complete customer view
Empower agents with a 360° customer view, enriched 
by 3rd party data, for contextual support

Boost agent productivity with AI

Deliver efficient resolutions with next-best-actions, 
instant tone modification, and quick summarization
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Summarize your conversations 
before handing it over

Save time and offer complete context by 
summarizing your conversations before 
handing it over to another agent.

Conversation 
summarizer

Agent focus
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Make smart decisions faster
As a Business Leader 

Freddy Insights surfaces key issues, creates tailored 
solutions, and executes them through simple prompts

Interact with your software using prompts, not clicks

Maximize success through data-driven decisions

Optimize operations, drive growth, and make data-
backed decisions with AI-powered Insights

Streamline data and analytics with a unified data model 
across sales, marketing, and support

Go beyond support into total customer experience
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Admins can simply Ask Freddy for analytics 
and actionable insights to get appropriate 
configuration settings, conversational 
analytics and make data-driven decisions

Enable admins to give text-based 
prompts to gather analytics.

Prompt based 
analytics

Leader Experience
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Fråga
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Fortsatt innovation och nästa steg inom 
Customer Support & CX
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Founded 2024 Annual Revenue Guidance

~5,000 
Employees

67,000+
Total Customers

Data as February 2024

$700M+

Recognition

IPO September 2021

3 Gartner Magic Quadrants
Leader in 3 Major Peer Reviews

FRSH2010

Freshworks at a glance
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Freshworks solutions
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IT Management
with Freshservice

With Freshservice
for Business Teams

Employee Services

All-in-one Customer Service 
with Freshworks CS Suite

Sales Automation Marketing 
Journeys

Ticketing 
Support

Conversational 
Support

with Freshchatwith Freshdesk

with Freshsales

with Freshmarketer

A Unified Experience
with Neo Platform and Freddy AI

Freshworks Solutions
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For Customers

Intuitive bot-driven 
experiences & resolutions

For Agents & Admins

Contextual AI assistant to 
boost productivity

For Leaders

Actionable insights &  
recommendations

AI built for customers to deliver instant resolutions 
across channels 24x7x365

Freddy Self Service Freddy Copilot Freddy Insights
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Detecting customer language

● Automatically detect the language of the 
customer and trigger the bot in that language to 
offer multilingual customer service 

Trigger the bot flow that matches the 
customer’s language
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For Customers

Intuitive bot-driven 
experiences & resolutions

For Agents & Admins

Contextual AI assistant to 
boost productivity and 

enhance quality

For Leaders

Actionable insights &  
recommendations

AI built for agents and admins to achieve customer 
service excellence 

Freddy Self Service Freddy Copilot Freddy Insights
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Live translate for agents 
Empower agents to offer support in 
multiple languages

● Enable agents to respond in any customer preferred language
● Ensure that all the customer messages are automatically 

translated into the agent preferred language 
● Automatically translate the agent responses into the customer 

preferred language to improve overall customer experience 
and decrease response times
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Assess the quality of each customer 
conversation

Post resolution quality coach 

● Track agent performance to identify areas for improvement,
leading to better customer interactions and higher-quality
resolutions.

● Admins gain valuable insights through the new "Quality Score"
report, enabling them to monitor agent performance, identify
areas needing attention, and implement targeted training
programs.
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For Customers

Intuitive bot-driven 
experiences & resolutions

For Agents & Admins

Contextual AI assistant to 
boost productivity

For Leaders

Actionable insights &  
recommendations

AI built for leaders to take informed decisions with 
proactive & contextual insights 

Self Service Copilot Insights
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Freddy AI automatically surfaces actionable
insights through 24x7 data analysis

Proactive Insights

● Freddy AI automatically displays key trends and insights
that require your attention.

● Interact with the AI using natural language prompts to
dive deeper into each insight.

● Receive recommendations on how to solve each
challenge and implement them using prompt-based
instructions.



© 2023 Freshworks Inc. All rights reserved. 

Freddy to recommend Knowledge Base 
suggestion to improve overall content

● Provide suggestions to create or improve 
Knowledge Base solution articles based on 
historical customer interactions and agent 
resolutions.

● Enables admins to improve their coverage of 
Knowledge Base for better Self Serve experience via 
Portal, Bots and Agent documentation.

Knowledge base insights
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