
Customer support 

is everybody’s 

business.

With Freshdesk, your teams can work 

together to resolve customer issues 

faster.



Customers now expect faster replies, personalized interactions, 

and seamless conversations across channels

Freshdesk makes it refreshingly easy to keep your customers happy

Source: American Express And EBIQUITY Survey - 2015 ASIA 

CUSTOMER  SERVICE BAROMETER

hhttps://www.slideshare.net/dishakhullar/american-express-and-ebiquity-

survey-2015-asia-customer-service-barometer

78%
of customers pay more for a brand  

because of customer support

62%
of customers have used 

social  media for customer 

service

of the customers think that  

excellent customer service is 

of  utmost importance

57

%

http://www.slideshare.net/dishakhullar/american-express-and-ebiquity-


Freshdesk is cloud-based 

customer support software that gives you 

everything you need 

to deliver exceptional support



Quick to setup, easy to use
Get up and running quickly  

with a helpdesk tailored

to meet your needs

Multi-channel support  

Stay on top of requests,  

no matter how customers  

choose to contact you

Happy, engaged agents  

Boost productivity and  

engagement with automations  

and game mechanics

Why Freshdesk?



Key Features

Apps

ProductivityMulti-ChannelTicketing Reporting

SecuritySelf Service Global 
Support



POWERFUL TICKETING SYSTEM

Ensures that every ticket is prioritized, 
tracked and resolved quickly



Collaborate with your team using Freshdesk’s  
shared inbox and resolve issues smoothly

Team Inbox



Service Level Agreements

Set, manage, and meet customer expectations 
by  setting up service level agreements (SLAs) for  

support



MULTI-CHANNEL

Manage all your support conversations in 
one place



Shared inbox for all mails  
using a single helpdesk

E-mail Ticketing

Manage multiple support email address in a single  place



Integrated Phone Support

Integrate your phone with Freshdesk instantly and take support calls 
from your browser and mobile



Live Chat 

Enable real-time chat conversations with customers right when they need help



Feedback Widgets

Make it easy for customers to find help easily from  your 
website or web app, using the Freshdesk support widget



Facebook Integration

Freshdesk Post Facebook 
Converted



Twitter Integration

Reply to tweets and monitor conversations about your brand 
without leaving your helpdesk

Reply from helpdesk

@JohnFPLane consider this 
available soon from Freshcart! :)

Posted to Twitter



Mobile Apps

Carry your support desk with you wherever you go,  
with the Freshdesk iPhone and Android apps



PRODUCTIVITY

Increase your team’s engagement 
and productivity



Gamification

Increase agent productivity and make customer 
support fun by making every interaction 

a chance to score points



Automate repetitive tasks to reduce the workload for agents 
and provide faster support for customers

Automatic Ticket Dispatch

The “Dispatch’r”  

automatically categorizes,  

prioritizes and assigns  

every ticket that comes  

into Freshdesk

Event Triggered Actions

The “Observer” looks for  

specific events in your  

helpdesk and follows  

them up with

set action

Time Based Action

The “Supervisor” handles  

repetitive routines and  

maintenance tasks

by setting time based  

reminders and actions

Powerful Automations



SELF SERVICE
Create a self-service experience 

that supports your brand



Put together all the tutorials, documentation and tips in a single  
convenient place so your customers can find the answers they need

Knowledge Base



Platform where customers can share ideas, give you  
feedback and communicate to each other

Community Forum



GLOBAL SUPPORT
Scale your support for multiple  

products, timezones and  
languages.



Support an unlimited number of products  from a single helpdesk

Multi-Product Support



Support in 

33  

languages

Support customers in  

33 different  

languages and  

agents can customize  

their languages  

individually

Multiple Business Support across time-

Hours zones

Each team can have Provide faster

multiple working support to global

hours based on customers by

location and shift. The tailoring workflows

varied timings will be according to the time

reflected in all the zones of the agents

automations rules

Multilingual Support

Helps curate  

information in various  

languages in your  

customer portal  

across teams and  

geographies

Multiple Language & Time zones



Set multiple SLA policies according to the requirements of 
each group, product or department within a company

Multiple SLA Policies



SECURITY

Your customer’s data is critical. Protect it.



Data Center : Freshdesk data center is hosted in the US (North  

America), Europe (Dublin & Frankfurt) and Australia (Sydney). 

Data centers are  hosted on AWS (ISO 27001, SSAE16 and 

HIPAA compliant).

ISO 27001 : Freshdesk’s privacy practices are TRUSTE  

certified and we are ISO 27001:2013 compliant



Make your custom domain or a vanity URL for
your portal secure by using a SSL certificate

Custom SSL Certificate



Whitelist specific IP ranges restricts
access to your support portal

Trusted IP



Enable single-on so users can easily login  
without having to re-enter credentials

Single Sign-On



Configure password policy according to  your requirements

Configurable Password Policy



Customize roles for each agent in your  
cross-departmental support team

Role Based Access Control



Use your own email servers for sending  
and receiving emails through Freshdesk

Custom Mail Servers



Digitally sign emails from your helpdesk with your domain name(s) and 
build your brand identity in all your communication with customers

Email Signing (DKIM)



Use captcha service to prevent spamming

Spam Filter Using Captcha



Restrict your helpdesk only to certain users

Helpdesk Restrictions



REPORTING

Measure and track performance 
using reports



The Freshdesk Reporting Suite includes 10+ different  
reports that help you set data-driven goals and 

track the right metrics

Insights

Performance distribution

Shows the agent/group performance metrics like first response time, average response time and 

resolution  time.

Helpdesk in-depth report

Gives you an overview of the helpdesk and all important metrics associated with creating and resolving  

tickets.

Multi channel reporting (Phone & chat)

Gives you a summary of calls/chat handled by the support agents

Agent performance

Enables you to sort agents based on various metrics and generate reports of the agent performance for the  

selected time period.

Top customer analysis

helps you find out which customer is important and which customer takes the majority of your agents times.

Ticket lifecycle report

Dig out reasons behind SLA breaches using ticket lifecycle reports by analyzing resolved tickets in the  

selected time period.



Reports



Integrate satisfaction surveys into your support  conversations and 
measure how happy your customers are with your support

Customer Satisfaction Survey



Not only can you send a survey question to your customers, you can also choose the 
point scales (2,3,5 or 7) and ask additional questions

2,3,5 & 7 Point Scale



7 Point Scale

You can choose 7 point scale and ask additional questions for your  Customer 
Satisfaction Survey



7 Point Scale



APPS

Extend your support capabilities



Self Service Portal

Customize your support portal to look like
an extension of your brand

Support Portal

Website



Customizable templates that can be used to  
extensively change the look and feel of your 

support portal

FreshThemes



Native Apps

Extend the capabilities of your helpdesk
by integrating with business apps



Native Apps

Create your own custom app to bring critical information  
from third party solutions into your 
ticket details and contact pages



App Marketplace With 100+ Integrations

The marketplace currently has a portfolio of over 100 available 
apps,  including TeamViewer, Slack, Salesforce, Jira, Skype and G-

Suite,  covering categories from collaboration to telephony



Pricing

* Pricing is in USD based on an annual plan (monthly pricing is also available)



100,000+ Customers

Companies of all sizes trust Freshdesk



SIGN UP FOR FREE TRIAL

Customer support 

is  everybody’s 

business


