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Why Al, why now?

For years, customer service teams have grappled with rising ticket volumes, repetitive
queries, and overworked agents. Scaling operations typically meant hiring more people, an
expensive and unsustainable solution.

Did you know?

of support teams say repetitive workflows are the biggest barrier

5 2 o/o preventing agents from handling complex issues efficiently in

2025.

Source: Freshworks Customer Survey

Al is changing that equation.

Back in 2023, Al first entered the customer service space with curiosity and caution. Fast-
forward to today, and it's at the center of every high-performing support team. Al is not just a
futuristic idea; it is now an everyday enabler of agent productivity, operational efficiency, and
business resilience.

Did you know?

7 9 O/ of customer service leaders plan to implement Al by the end of
O 202s.

Source: Freshworks Customer Survey

In 2025, Al-assisted support isn't a trend, it's table stakes

We asked Freshworks customers where they're seeing the biggest impact of Al in 2025. Their
responses confirm what high-performing teams already know: Al is a strategic advantage in
making agents more productive.



Where Freshworks customers see the biggest impact of Al in customer service

Reducing agent workload

Automating repetitive queries

Minimizing operational tasks and inefficiencies

Improving the quality of services offered
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Introducing Freddy Al Copilot

Today'’s top support teams aren’t replacing agents, they're supercharging them. Al augments
every part of the support journey, helping humans do what they do best: empathize, problem-
solve, and build relationships.

Freddy Al Copilot is the assistant your agents need to uncomplicate their daily tasks. It
summarizes issues, suggests relevant answers, and helps your agents with the next steps,
enabling them to resolve more queries in less time and deliver rapid impact.

Freddy Al Copilot helps agents at every step of the support journey

Sentiment assistance to Translation assistance to Resolution assistance for
prioritize incoming queries handle multilingual queries suggested answers & next steps
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Understanding the query Crafting the right response Driving resolutions
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Agent opens Summarization assistance for Writing assistance to Agent resolves
inbox instant context from long threads craft & refine responses the query



The biggest benefits users have seen using Freddy Al Copilot by percentage of
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Source: Freshworks Customer Survey

How Al Copilot empowers agents to improve productivity
1. Prioritize queries based on real-time customer sentiment

Sentiment Assistance: Freddy reads between the lines. It detects urgency, frustration, or
confusion in a message and flags sentiment instantly, helping agents prioritize and
personalize their response with empathy.

® Outcome: Fewer escalations, stronger customer trust, and better CSAT.

® Best for: : High-stakes queries, VIP customers, and SLA-sensitive tickets.
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2. Summarize long threads in seconds

Summarization Assistance: Freddy condenses sprawling ticket threads into concise,
readable summaries. This makes it easier for agents to jump in, escalate effectively, or
handle reassigned tickets with zero context lost.

® Outcome: Faster triage, smarter handoffs, less agent fatigue.

® Best for: Escalations, shift handovers, and resolving multi-thread queries.

3. Translate conversations in real time

Al Translation Assistance: Language is no longer a barrier. With Freddy, any agent can

seamlessly support global customers. Real-time, in-thread translation across 50+ languages
ensures that customers feel heard in their own voice.

® Outcome: Reduced handoffs and improved first-contact resolution globally.

@ Best for: Multilingual markets, global brands, or distributed support teams.
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Estimado equipo de Acme soporte, Recientemente actualicé la
aplicacién a la Ultima versién. Ahora, al ingresar mis credenciales, 9 & Luca Ramos

aparece el mensaje de error "Token invélido". Dear Acme Support Team, | recently updated the app to the latest

version. Now, when | enter my credentials, | get the error message
2 "Invalid Token."
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& Write with Al ~ Estimado Luca, disculpe las molestias. Hemos detectado que el
error "Token invalido" esta relacionado con un problema de caché,
que se solucionara automaticamente en la préxima hora.



4. Write with Al-powered precision

Al Writing Assistance: Agents no longer waste time crafting replies from scratch. Freddy Al
Copilot instantly drafts contextual responses using ticket history, tone preferences, and
resolution paths. Agents can fine-tune language or send as-is, cutting down resolution time

and boosting consistency.

® Outcome: Increased agent output without compromising quality.

® Best for: High-volume inboxes, training junior agents, and maintaining brand consistency
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5. Resolve faster with Al by your side

Resolution Assistance: Freddy proactively suggests answers, next steps, and help articles
based on customer queries, empowering agents with knowledge at their fingertips. It also
detects when to bring in a human, ensuring the right level of support every time.

® Outcome: Reduced time to resolution, improved deflection rates.

® Best for: First-response agents, knowledge-driven teams, and scaling support

operations.
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Hello, I need to cancel my flight scheduled for May 28th to
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According to AcmeAir's terms, cancellations done five days
before the flight qualify for a full refund. As it's the 14th,
you're eligible for cancellation and your refund will reflect in
your account in 5-7 business days.



Best practices and tips for using Freddy Al Copilot for your agents

Capability Best practice

Improve CSAT Sentiment assistance If the majority of your customer tickets are
negative, configure your system to
calculate real-time customer sentiment
from the second response onwards.

This provides more accurate sentiment
scores, avoiding default negative ratings
from initial interactions.

Improve CSAT Sentiment assistance Create an automation rule to escalate
support queries when sentiment shifts
from positive to negative, assigning them
to a specific group of agents.

This allows your team to quickly address
customers who are at risk of turning
negative, safeguarding your CSAT scores.

Improve response time Summarization assistance Before escalating customer conversations
to other team members, train your agents
to use the Conversation to Ticket
Summarizer to create a quick summary.

This helps team members quickly grasp
the context and respond faster.

Response consistency Writing assistance Choose a default tone for all your support
agents to use when rephrasing their text,
unless otherwise specified.

This would help ensure that your agents
consistently send out responses and
maintain your brand image.

Drive higher resolutions Resolution assistance Use Freddy Al Copilot to summarize
community threads into knowledge
snippets and further suggest resolutions.

This will help your Al Copilot learn from
real user experiences, and it can help
agents handle even the tricky, long-tail
questions.



Impact of Freddy Al
Copilot on support
teams



Faster responses: Enables agents to respond instantly to technical queries, improving both

speed and quality.

Smarter support at scale: Surfaces relevant knowledge base articles as response

suggestions, especially for complex use cases.

Better agent experience: Reduces manual work so agents can focus on building customer
relationships, rather than handling repetitive tasks.

These improvements translate to measurable performance gains across both conversational
and ticketing metrics, solidifying Al's role as a competitive edge in 2025.

Performance gains from Freddy Al Copilot

Resolution Time Improvement

Performance Metrics

First Response Time Improvement
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First Response Time has improved by 40.08% for companies using Freddy Al Copilot, helping

reduce wait times and boosting customer satisfaction.

Resolution Time is down by 34.57%, enabling teams to resolve complex issues more quickly
and alleviate operational bottlenecks.

Did you know?

67 0/ of agents report improved response quality and consistency
: 0O with Freddy Al Copilot.

Source: Freshworks Customer Survey



Impact of Freddy Al Copilot on First Response & Resolution Time by Industry

Improvement (%)

First Response Time Improvement (@) Resolution Time Improvement

40

30

20

10

43.28%
42.68%

40.38%

37.01%

35.18% 35.1%  34.84% 34 049,

29.73% 30-23%

Business Services  Software & Internet Retail Travel

Manufacturing

Impact of Freddy Al Copilot on First Response & Resolution Time by
Employee Size

Improvement (%)

First Response Time Improvement ) Resolution Time Improvement

40

30

20

10

41.56%

36.39% 37.85%

34.43%

33.64%

1-250 251-5000 5000+



Impact of Freddy Al Copilot on First Response & Resolution Time by Region
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Did you know?

A (o)
v - /o of agents use Freddy Al Copilot daily.

Source: Freshworks Customer Survey

¢

We use Freddy to rephrase our conversations all the time. Freddy Al
Copilot has been super-helpful and makes us so much better at

enhancing our normal, everyday interactions. We even updated a few of @ Perceptyx
our traditional standard replies due to suggestions from Freddy.

Angela Thomas
Director of Customer Care

Make 2025 the year you take customer service to
the next level. Try Freshdesk today.
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