
Customer Happiness, refreshingly easy 



Freshdesk’s cloud-based customer support 

software gives you everything you need to 

deliver exceptional support



WHY FRESHDESK?

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



KEY FEATURES

GLOBAL SUPPORT

SECURITY

SELF SERVICE

INTEGRATION

REPORTING

MULTI CHANNEL

PRODUCTIVITY

TICKETING



POWERFUL TICKETING 
SYSTEM

Ensures that every ticket is is prioritized, 
tracked and resolved quickly



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



SERVICE LEVEL AGREEMENTS
Set, manage, and meet customer expectations by setting up 

service level agreements (SLAs) for support

SET RESOLUTION 
TIME

ACTION FOR SLA 
VIOLATION



MULTI-CHANNEL 
Manage all your support conversations 

in one place



EMAIL TICKETING

Manage multiple support email addresses  
in one place 

Mailbox 1

Mailbox 2

Shared inbox for all email 
using a single helpdesk



INTEGRATED PHONE SUPPORT

Answer support calls from your browser or mobile phone 

Transfer calls to other agents



LIVE CHAT

Chat with customers right when they need help



FEEDBACK WIDGETS

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



FACEBOOK INTEGRATION

Reply to wall posts and comments right from your helpdesk. 

FACEBOOK POSTFRESHDESK POST
CONVERTED



TWITTER INTEGRATION

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

@cogitoergowilliam Hey William, 
Sorry about that. We’ve sent your 
replacement. Can you handover 
the damaged ones to our guy? 

REPLY FROM HELPDESK 

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



POWERFUL AUTOMATIONS

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

Automatic Ticket Dispatch Time Based Action

The “Dispatch’r”  automatically 
categorizes, prioritizes and assigns 
every ticket that comes into 
Freshdesk

The “Supervisor” handles repetitive 
routines and maintenance tasks by 
setting  time based reminders and 
actions

Event Triggered Actions

The “Observer” watches for specific 
events in your helpdesk and follows 
them up with a pre-defined action 



SELF SERVICE
Create a self-service experience that 

supports your brand



KNOWLEDGE BASE

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



COMMUNITY FORUM

Enable customers to share ideas, provide feedback and communicate 
to each other in an online community forum



GLOBAL SUPPORT
Support your customers across 

multiple products, timezones and 
languages



MULTI-PRODUCT SUPPORT

Support an unlimited number of products from a single helpdesk



MULTIPLE LANUGAGES & TIMEZONES

Support in 26 languages Support across time-zones

Support customers in 26 different 
languages.  Allow agents to 
customize their languages 
individually

Provide faster support for global 
customers by tailoring workflows 
according to the agents’ timezones

Multiple Business Hours

Each team can have multiple 
working hours based on location 
and shift. The varied timings will be 
reflected in all the automations rules



MULTIPLE SLA POLICIES

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



SECURITY
Your customers' data is critical 

Protect it



CUSTOM SSL CERTIFICATE

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



SINGLE SIGN ON

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



TRUSTED IP

Whitelist specific IP ranges to restrict access  
to your support portal



REPORTING
Measure and track performance using reports



INSIGHTS

The Freshdesk Reporting Suite includes 16 different reports that 
help you set data-driven goals and track the right metrics

At a Glance Reports Summary Reports

This report helps you track important 
customer support metrics like first 
response time and SLA violations

Get a summary of tickets handled by 
every agent or group over the last 
month

Comparison Reports

Compare the performance of agents 
or groups of agents against your key 
metrics



CUSTOMER SATISFACTION SURVEY
Integrate satisfaction surveys into your support conversations and 

measure your customers’ happiness



CUSTOMIZATION
& 

INTEGRATION
Extend your support capabilities



SELF SERVICE PORTAL
Customize your support portal to look like an extension of 

your website

SUPPORT PORTAL

WEBSITE



NATIVE INTEGRATIONS

Extend the capabilities of your helpdesk by using our integrations 
with other common business apps



FRESHPLUGS

 Create your own FreshPlugs to bring critical information from 
third party apps into your ticket details and contact pages



WHY CUSTOMERS CHOOSE FRESHDESK

“ “ I have looked at other similar products 
 and in my view Freshdesk was the 

best value for the money!

— Alec Farquharson, Aviolinx Communications 

Freshdesk was very easy to setup and 
 learn. Freshdesk’s minimal UI meant

agents were able to adapt easily  

— Jörgen Bödmar, Scandinavian Design Center 

Support and set-up assistance is included 
with ALL plans



30,000+ CUSTOMERS

Companies of all sizes trust Freshdesk



Sign up for your 
FREE TRIAL

https://www.itamsoft.nl/freshdesk




