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Var star vi idag 2024



How customers engage brands today is extremely
dynamic and unpredictable...

Messaging App Phone Call Social App

@ freshworks



...yet customer expectations remain the
same...

Empathize with me

Give me a fast resolution
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...putting pressure on customer service teams affecting
their productivity and performance.

“There are high-priority issues
that need my attention, but

“A lack of coaching for agents
will result in low service

‘I struggle to balance high-quality
customer responses with speedy

admin tasks takes up most of
my time.”

quality. | need to ensure high-
quality interactions from our
agents.”

resolutions. ”

- Admins - Supervisors
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Generativ Al driver en ny era inom
kundservice



Of Customer service and support organizations will be applying generative Al

80% technology to improve agent productivity and customer experience (CX)
by 2025. - Gartner

Source
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https://www.gartner.com/en/newsroom/press-releases/2023-08-30-gartner-reveals-three-technologies-that-will-transform-customer-service-and-support-by-2028

Reimagine the Possibilities with Gen Al

World with Gen Al

resolutions agent time reduction in potential

70% can be 60% saved via 70% time for data

automated automations analysis

80% | oot

savings
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Hur ser en Al-driven support losning ut idag
och hur uppnar vi okad effektivitet
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Enhancing Customer Experience

Customer in focus

Seamlessly engage customers on any channel
One conversation across all channels — web, social,
SMS, chat, email, phone, and more

(| CUSTOMER SUPPORT

Deliver instant resolutions with Al-powered self-service

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

Centralize knowledge and deploy anywhere

L i'

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

@ freshworks




Customer focus

&« Account Related Issues Finance

Utterances @ EN English v

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

& Issue with insurance application

‘ & Issue with mortgage loan
& Problem with Home loan application
& Vehicle insurance request failed

(® Add utterance

Suggestions Add all O Refresh
Problem encountered with insurance application
Difficulty with mortgage loan application
Payment complication
Issue with Home loan application process

Vehicle insurance request denied

“A fresﬂwor!s LSE

Al generated
variants

Train your bot faster with Al-
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.



Supercharge agent productivity

Agent daily tasks

Team Inbox

&, Contactinfo

Boost agent productivity with Al

Baldwin

Deliver efficient resolutions with next-best-actions,
instant tone modification, and quick summarization

8 ® @

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

& A4 &

Collaborate as a team on complex issues

Manage internal tasks and conversations with private
threads and integrations with Slack and MSFT Teams
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Agent focus

“4 frestilorks ‘

Conversation
summarizer

Summarize your conversations
before handing it over

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



Make smart decisions faster

As a Business Leader

Maximize success through data-driven decisions

Insights

Optimize operations, drive growth, and make data-
backed decisions with Al-powered Insights = [ :

Interact with your software using prompts, not clicks

Freddy Insights surfaces key issues, creates tailored [ St e
solutions, and executes them through simple prompts e ——

Go beyond support into total customer experience

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

Freddy

, 3 high frequency customer

contact scenarios detected

B ® @ © &

& 4 &
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Prompt based
analytics

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

Admins can simply Ask Freddy for analytics
and actionable insights to get appropriate
configuration settings, conversational
analytics and make data-driven decisions
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Fortsatt innovation och nasta steg inom
Customer Support & CX
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Freshworks at a glance

<
2010

Founded

4
~5,000

Employees

Data as February 2024
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IPO September 2021
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67,000+

Total Customers

$700M+

2024 Annual Revenue Guidance

$
Recognition

3 Gartner Magic Quadrants
Leader in 3 Major Peer Reviews




Freshworks Solutions

IT & Employee Service

IT Management
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Employee Services

Customer Service

All-in-one Customer Service

Ticketing Conversational
Support Support

A Unified Experience

Sales & Marketing

3

Sales Automation

A~

Marketing
Journeys

© 2024 Freshworks Inc. All rights reserved.



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

Freddy Self Service Freddy Copilot Freddy Insights

ForCustomers For Agents & Admins ForlLeaders
Intuitive bot-driven Contextual Al assistant to Actionable insights &
experiences & resolutions boost productivity recommendations
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Detecting customer language

Trigger the bot flow that matches the
customer’s language

e Automatically detect the language of the
customer and trigger the bot in that language to
offer multilingual customer service
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Al built for agents and admins to achieve customer
service excellence

Freddy Copilot

ForAgents & Admins

Contextual Al assistant to
boost productivity and
enhance quality
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Live translate for agents

Empower agents to offer support in
multiple languages

. < Back
® Enable agents to respond in any customer preferred language
®  Ensure that all the customer messages are automatically Q
translated into the agent preferred language oW )
B . Translate to Spanish (Customer language)
®  Automatically translate the agent responses into the customer

. . Reply Private note
preferred language to improve overall customer experience
and decrease response times

Translate to French

We are extremely sorry for the inconvenie
technical bug that had caused the issue. 1
backend and the page should work fine nc

Translate to German

Translate to Portuguese

A B D 2 8B O B8 &



Post resolution quality coach

Assess the quality of each customer
conversation

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

e 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.

Any Topic v Any status v

@ | Web widget - Ch
P | Add age

Vijay Krishnamurthy

Would you like a refund or a return?

Orange Shoe

Refund.

Vijay Krishnamurthy

Great, thank you for providing that information. It looks like we can proceed with the
efund

Orange Shoe

Cool, please proceed.

Vijay Krishnamurthy

Thank you for your assistance. | appreciate the prompt resolution. Goodbye.

« Resolved by Vijay Krishnamurthy

by Orange Shoe

astar rating

2, Contactinfo

A John smith
@ sunnyvate, use

Add Con

O Websiteinfo

B8 Conversation properties

5 Post Resolution Quality Coach

Shipstation

) Agent Assist for Chat

Growave Reviews

Growave Loyalty & Rewards

) Shopify

# Freddy - Next Best Action




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

Self Service Copilot Insights

ForCustomers For Agents & Admins ForLeaders
Intuitive bot-driven Contextual Al assistant to Actionable insights &
experiences & resolutions boost productivity recommendations
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Proactive Insights

Freddy Al automatically surfaces actionable
insights through 24x7 data analysis

e Freddy Al automatically displays key trends and insights
that require your attention.

e Interact with the Al using natural language prompts to
dive deeper into each insight.

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

Freddy

5 3 high frequency customer

4

contact scenarios detected

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

There is a 12% reduction in the SLA
adherence in the past 24 hours

Scenario automations that can save
upto 14% average handling time

Hi, How can | help you?




Knowledge base insights

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.

¢ freshworks

Insights Prompts

\7)

5 draft articles created to potentially
increase coverage by 20%

Show me the 5 drafted articles

Q_ Search conversation, contacts,etc. i Q Eg | AskFreddy

&  Sure. Here are the 5 drafted articles.
Drafted Articles & Go to Knowledge Base
S.no Title Volume

Unblocking a Number in Freshdesk Contact Center e
Call blocking | Phone number > Contact Center > Blocking >

2 Getting a Product Walkthrough of Freshchat
a%
Product | Freshchat > Product Walkthrough
a Customizing Ticket Fields in Customer Portal Channel

3%
Self service  Customer Portal > Customizing Ticket Fields

4 Managing Agent Details and Password Resets in Freshchat -
Security Freshchat > Passwords > Reset Password
5 How to Get Help from Freshworks

2%
Support | Help > Get Help from Freshworks
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Next steps with @
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Christoffer Fagerstrom
Lead Account Executive - Sweden

christoffer.fagerstrom@freshworks.com
+358 50 4753 139



