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From Good to Great:

Elevate Customer Experience with Workforce Management and
Omnichannel Engagement

May 23, 2023, 1pm EST
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Agenda

Welcome & Introduction

Challenge: meeting your customers’ expectations

Rich channel experiences with Freshworks CRM

Challenge: appropriate staffing in an omnichannel world
Optimize CX, agent experiences and control costs with injixo
injixo & Freshworks: a seamless integration

Q&A
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What do your customers expect?
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They expect:
() Speed
1@ Reliability

@ Accuracy

V¥ care
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All the time...

..every time!
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Multi-channel is a must-have

49% of consumers, on average, use 3 to
5 different communication channels to
contact customer service.

*Source: Microsoft
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What's the difference between
multi-channel and omnichannel?
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Multi-channel vs. omnichannel

Multi-channel customer support is defined as providing
customers with multiple communication options that can be used
to contact your business.

Omnichannel customer support refers to providing consistent and

seamless customer service across multiple channels, such as
email, phone, chat, social media and in-person interactions.
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Omnichannel support is key

Omnichannel customer support
creates seamless experiences
to delight customers.

@ freshworks

Convenience

Improved CX

Increased customer loyalty
Better insights
Competitive advantage
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Freshworks CRM

Omnichannel Solutions
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Only Freshworks can provide a fast time to value,
integrated, all-in-one solution

& Freshworks CRM

Freshchat Freshdesk Freshdesk Contact
Conversational Ticketing Center
Support Support Voice Service

{7 Freshworks Neo platform
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Rapid impact.

@ ® o

Powerful

Fast & Easy Cost-Effective
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You're under pressure to deliver
great consumer and agent experiences

“Let me engage your brand on the channels | choose!” “Empower me with tech that helps me do my job better!”

2 N .

Website Messaging Intuitive interface Everything in one place

g

In-store

o <>

Al-driven assistance Complete context
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&> Diamonds Are Forever @ C:“) Qq

Welcome to Diamonds Are Forever.
How can | assist you?

The ring | purchased doesn't fit, can |
exchange it for the correct size?

To ensure the right fit,

please walk into our physical store.
Pick the nearest outlet to get
driving directions.

San Francisco

New York

New York

@ freshworks

& Freshworks CRM

Rich channel
experiences

Engage consumers on the
channels of their choice

Automated self-service via chatbots on
any channel, including messaging apps

Seamless, agent-led support across
messaging, email, website, social, and
mobile apps

Proactive engagement with rich
messaging offers like product catalogs,
carousels, and more
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& Freshworks CRM

@ freshworks

.‘r; Contact info

3 Peter Fisher
)

Conversations history
peter.fisher@gmail.com

1(608) 989 935

24/06/1987

1 Shopify
Peter Fisher
$7534

18 Dec 2020

v Last purchased

$3,057

Contextual
agent workspace

Empower agents with a smart
and intuitive workspace

Unified agent inbox with the power to
respond to consumers on any channel

Full history of interactions, purchases,
and more to deliver personalized
experiences

Smart assist tools to drive agent
efficiency, such as smart replies and
canned responses
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How many, and which, contact types
does your contact center currently
support?
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Staff planning

300 o
200 o
100 -
]
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—
1900 @

The right employees in the right place at the
right time for your customers.
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What are the effects of improper planning?

Understaffing =
-> Frustrated customers
- Agent burnout

Overstaffing =
- Bored agents
- Inflated operating costs
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What are the effects of improper planning?

Quick stat: Over 2/3 of contact
center operating costs are
related to personnel!
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injixo
Provides complete WFM functionality
Harnesses the power of Al in the cloud
s backed by a team of local experts

Vv VY
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Forecasting

Workload

4" Cases America/New York (UTC-04:00) v New workload
This week < ) April 17 - 23, 2023 > Day Month Year See workloads list Edit workload

Volume and AHT : Calculations for Multiactivity, Constant
Requirement and Outbound
Offered Cases £ AHT @
Auto-Forecast Auto-Forecast Events H
2,144 572 sec
You haven't added any event to your forecast yet.
Public holidays
Offered Cases
600 No holidays within time range
Forecast Sun Apr 23
Auto-Forecast 0
396 412 394
400

200

0
0
Mon Apr 17 Tue Apr 18 Wed Apr 19 Thu Apr 20 Fri Apr 21 Sat Apr 22 Sun Apr 23 Mon Apr 24

M Auto-Forecast [ Manual Increase SN Manual Decrease

2
3
)
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Staffing requirements

Staff Requirements Linear

Shrinkage
0%
100
Tue Apr 18
Staff-hours 65
75 Offered Cases 412

AHT (sec) 564

61.55
50
25
0
Mon Apr 17 Tue Apr 18 Wed Apr 19

@ freshworks

Auto-Forecast v Edit Calculation Method Use Requirements
Staff-hours £
335.73

63.04 60.16

Thu Apr 20 Fri Apr 21 Sat Apr 22 Sun Apr 23 Mon Apr 24

[ staff Requirements -~ Minimum required Staff —— Maximum required Staff

O
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The right people with the right skills at the right time

m WFM  Forecast Plan Intraday Analyze People 3 Me Account KitRoberts = @ &
Schedules  Meetings Time Off  Shift Center  Capacity (B8  Configuration (£

1 Planning unit ¥ El &

Activities - Staffings

Search Employees Q <
Employee Name Level
Josephine Gregory Schedule
Camille King Schedule
Chelsea Lambert Schedule
Thorne Morgan ‘Schedule
Lillian Phelps Schedule
Tony Sawicki Schedule
Melissa Day Schedule
Aryanna Giordano Schedule
‘Waldo Kirkwood Schedule
Rubi Lange Schedule
Rex Paul ‘Schedule
Virginia Sandoval Schedule
Holloway Dani Schedule
Dusty Rouse Schedule
Fry Wren Schedule
Sarah Manning Schedule
Brandon Watts Schedule
Verna Colon Schedule
Marjorie Hodges Schedule
Wilbert Hudson Schedule
Melinda Manning Schedule
Ida Patterson Schedule
Ireland Johnny Schedule
~ Activities - Coverage
Activity T Level
W working Schedule
B NYcALLS Schedule
B NY CHAT Schedule
B NY EMAIL Schedule

T

Choose selection

<

<

Difference Actual Contractual

00:00
00:00
00:00
00:00
00:00
00:00
00:00
00:00
00:00
00:00
00:00
00:00
00:00
00:00
00:00
00:00
00:00
00:00
00:00
00:00
00:00
00:00
00:00
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08:00
08:00
08:00
08:00
08:00
08:00
08:00
08:00
08:00
08:00
08:00
08:00
08:00
08:00
08:00
08:00
08:00
08:00
08:00
08:00
08:00
08:00
08:00

Activities - Requirements

Sum
34
114
137
135

Notify

actions v

1day « () Tue5/16/2022 » 1day

8 AM

°
>
z
s
H

12PM 1PM

I. e .|
‘F‘|E
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g S
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The right people with the right combination of skills at the right time

v Activities - Coverage Activities - Staffings Activities - Requirements

 Activity T Level Sum Y 10AM 1AM 0 12PM 0 1PM

M Working ' Schedule Y |
10 NYCALLS ' Schedule 114
I Y CHAT  Schedule 13
B NY EMALL * Schedule 135

-

~
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Integration

The injixo - Freshworks integration makes planning for your
omnichannel contact center simpler than ever.
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Omnichannel integrations in a few clicks

4 freshworks

Freshdesk
Freshdesk Contact Center {13
Freshdesk Messaging

~ Select model

Freshdesk
@ Features: + Email History + ChatHistory + Social Media History Add integration

Delivery mode: Cloud

Features: + CallHistory + RTA Add integration

G Freshdesk Contact Center

Delivery mode: Cloud

Freshdesk Messaging
e Features: + Chat History Add integration

Delivery mode: Cloud

@ freshworks
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Omnichannel integrations in a few clicks

Add a new integration 5

Freshdesk

Name

Credentials

Domain

API key

Features: v Email History + ChatHistory + Social Media History

Delivery mode: Cloud

Learn more: Add a Freshdesk Integration (2

Enter a custom name for this integration.

To get access to your data, enter your Freshdesk domain (example.freshdesk.com).

Enter a valid API key of a user with the Account Administrator role. You can obtain the API key in
Freshdesk on your Profile Settings page.

I To generate the injixo API key, you need to save the integration.

Install injixo app

It enables injixo to import data from Freshdesk continuously.

injixo API key

1. Go to the
2. Install the injixo app.

in Freshdesk Apps marketplace.

3. Paste the generated API key into the corresponding field on the injixo app installation page.
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@ freshworks

Better together

Freshdesk Contact Center [E13

Freshdesk Messaging
# Salact ol . Streamlined Operations: Manage
tickets while considering
Freshdesk . .
6 Features: + Email History + Chat History + Social Media History WO I'kafCG avallablllty
Delivery mode: Cloud
. Enhanced Employee Productivity:
Freshdesk Contact Center [£3J Agents have access tO Shlft
Q o schedules
. Enhanced Consumer Experience:
Freshdesk Messaging i i
e Freshdesk Messaging Quick and timely responses
Delivery mode: Cloud across channels

5
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Let's recap:

Your customers expect fast, reliable, caring service
Omnichannel is better than multi-channel
Freshworks is Awesome

WFM improves service and reduces cost

Injixo is Awesome

Freshworks and injixo together is the Awesomest
(brings together the best of both worlds)

¢ freshworks i injixo



Ready to take your operation from good to great?

Let us know in the chat window if want to know more
about injixo and Freshworks solutions!
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Any questions?
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Resources

iNjixo.com
blog.injixo.com
www.thecallcenterschool.com

freshworks.com/freshdesk/
Freshworks customer stories - freshworks.com/customers
Freshworks Marketplace - freshworks.com/apps
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https://www.freshworks.com/freshdesk/
http://freshworks.com/customers
http://freshworks.com/customers
http://freshworks.com/customers
http://freshworks.com/apps
https://www.injixo.com/
https://blog.injixo.com/
http://www.thecallcenterschool.com

Ashley Kalcic
ashley.kalcic@injixo.com

linkedin.com/in/ashley-kalcic-
b1340024

@ freshworks

Catherine Schlesser
catherine.schlesser@injixo.com

linkedin.com/in/catherine-
schlesser-a2797074

Anshita Verma
anshita.verma@freshworks.com
https://www.linkedin.com/in/anshita-
verma
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mailto:ashley.kalcic@injixo.com
https://www.linkedin.com/in/ashley-kalcic-b1340024
https://www.linkedin.com/in/ashley-kalcic-b1340024
mailto:catherine.schlesser@injixo.com
https://www.linkedin.com/in/catherine-schlesser-a2797074
https://www.linkedin.com/in/catherine-schlesser-a2797074
mailto:anshita.verma@freshworks.com

Thank you!
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