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Evolving Service Expectations

- freshworks



The real woes of today’'s workforce

Employees today expect fast, personalized and interactive experiences at the workplace. This
sparks everyday woes that impact their productivity and efficiency.

Source

., “There are high-priority issues “I do not have the time,
I need to talk to an IT agent . . .

R i i that need my attention, but | resources or technical expertise

to fix this issue immediately .

ob d ; need to get these mundane to create and consume multiple
to get my job done. tasks out of my way.” reports to get insights and take
decisions.”
- Employees - Agents - IT Leaders
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Service management needs a helping hand

ClOs are already grappling with modern challenges arising with these growing demand and conflicting realities

[ Growing Employee Expectation ] + [ Poor Service Experiences ] - [ Surge in Issues ]
Limited agent availability Rote everyday routines Lack of timely insights
Vs VS VS
Need for 24/7 humanized support Need for high staff productivity Need for proactive decision-making
The Employee Problem The Agent Problem The CIO Problem
Impacted Employee Satisfaction Overwhelmed and Burnt Out Agents Inability to Meet Demand

Impacted Employee Productivity Increased Agent Turnover Dented Budgets
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Embracing Al - a helping hand for all

The answer we are looking for is already a reality. IT leaders have started leaning on Al-first
solutions, and with the introduction of Agentic Al, it's now an inevitable leap to future-proof

service management strategies.

IT Decision Makers IT Organisations IT Leaders
Adopted generative Al in Already deploying at least one Redefining success with
their organisations Al Agent, going beyond the agentic Al and upskilling
first phase of generative Al workforce for modernization
Source Source Source
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Traditional Agentic Al-driven

Reactive service Proactive service
management management
g N\ (
Disjointed resolution Issue pre-emption
g N\ (
Higher downtime » Intelligent resolution
Impacted workforce productivity Personalized employee support
& ) .

By 2028, at least 15% of day-to-day work
decisions will be made autonomously
through agentic Al, up from 0% in 2024.

A third of employees are living with
problems their service desk cannot fix.

Forrester, State of service desk report 2024 Gartner, Inc. - Top Strategic Technology Trends for
2025
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Introducing Freddy Al from Freshworks
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Freddy Al - your step forward

IT & Employee Service Customer Service Sales & Marketing
. -} Freshdesk {2} Freshchat
Freshservice frgshser¥lce L d e (2) Freshsales () Freshmarketer
i Freshworks CS Suite
# Freddy Al Platform
Uncomplicated Al Trusted and Secure Innovation at scale
Enterprise grade operational maturity Full data control & zero data leakage Intuitive & configurable experience

Freddy

Al Insights

Employees & Business
Customers Freddy Leaders

Al Copilot

Support Agents
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Why Freddy Al: Enterprise grade without enterprise complexity

AN @ ucoveuca

e LOW TCO & FAST ROI

The

Freddy Al » e TRUSTED Al

difference

0 PERSONALIZED

e HUMAN CENTRIC
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To truly democratize Al in ITSM, we must
despite their diverse work patterns

Financial and strategic focus
« |IT Spend as Percentage of Revenue
e ROl on IT Projects

o IT budget variance

x IT Leaders
Operational Excellence
o ELA s A Service experience quality
L ST SeEEs | + Response time
o Uilstfer reies o Avg. resolution time
« User satisfaction
Service agents x Employees
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Our vision: Connected Intelligence that learns and evolves
across all stakeholder interactions

& Freddy Al Insights

IT Leaders

Freshservice
Connected
Intelligence

Service agents Employees

Benefits

o Allows Al benefits to flow across stakeholders
o Creates network effect opportunities

o Enables continuous organizational learning

@ freshworks ‘98 Ereddy Al Copilot @ Freddy Al Agent



Unify Employee Experience with Freshservice

FMS

Unified experience

My VPN is Conversational
not intelligence —> . Facilities
working _\ 9 " @
I need to reimburse my o
expenses . . ®
I haven’t received my Z . EE -

onboarding kit

/ Collaboration tools
I need to submit a —> ‘ Finance $ -...

patent .'}

I lost my / L, . Document management

. RevOps

ID card i : :

- /
¢ freshworks
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Freddy Al Capabilities
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_________________

Key Freddy Al Product Capabilities

Freddy Al CoPilot

Supercharge productivity with contextual
and conversational assistance

Freddy Al Agent

24*7 self service with rapid delivery of personalized resolutions and smart automations
with specialized Al Agents deployed in popular end user channels

1 Article Generator & Writing Assist @

Actionable & trusted summaries o

Al Agent Analytics @

‘ Ticket Summary & Reply Suggester @ ’

Multilingual & Multiturn

. [
Conversations

Agentic Actions with APIs

1 Similar ticket & field suggester o \ Zero-touch formless service requests @ Al Agent Skill builder
1 Post incident report generator o I Integrated search for Al Agent o Collaborative/bi-directional handoff &
‘ Change suggester & auto-triage \ Controlled rollout of Al Agents o Al Agent Persona & Customizations

k)

0 J

Leaders & Managers

Freddy Insights

Take informed decisions with proactive &
contextual insights

Proactive Insights o
RCA for insights L]
Prompt-based analytics (]

@ Available for all

Partially available



Freddy Al Agent Available now

Dialogue style conversations
with summarized responses

Self-serve with actionable dialogue.

o Enable two-way, dialogue with Freddy Al Agent to
unearth complete context with back and forth
conversations.

o Obtain Al-generated summarized, pointed responses
from help articles.

o Enjoy public channel availability on channels like MS

Teams and Slack.

¢ freshworks

& Freddy

. &



Formless Service Requests

Skip forms to request services using Freddy Al Agent.

o Get Freddy Al Agent to fill out forms for you through a dialog.
o Auto-create service requests using the context shared by
employees in a conversation with Freddy Al Agent.

« Instant fulfilment with Freshservice workflow engine

¢ freshworks



Freddy Al Agent Available now

ROI and usage
reports

Analytics

Analytics 3 Freddy Self Service Overview Curatod

3 Date Range: Last Month

Stay on top of the business impact of Freddy Al Agent.

e Report on tickets deflected with Freddy Al Agent.

o Report on the number of helpful solution articles and service
items that were served for employee queries.

o Conduct root cause analysis on queries that were not given a
helpful response to understand the action that can be taken to
deflect them.

¢ freshworks
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Freddy Al Agent Available Now

Universal knowledge
discovery

& Freddy

Enable responses from external knowledge sources

o Leverage a comprehensive search solution that retrieves
information from multiple knowledge sources in your
workplace.

o Enhance Freddy Al Agent's responses with intelligent search
across external knowledge sources like SharePoint, Google
Drive, Confluence

o Honour access privileges across external knowledge sources

as well Start riow sdrversation
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Freddy Al Agent Available now

Localized, multi-lingual
support

Support a global workforce in 41+ languages.

o Ask questions and receive responses in any language.

o Get translated responses sourced from the
knowledge base and service catalog in the language
of your choice.

o (Coming Soon) Phase 2: Enjoy public channel

availability on channels like MS Teams and Slack.

¢ freshworks
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L m

] Lighthouse cnat e Aot + @ Meet

Freddy Al Agent Available Now ® -

Multi modal support with e
Images/Attachments o - i
Enhance interactions with Freddy understanding rich media
inputs

z

[ Lighthouse cha ot - D G Met

o Empower Freddy Al Agent to efficiently process rich media as =

information to provide assistance.
o More powerful two-way dialogues with Freddy Al Agent, now with

context from rich media in queries and underlying knowledge =

sources

o Get Freddy Al Agent to consume rich media like hyperlinks, images

and PDFs assist employees with information.

L 4 Awesome, glad to be of helpt 5

¢ freshworks



Limited rollout support

Test Freddy Al Agents before org-wide
rollouts.

o Test Freddy Al with selected users in a controlled
environment.

« Validate the Al Agent's behavior in a low-risk setting
before scaling up.

o Set up test channels to replicate real-world workflows
and fine-tune processes.

« Manage org-wide rollouts, maintaining control over
when the Al Agent is adopted by the broader workforce.

¢ freshworks

Servicebot for Microsoft Teams

Connected organisation: Grab Main

Features associated with Microsoft Teams

T

Freddy Al Agent
Offer round-the-clock assistance to your employees on Slack using generative Al Terms of use Z

Happy with Freddy Al Agent? You can launch it to all users now.

Test with specific users to ensure readiness before launch
Complete the setup by clicking Get Started

Get started

Collaborate

Enable conversations using your collaboration tools

Project Collaboration

Integrate with collaboration platforms to converse about ongoing tasks

Uninstall Settings

)

Launch to everyone



00000 GS T 9:41 AM ¥ 58% M

Freddy Al Agent = @& http://support.freshservice.com o RN e =T

& http://support.freshservice.com (o
Freddy Al Agent on End ® ¢
user portal Ask Freddy All Search Results

Enable Al agent on end user portals.

I'm unable to access any confluence
documents

o Be where the user is to offer 24*7 assistance on :
channels of their choice SHow oS tokets If you're having trouble accessing

Confluence documents, try the

« Enable employees to receive front-line assistance Show tickets awaiting my approval following steps to troubleshoot:

from Freddy Al Agent on Freshservice end user Show all my tiokets e R I m—

portals. stable VPN

. . . 2. Clear your browser cache
o Reduce reliance on collaboration apps to receive

3. Try in Incognito/private browsing

conversational assistance. mode

Report an Incident

Raise an incident with your
support team

If you're still having trouble, let me
knnw nr create ticket

\14
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Freddy Al Agent on Email

Deflect email queries through self service.

o Cater to the most high volume channel across service desks
with Freddy Al Agent deployed on email as first-line of defense

o Auto-respond to simple email queries with relevant help
articles to self-serve.

o Deflect tickets raised through email as a channel with relevant

help articles.

¢ freshworks

[l

Wi Gmail

/ Compose

& Inbex

® Snoozed

B Sent

D orafis

v More

Labels
Applications
Bills

B Docs
Family

B Newsletters
Reconstruction

v More

Q, Search mail

1it

B 0 @ 5

Re: Unable to Access Figma - License Issue? [#30127]

Kate Tanner <katefworkl

Hi Team, I'm trying to open Adobe XD on my system, but it's asking for 3 license key or says, “Your subscriptio.

IT Support Team - Workfinity

QOur team has received your support request #30127 regarding access to Figma. You should hear back from our
IT team within the next few hours,

While our team investigates your request, here is an answer that might be of help

To resolve most Figma access issues:

- Ensure you are signed in with your official @workfinity.com email address.

- Confirm that you have been granted the correct permissions (Editor/Viewer) for the file.
+ Check if the file was moved to a different team or project — access might reset

- Try logging out and back in again or accessing from the desktop app.

For more comprehensive information, check out our internal support articles:

Should you have additional questions o further details to share (such as screenshots or file links), please reply
within this email thread. We appreciate your understanding and patience in this matter.

Best Regards,

IT Support Team - Workfinity

Did the provided answer resolve your request?

Yes, Close my ticket Not really

& Reply ~* Forward [

e B
@ «
T @ «



Custom bot flows with skill
builder

Build org-specific context into the Freddy Al Agent
experience.

« Enable Freddy Al Agent to understand unique requirements of each account
with Al-assisted custom bot flow configurations.

« Build highly tailored and efficient conversational experiences by setting up
custom intents and corresponding actions to be performed.

« Generate custom bot flows for repetitive requests with Al assistance.

¢ freshworks

Order cancellation

; O

~, Getorder status

> Order status is Shipped

. Createa ticket

100%




Proactive Knowledge
Gap Assessment

Improve deflection and self service
by addressing knowledge gaps.

« Identify knowledge gaps by analyzing incoming
tickets and existing help articles.

o Leverage actionable insights to update and
create articles that effectively bridge these gaps.

« Simplify updation and creation of articles based
on insights with GenAl.

¢ freshworks

Knowledge sources

Al Agent will learn and respond from the below knowledge sources. Learn more

& Web URLs ) Files @ FAQs [ Qaas

Needs your attention Manage

* Recommended # Recommended

15 searches came up with no results 20 Customers from Spain requested

this week! information on Return Process Today!

Review and publish 5 translated

Review a folder with 2 articles
° ¥ Spanish articles from the Return Folder.

addressing the queries mentioned,

View all

*r- Forecasted

30% surge in tickets expected around
Customer's Order Delay this week!

Review and publish an article inspired °
by a recently resolved ticket

Added URLs @

Home | Nobaggage

Learning status: 345 Successful 1 Failed | Last syr

Home | Nobaggage

Learning status: 345 Successful 1Failed = Last syr

Home | Nobaggage

Learning status: 345 Successful 1 Failed | Last sy

Home | Nobaggage

D

Edit article

Cancelling Your Ord

You can cancel your order t
for a return and refund.

Steps to cancel:

1. Go to My Orders under
2. Select the order you'd li
3. Click on ‘Cancel Order",

4. Choose a reason for can

Refund Timelines

How to cancel an order and request a refund in ACME portal?

We understand that plans can change, and we're here to help you cancel your order and process a refund
if needed. Here's everything »~ ===t 4 bimaee

4+ Reason:

Users often ask about refund
timelines right after cancelling an
order. Adding this reduces follow-
up queries and improves article
completeness.

Suggestion based on
48 tickets

Referred to data source

E Refund policy.pdf
2.4M8

# Continue in knowledge base

ation is no longer possible, but you may still be eligible

= ; ; 3 iainal
S fpte i vou e gty b ¥ ginal-pay

~ Accept X Reject

Once your cancellation is confirmed or we receive your returned item (if applicable), your refund will be initiated.

Payment MethodRefund TimeCredit/Debit Card5-7 business daysUPI | Wallet2-4 business daysNet Banking3-5 business
daysCash on Delivery3-5 business days (to your bank account after submission of details)




Freddy Al Agent

Vertical Specific 0O0TB
Al Agents

Build, configure, deploy OOTB vertical
specific Al agents tailored to support specific

actions.
o Quickly deploy pre-built vertical specific Al agents, for unique

business specific needs like IT and HR support

« Tailor agents and workflows to align with unique policies or
integrating specific compliance rules.

o Create Al agents from scratch, like a procurement bot
interacting with custom ERP systems, to address specialised

workflows and backend integrations

¢ freshworks

Al Agents

Al Agents

ow: Active agents v t by: Created date - New to Old ~

| ()

»

Lighthouse 2.0

® Active

Employee onboarding agent

8

HR Service Desk agent

i
-

Leave management agent

arn more

)

Facilities Support agent

® Active

Q=2 o8

[ Skills library

Support buddy

® Active



Proactive quality coach

Enhance responses with proactive quality
and tone suggestions.

« Enable Freddy Al to review and correct responses
for consistent, high-quality communication.
« Understand message tones and filter out abusive

words and errors proactively.

¢ freshworks

Unable to Connect to VPN Network

Q Marley Herwitz reported a day ago (Tue, 09 Apr at 7:00 PM) via Portal &

Details Child Tickets Tasks Assets Associations Activities Resolution

——DeSsuiipuun

Hi, I'm having trouble connecting to the company network. I've tried restarting my computer, but it's still not working. Please help!

Conversations

“ G v From : IT support <helpdesk@support.freshservice.com>
:shworks.com Cc Bcc
Spelling error
= ¢ 8 ¥ ® ()
troubleshaot {\:‘

X Ignore

Did you trouleshoot the VPN switching it on and off

- B2, Respond -~ 2 Refine v esfound (G #a Translate v

g U ® i Cancel m




Freddy Al Copilot m

Ambient Copilot
experience

Get proactive ticket assistance through a seamless
conversational experience.

« Offer contextual assistance to agents across different modules
without the need for manual input.

o Provide advanced insights and proactive help.

« Streamline daily tasks seamlessly through conversational interactions.

o Facilitate personalized responses and customized assistance.

¢ freshworks




Intelligent agent routing

Improved routing mechanism for enhanced efficiency.

o Route tickets based on the timezone, shift, current load,
and skill sets of agents.
o Assign the right agent for every ticket for improved

resolution times and optimized workload.

¢ freshworks

Tickets > #INC-21428

0 ¥  Share v Edit

Laptop is not booting, have urgent deliverables for larger team sales presentation

Anne Mary reported 3 hours ago(Mon, 25 Sep at 9 tal € MacBook Troublashooting

Details Notes Tasks Assets Associations Approval Activities

Description

I'm experiencing issues with my company-issued laptop. It's not booting up, and | need it to complete an urgent sales

5p has been used regularly without any prior issues. Please help as this issue has a high priority due to
s presentation

the impending sale

Conversations

a  Reply ¢

= Global Settings > Agents > Androw Mathews

Basic details

Andrew Mathews

& skills

“ andrew.mathews Sfreshworks 0175850560
191 b g

Qo

Reply v  Associate v Close <
©
Open :
rst R Due a

by Mo 2023, 10:00 AM
qosolution Do & x
by Mon, 26 Sep 2023, 01:00 PM P
& Requester Info o - ©
ﬂ Anne Mary (S

CHRO, Frashworks I

&) Collaborate




Proactive Insights

Enable quick decisions without report tracking.

o Monitor and analyze your service desk to flesh out timely
insights for you with Freddy.

« Stay on top of insights about trends, outliers, and top

increasing/decreasing metrics and take action as needed.

9 Go back

¢ freshworks

Freddy

Al Insights

> 245% increase in Average Resclution Time

[ Avg Resolution Time had an upward spike of
245% on 5 A

= Resolved Tickets had a sudden drop of 45%

[+ Resolution SLA Violated Tickets had 14
anomalios in Last 2 woeks

| 1 Avg Response Time was higher by 24% on

- Trending empioyes issue identified

&

Hi, | have personalised insights for you

Click an insight on the left hand side 10 get staned



Root Cause Analysis (RCA) for Proactive Insights

Freddy Al Insights Available Now

Take precise next steps by identifying root cause.

« lIdentify the factors and events that influenced a
particular trend, anomaly or other insights.

o Drill down into root cause maps to take precise,
proactive actions and resolve challenges at their source.

o (Long-Term) Identifies patterns in unstructured data for
root cause analysis. For example: Surge in complaints

about a newly released product feature.

¢ freshworks

Freddy

Al Insights

[ 245% increase in Average Resolution Time

~ Avg Resolution Time had an upward spilke of

245% on 5 Ape

[ Resolved Tickets had a sudden drop of 45%

= Resolution SLA Violated Tickets had 14

anomalies

[ Avg Response Time was higher by 24% cn

-+ Trending employes

Hi, | have personalised insights for you

Clck an insight on the left hand side 1o get started
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Customer

Live Oak Bank

A digital bank that provides SBA
7(a) loans to small businesses
across the United States

TaylorMade

Premier golf equipment
manufacturer

Porsche eBike

A Porsche subsidiary
pioneering electric drive
systems for e-bikes

Key Problems

- Inefficient email based
ticketing

- Lackluster support lacking
coordination

- Complex historical solutions

- Operations across 12 time
zones

- Manual ticketing was
inadequate for surge in
demand (250% spike)

- Fast growing company
with multilingual base

- Revamping IT setup for
modern scale

Freddy Al Agent on Teams &

Freddy Al Agent & Al

q( freshworks

with instant self service

round the clock Al powered
assistance and automations

Freshworks L . Freddy Al powered Caddy Copilot with orchestration
. intuitive self-service portal for . . :
Solution : bot for raising requests 24*7 | workflows for rapid
instant support .. .
productivity gains
Scaled operations with
o :
90% ticket volume moved away 500/° SO IS “”.”es & CoPilot & supported
: 90% SLA adherence with o :
Outcome from tickets to modern channels multilingual assistance

with Al Agent on MS
Teams




Driving Tangible Outcomes

& freshworks

“Simpler queries are answered through Freddy Al Agent instead of a
human agent, thus saving their time. Trigger automation set in the
background through Orchestration for service ticket fulfillment saves
turnaround time for ticket resolution and agent reduction.”

Siddhartha Deb 10 available agents. ” e Service Desk Anulyst
Project Manager, Kent Large Enterprise Professional Services Company
' NPS Manager 10
Large Enterprise Diversified Financial Services Company NPS
& freshworks & freshworks

¢ freshworks

@ freshworks

“Before Freddy Al, the first response by the frontline support team was 2 to
4 hours. With the implementation of Freddy Al, instant response reduced
the first response by 80-90%, and the first response was sent within

& freshworks

Al features help improve ticket response and cut down on ticket time. Al
Agent also helps create a bot to provide easier support to more people in

approximately 30 seconds. With Freddy Al, ticket resolution is also getting
faster. For travel desk general queries, support takes 2 to 4 hours to resolve
them. Agent workload is also reduced by auto-assigning the tickets to the

the future.”

“Because of the Freddy Al virtual bot, we could deflect 65% of the tickets.
Copilot is helping us be consistent and accurate with the resolution
description. It saves 200 hours per month. Insight/analytics is helping to
find the gaps and fix them so that Freddy can further improve. ”

e Shalindra Singh 8

Director of Enterprise Applications, Five?9 NPS

“The Freddy Al Agent has positively impacted my service experience by
providing quick responses, especially for basic inquiries. It has reduced
response times significantly, improving efficiency and saving time. For
example, what used to take 5-10 minutes to resolve with a human agent
can now be addressed in under 2 minutes using Freddy.”

e Lama Salloum 9

Engineer, Mawarid Holding NPS

“Freddy Al Agent has helped agents in the organization by at least 10%. The

9

NPS
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A lot of repetitive type interactions are quite easy for the Al
agent to deliver results on, and employees are more than happy
to do it themselves given the instantaneous responses they're
getting from the Al agent interaction.

+ adapthealth

Joey Russell
VP, IT Operations
Adapt Health




@ freshworks +
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The search functionality is better now. | no
longer have to type in multiple queries to find the
right article, and the Al helps tie everything

together much faster. .

La Monique Bates
iQor




The CIO Framework
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Customer

Live Oak Bank

A digital bank that provides SBA
7(a) loans to small businesses
across the United States

TaylorMade

Premier golf equipment
manufacturer

Porsche eBike

A Porsche subsidiary
pioneering electric drive
systems for e-bikes

Key Problems

- Inefficient email based
ticketing

- Lackluster support lacking
coordination

- Complex historical solutions

- Operations across 12 time
zones

- Manual ticketing was
inadequate for surge in
demand (250% spike)

- Fast growing company
with multilingual base

- Revamping IT setup for
modern scale

Freddy Al Agent on Teams &

Freddy Al Agent & Al

q( freshworks

with instant self service

round the clock Al powered
assistance and automations

Freshworks L . Freddy Al powered Caddy Copilot with orchestration
. intuitive self-service portal for . . :
Solution : bot for raising requests 24*7 | workflows for rapid
instant support .. .
productivity gains
Scaled operations with
o :
90% ticket volume moved away 500/° SO IS “”.”es & CoPilot & supported
: 90% SLA adherence with o :
Outcome from tickets to modern channels multilingual assistance

with Al Agent on MS
Teams




Driving Tangible Outcomes

& freshworks

“Simpler queries are answered through Freddy Al Agent instead of a
human agent, thus saving their time. Trigger automation set in the
background through Orchestration for service ticket fulfillment saves
turnaround time for ticket resolution and agent reduction.”

Siddhartha Deb 10 available agents. ” e Service Desk Anulyst
Project Manager, Kent Large Enterprise Professional Services Company
' NPS Manager 10
Large Enterprise Diversified Financial Services Company NPS
& freshworks & freshworks
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“Before Freddy Al, the first response by the frontline support team was 2 to
4 hours. With the implementation of Freddy Al, instant response reduced
the first response by 80-90%, and the first response was sent within

& freshworks

Al features help improve ticket response and cut down on ticket time. Al
Agent also helps create a bot to provide easier support to more people in

approximately 30 seconds. With Freddy Al, ticket resolution is also getting
faster. For travel desk general queries, support takes 2 to 4 hours to resolve
them. Agent workload is also reduced by auto-assigning the tickets to the

the future.”

“Because of the Freddy Al virtual bot, we could deflect 65% of the tickets.
Copilot is helping us be consistent and accurate with the resolution
description. It saves 200 hours per month. Insight/analytics is helping to
find the gaps and fix them so that Freddy can further improve. ”

e Shalindra Singh 8

Director of Enterprise Applications, Five?9 NPS

“The Freddy Al Agent has positively impacted my service experience by
providing quick responses, especially for basic inquiries. It has reduced
response times significantly, improving efficiency and saving time. For
example, what used to take 5-10 minutes to resolve with a human agent
can now be addressed in under 2 minutes using Freddy.”

e Lama Salloum 9

Engineer, Mawarid Holding NPS

“Freddy Al Agent has helped agents in the organization by at least 10%. The

9

NPS



s &>

A lot of repetitive type interactions are quite easy for the Al
agent to deliver results on, and employees are more than happy
to do it themselves given the instantaneous responses they're

getting from the Al agent interaction.
+*adapthealth

Joey Russell
VP, IT Operations
Adapt Health




@ freshworks +

P <

The search functionality is better now. | no
longer have to type in multiple queries to find the
right article, and the Al helps tie everything

together much faster. .

La Monique Bates
iQor
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Five Pillars for adopting Agentic Al solutions

—
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Outcome

Strategic Alignment
& Use Case
Prioritization

Architecture &

Platform Fitment

Data & Al Governance

Change Management

& Adoption

Value Realization &
Metrics

\

System of Record- h

(EI Knowledge

\

IT Readiness - Are h

Tracking Adoption-\

Business Fit - Are a
Al Agents aligned to Should it take up management- What service desk teams How can you
our IT goals? record store from data sources to ready to adopt it? understand usage
Use Case Scope - existing tools? consider? O Training - How to patterns?
Which areas are System of 0 Data Residency & ramp up the teams Understanding Rol-
most suited for it? Engagement - Compliance - Does on Al Agents? How can you
Persona - Which Which channels to the platform support Q End User quantify the value
personas can derive engage on? relevant compliance Readiness - How delivered by Al?
most benefit ? Platform expectations? should the end users User Satisfaction -
Goals - Categorize, readiness- How 0 Data Security- be informed with Are users happy &
triaging or resolve? interoperable is the Security measures expectation setting? getting more
platform? to be employed? productive?
J J L AN J
Prioritized Agentic Al Expected Architecture Al Risk & Compliance Change management Real-time dashboards
use cases with core flow for Agentic Alin checklist plan to launch Al with periodic reviews
KPIs your platform Agents

J
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Recap
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High-performing workforce fuels Business growth

Challenges today

7

Limited agent availability for
24/7 employee support

Rote routines plaguing
agent’s work

Delayed decisions due to
reporting burden

Al-assisted workforce

7

Enable high-performing
employees with instant, zero-
touch, conversational support
(Freddy Al Agent)

Empower high-performing IT
staff with productivity and
efficiency tools (Freddy Al
Copilot)

¢ freshworks

Equip high-performing
leaders with actionable
insights (Freddy Al
Insights)

Enhance employee satisfaction
and productivity with 24/7
accelerated issue resolution
and deflection

Achieve service operations
excellence with productive
and happy agents

Improve operational efficiency
by gaining visibility into the
state of service operations and
making timely decisions



Let’s Uncomplicate
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@ fres hworks

Uncomplicated,
Al-assisted IT
service software
with Freshservice

[l
Sign Up Now!!




Questions
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