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Revolutionizing customer service:
Unleashing the power of generative Al

The best customer interactions are personalized and instantaneous. Now, imagine
if you could automate all of those interactions. Your customers wouldn't have to
wait to get their questions answered, service agents would be more productive, and
business operations would flow more seamlessly.

Thanks to generative Al, all of this is possible.

Generative Al represents a paradigm shift in artificial intelligence and goes beyond
traditional rule-based systems to surface contextual and meaningful resolutions. In
fact, 70% of organizations are currently in exploration mode with generative Al.

From intelligent chatbots that provide quick and personalized support to creating
interactive reports with critical business insights, generative Al is opening a world
of possibilities to enhance customer and employee experiences.

In this playbook, we'll show you how generative Al can be used to:

& Automate customer interactions and support to deliver
personalized resolutions

Empower support agents to provide fast and accurate responses
at scale

%
@ Generate insights automatically to help drive data-backed
decisions to optimize operations

Freshworks | The future of customer service
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https://www.gartner.com/en/newsroom/press-releases/2023-05-03-gartner-poll-finds-45-percent-of-executives-say-chatgpt-has-prompted-an-increase-in-ai-investment#:~:text=70%25%20of%20Organizations%20Currently%20in,artificial%20intelligence%20(AI)%20investments

SECTION #1

Automate self-service with
Al-powered chatbots




Providing 24/7 self-service across channels helps tackle the challenges of long

customer wait times and growing agent workloads.

The combination of chatbots and Al allows for far
more advanced bots that can mimic human
conversations, leveraging NLP, natural language
understanding (NLU), Al, and ML technology to

The director of digital customer experience from a leading U.S. financial services

company agrees: “Customers are moving into these channels of preference to

engage with brands—Apple Business Chat, WhatsApp, Facebook Messenger, or
within our mobile app. Customers have told us this is like having customer
service in their pockets. All the messaging history and context is there—it’s understand the intent of a query and offer solutions.

persistent and familiar.”
Colin Crowley
Enhance your self-service capabilities with Al-driven chatbots designed to handle - Senior Director of Customer Success at Freshworks

simple, repetitive inquiries with tailored responses. This reduces reliance on

customer service agents, allowing them to focus on resolving more complicated
issues that require greater attention. To deliver personalized chat support, we recommend that your Al is trained

using these data models:
Generative Al works by understanding natural language inputs from your

customers and is trained to deliver personalized solutions. So what does this A. Large language model (LLM):
mean for your customers, support agents, admins, and business?
Chatbots driven by generative Al offer smarter conversational experiences.

i) Fast and personalized customer resolutions: These chatbots are trained to understand and mimic human language. They
can also recognize the preferences of customers with different backgrounds

Long wait times and interactive voice responses (IVRs) have evolved into real-time and cultures, helping them sound more empathetic.

resolutions powered by intelligent chatbots.

Even though chatbots can help you handle a high volume of support queries,
customers still expect personalized experiences that are contextual, empathetic,

and engaging.
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B. Business data:

Quickly analyze customers’ purchase and support history and get the
next-best action for improved interactions. For example, Al can recommend the
best resolution to a specific customer query based on historical customer

service data.

Al trained on support data can understand the nuances of each inbound request,
guide agents to the next best action, and follow up with a thorough analysis of

each conversation for continuous improvement in agent performance.

ii) Reduced workload:

The implementation of self-service chatbots automates resolutions by
addressing simple and repetitive customer queries. This significantly lessens the

burden on customer service agents, enabling them to dedicate their attention to

more complex customer problems.

CUSTOMER SUPPORT

CUSTOMER SUPPORT

° BotVoyage ° BotVoyage

1 IUPF} S [I\4I|-J- 1 Thr bl ad b sl b b L yuul
. . order.
Hey, | wanted to check if my bag is
covered under warranty.

BotVoyage

Q Happy to help! Please select your
order.

>

Ivory Trail - Weekender Bag Travelite Pro
£ Qt:1 Qt:1
-
Ivory Trail - Weekender Bag Travelite Pro BotVoyage
o o 0 Great news, Victoria. Your
one year warranty is active
until 21st December, 2023!
Reply here..... > Reply here..... >
Example of automated self-service using chatbots
4 )
of businesses surveyed by Forrester
have built and leveraged automation
capabilities to enable bot-automated
resolutions for customers, which can
guide them to their desired solution.
Source: Forrester survey'
I\ J
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G PhonePe

PhonePe, India's largest digital payments platform, wanted to resolve
queries quickly while providing consistent customer service. They

accomplished this by automating common inquiries using chatbots.

As a result, PhonePe was able to automate over 850 support scenarios—
resolving 80% of their customer service inquiries without human
intervention. Bots helped PhonePe achieve higher CSAT scores than
traditional service channels.

Source

iii) Scalable support:

Al-powered chatbots can be deployed on many messaging platforms and in
multiple languages. The best part? You don't need a village of developers

and designers to get the chatbots up and running.

Freshworks | The future of customer service

One of North America's largest financial services companies handles a wide
range of customer queries, some easier to respond to than others. By
implementing bots to provide instant responses, such as retrieving account
balances without manual intervention, the company saved over 10,000

hours of agent time.

“We have employed our virtual assistant to respond to simple questions. We
have a confidence scoring system, and if the questions are too complex for
the bot to answer, it seamlessly transfers the conversation to a human agent
with the context and history for a more emotive conversation. This transfer
is extremely seamless in that the customer has to perform no action at all—

it all happens in the same chat window for them.”

Director of Digital Customer Experience
A leading U.S. financial services company

Source

With the help of generative Al, admins and support leaders can build chatbots by
using natural language instructions. With a simple prompt, the system can
automatically generate the necessary steps, triggers, and even API connections.

In other words, new bot flows can be created entirely by Al.
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Al can also provide bot flow recommendations based on past engagement

patterns, easily identifying topics that deliver the highest deflection rates. As

customers become increasingly self-sufficient in resolving their queries through

self-service, agents can focus on tackling more complicated issues.

When customers want to speak directly with an agent, Al can seamlessly

transfer conversations to the right agent with the context required to boost

interaction. This ensures that all the tickets and conversations are assigned,

leaving no customer waiting for long.

-~

Key benefits of self-service automation with Al-powered chatbots:

Customers receive prompt resolutions on the channels of their choice.
Generative Al makes conversations feel more personal, conversational,
and engaging.

0 Businesses can scale their support faster, control operational spending,
and build stronger customer relationships.

Admins can implement chatbots without a dedicated team of
developers and designers.

Agents get to focus on more complex queries and leave chatbots to
handle simple and frequently asked queries.

Freshworks | The future of customer service
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SECTION #2

Unlock agent productivity and
boost efficiency with generative Al




In customer service, Al delivers the most value when it maximizes the efficiency of

your support teams.

According to a Gartner report?, Al helps improve:

« Employee productivity by reducing average handle times (AHT)
- The quality and accuracy of interactions by creating reusable

knowledge base content

So, while self-service helps reduce agent workload, Al helps agents to:

i) Engage contextually:

A tell-tale sign of a frustrated customer is having to describe their issue over and
over while agents sift through multiple conversations across several apps—playing

catch-up instead of resolving their queries swiftly.

Al makes this process easier and more efficient. It can access customer data and

context to provide agents with the next best actions to resolve the customer query.

With this insight into customer preferences and inputs from Al, agents can deliver

resolutions that are relevant and in real time.

ii) Engage proactively:

Al can also identify customers who are showing signs of wanting to make a
purchase or discontinuing their service. This analysis allows agents to proactively
reach out to customers, providing accurate and relevant support instead of just

responding to existing customer problems.

Freshworks | The future of customer service

While agents are empowered to interact with customers contextually and

proactively, here's how generative Al can work as their personal assistant:

i) Amplify agent productivity:

Generative Al-powered features can help agents reply faster and deliver quick,

consistent responses by:

- Summarizing customer interactions. Al can summarize support

conversations, saving agents the time and effort of reading through an

entire conversation or email chain. For instance, in Freshworks’ recent

generative Al beta program, agents using the conversation summarization

function gained 57% time savings.

New tickets > 19640 Q. Search conversations...

g  Reply ~ » Forward = Add note 3 Broadcast h Merge

New

Request for Return of Product Without Tags

B Ticket summar v
= Created by Andrew paul | a min ago (Wed, T4 Mar 2023 at 10012 am)
Subject: Delayed Delivery

+ Customer received a black and white polka dots T-shirt on 10th March

+ Received the product without tags

+ Customer wants to know the return procedure as there are no tags

| have received the Black & white polka dots T-shirt that | ordered on 10th march. However, upon
inspecting the item, | noticed that it did not have the tags attached to it.

| am unable to use the product without the tags as it is an important part of the product's
authenticity and | would not be able to resell it. Therefore, | would like to request a return for the
product.

Please let me know the procedure for returning the product without any further delay. | would

appreciate it if you could provide me with a return label so that | can send the item back to you in

nner. | am looking forward to your quick response to this matter.

Thanks,
Jennifer

a € Reply ~ > Forward [E Addnote

45 Discuss

Open
® FIRST RESPONSE DUE
by Mon 3 Jul 2018, 09:18pm

# RESOLUTION DUE Edit
by Mon 3 Jul 2018, 09:18pm

PROPERTIES

Tags

Phone Pe Support = Helpdesk x

Helpdesk Issues = +4

Status

Design/ Aayush Bhatna... ~

4
ilij 0 Online n
12 Show Activities IR LIl
- F |
(i} CONTACT INFO ~ @
Jennifer goodwin O
Product manager
Company
Acme L+ 3

Primary email
jennifer.goodwinl@sample.com

Phone
+1782 342 2398

Total MRR
$12632

2 View more info

(¥ CONTACT TIMELINE

Ticket closed - You can
Supercharge your fre...
4 May 2020, 5:30 PM

Status: Waiting on customer

Ticket closed - You can

© Supercharge your fre...

=« View all activity

Example of Al-powered conversation summarizer 08
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- Predicting support responses. Al can predict agents’ replies and complete

their sentences with a click.

- Creating knowledge base articles. With just a few prompts, generative Al
can help agents create comprehensive knowledge base articles without
spending time on extensive writing, copy editing, and formatting. Agents
using this feature during the Freshworks beta release saved an estimated
67% of their time.

New tickets > 19640 Q  Search conversations... © i QO il Online | g
g < Reply ~ Forward [E Add note 3 Broadcast h Merge : & Discuss & Show Activities < e > Bl
New
Open @ CONTACT INFO ~ @
e . FIRST RESPONSE DUE
"
Product tags missing by Mon 3 Jul 2018, 09:18pm ®
Jennifer goodwin
. Jennifer goodwin via email & RESOLUTION DUE Edit Product manager
Created by Johnathan Doe | 2 hours ago (Wed, 14 Mar 2023 at 10:12 am) by Mon 3 Jul 2018, 09:18pm 0
! Company
= H Acme Y
: : : ; : PROPERTIES
Received a product without tags and delivery person didn't pick up the product for return Primary email
because of no tags. help me to return it. jennifer.goodwinl@sample.com o
Tags
Best, Search tags to add Phone

Jennifer goodwin
Phone Pe Support *  Helpdesk x BT LTS8

Helpdesk Issues = +4 Total MRR

$12632
Status

£ View more info

Pending
4 F ] e
9 a v | From: Freshworks (support.sample@freshworks.com) ¢ Priority (D CONTACT TIMELINE ~
“ Medium
£ i jennifer.goodwinl@sample.com :
To : Jennifer (jennifer.goodwinl@sample.com) Cc Bcec 5 Ticket closed - You can
.~ Expand Assign To Supercharge your fre...
Hi Jennifer, Désigii/ Aayiish Bhatna 4 May 2020, 5:30 PM
I u v 2 P
& Rephrase 9 y Status: Waiting on customer
Sorry for the inconvenience Jennifer. | see © Summarize v Wl Professional Product z Ticket closed - You can
you confirm? ‘0" Tone enhancer » ® Casual & Freshdesk Supercharge your fre...
4 May 2020, 5:30 PM
& 5 : i
& Email generator # Friendly Status: Waiting on customer

Draft d - Update y -
raft save ]ﬂ] =+ View all activity

A B T2 8 0 B |

O

Example of Al-powered Tone enhancer
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- Improving the tone of replies. Generative Al allows support agents to quickly
type out a reply, replace informal language with more formal alternatives that
match the brand voice, and provide a clear response to customers. For example,
during Freshworks’ Freddy Al beta program, agents utilizing the rephrase feature

served their customers more quickly, with an estimated 50% time savings.

- Converting agent notes into comprehensive replies. Agents can quickly jot down

short notes, and Al can help transform them into formal replies to customers.

Generative Al can help with interactions between
businesses and customers. A customer support
agent could leverage generative Al to craft a
response to a customer inquiry and match the tone
needed to respond in the right way. Even if the

support agent needs to make some changes to the
message, Al has given them a prompt to start from.

Prasad Ramakrishnan
CIO and SVP IT at Freshworks
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ii) Resolve queries faster:

Al can help agents close tickets and conversations faster by:

* Following up with customers. Al can prompt customers to reply with
automated follow-up messages in case they are slow to respond, helping

agents close queries faster.

- Auto-resolving queries. Al helps close tickets and conversations based on
specific keywords such as “Thank you,” marking the end of the conversation.
For example, agents using this feature during the Freshworks beta release

had a 27% reduction in manual tasks, helping them close tickets faster.

[Al-powered features] free up agents’ time and
reduce the unnecessary workload and stress
that can lead them to burnout. It's crucial to have
human oversight in place to review and edit

responses to ensure that the information
provided is accurate and not causing harm to
customers or the brand'’s reputation.

r -

Prakash Ramamurthy
Chief Product Officer at Freshworks
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iii) Surface real-time support insights:

Al

boosts the effectiveness and quality of support with real-time insights, such as:

Recommendations for next steps. Al suggests the next best actions agents

can take to resolve customer queries during the interaction.

- Guidance for continuous improvement. Al can serve as a crucial component in

improving the quality of support delivered. It can offer real-time guidance to
agents during and after every customer interaction. What's more, Al can
automatically conduct thorough evaluations and provide valuable insights to
your team, potentially reducing the need to hire a dedicated quality assurance

team or manually review a significant amount of customer interactions.

-

Key benefits of empowering agents to work alongside Al:

‘ Businesses can see reduced onboarding and training costs thanks to
improved agent efficiency and productivity.

a Agent productivity can increase due to faster resolutions and more
queries resolved per agent.

e Customers can receive faster responses and improved quality of support.

0 Leaders can receive an automatically-generated analysis for each
customer conversation, helping to train agents on how to improve their
responses for better customer experiences.
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SECTION #3

Optimize operations and drive
business growth




Delivering seamless customer experiences requires a lot of behind-the-scenes
action. From identifying areas of operational improvement to addressing them
and closely monitoring the progress, it is a constant endeavor to keep the gears

running smoothly.

If you're worried that adding Al to your existing tech stack might burden the

system, fear not. Here's how Al can streamline your operations:

i) Make data-backed decisions to improve operational efficiency

It is crucial for leaders to determine the immediate and long-term focus areas
for their teams. However, this process can be time-consuming, especially when
relying on an analytics team to collect and analyze data before generating useful
insights. With Al, you can significantly expedite and enhance this process.Al can
continuously analyze your performance data, identify important insights that
require your attention, and suggest optimizations to enhance performance. You

can easily interact with Al using natural language prompts.

Freddy Q Search conversation, conta

gff QO Eg -a»

Insights Prompts

-Q- Show me the SLA adherence trend

A 3 high frequency customer
contact scenarios detected #® The SLA adherence has dropped by 12% in the past 24 hours
Show me all the scenarios
SLA adherence percentage trend F View full report

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

v

v Thereis a 12% reduction in the SLA
adherence in the past 24 hours £

./ 60%surge forecasted in the

number of conversations next week
Time

Add this report to my dashboard

Show me the CSAT g?_r‘l\‘jcross groups
1

] 2 or more duplicate automations
that run on conversations are found

Example of how you could interact with Al-generated insights

ii) Work smarter and faster with Al

With generative Al, admins can work faster by simply typing out their requests in
language prompts. Based on these prompts, Al can automatically perform
various actions on their behalf—from building chatbots to setting up automation

and workflows.

Admins can easily accomplish all these tasks by conversing with the Al using
natural language. This reduces time-consuming manual work while building,

deploying, and testing new processes that improve operational efficiency.

With Al features embedded in the customer service software, admins could gain

full control. In some cases, Al features can even be turned on or off with a click.
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(
Key benefits of optimizing business operations with Al:

Leaders can streamline operations and get insights quickly to
make data-driven decisions without scaling costs.

‘ Admins are empowered to set up new operational processes and
get them up and running in no time.

‘ Agents can focus on assisting customers thanks to simpler
processes and fewer administrative tasks.

‘ Customers receive a seamless and consistent customer
experience every single time.

g

Freshworks | The future of customer service
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Now is the time to get more from Al—
your springboard for improved
customer service and business growth

With the rapid increase in support queries and growing expectations for

personalized and instant engagement, customer service efficiency is critical.

Success is reserved for those who can align cross-functional teams around
customer expectations to deliver accurate resolutions fast and at scale. Al enables
businesses to enhance customer experiences by automating self-service,

empowering agents to be more productive, and optimizing business processes.

At Freshworks, Al is more than a buzzword—it is ingrained in our DNA, and we are
committed to leveraging its potential to transform customer service. We believe in
building world-class products for the Fortune 5 million, not just the Fortune 500.
Freddy Al powers our products with a unique combination of our in-house Al
capabilities and the generative Al technologies from leading Al service providers to

drive value for customers, agents, leaders, and admins.

Step into the future of customer service with Freddy Al!

Book a free demo See Freddy Al in action

Freshworks | The future of customer service
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Appendix

T Forrester survey: “Freshchat Thought Leadership Program—Conversational
Engagement Maturity,” Forrester Research Inc., January 2023

2 Gartner report: “How Can Generative Al Be Used to Improve Customer

Service and Support?”
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About Freshworks

Freshworks Inc., (NASDAQ: FRSH) makes business software people love to use. Purpose-built for IT, customer support, and sales and marketing teams, our products
empower the people who power business. Freshworks is fast to onboard, priced affordably, built to delight, yet powerful enough to deliver critical business outcomes.

Headquartered in San Mateo, California, Freshworks operates around the world to serve more than 63,000 customers, including Allbirds, Blue Nile, Bridgestone,
Databricks, Klarna, NHS, OfficeMax, and PhonePe.
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