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B The platform goes beyond the basic ticketing
system. Freshservice is packed with hero features

*  Canned Responses Customizable Dashboard am Employee Onboarding

, Conversational Ul D Mobile App @ Gamification

I_ Advanced Analytics < 2> API o Marketplace



B8 |ncident Management

Provide smart resolutions to your end users




Bl |ncident Management

Knowledge Management

Deflect tier 1 tickets with extensive knowledge base
articles

SLA Management

Maintain service levels and improve customer
satisfaction with an effective SLA and escalations
management

Integrated Asset Management

Associate the right Configuration Items, Cl to
understand the impact & affected parties

Multi-channel Support

Report issues from anywhere using mobile app, self-
service portal, or by sending an email

o]

|, Agent Collision

Your agents don't have to spend time in solving issues
that someone else is already taking care of

Benefits

Seamless business operations, consistent service levels,
satisfied end users




Bl |ncident Management

Add child Agent
tickets collision

a IT servicedesk Q

Tickets [ #INC-829

@ o Close Reply v Associate v More ¥ 4 »
One Note Help Status Open
Ram.gopal reported 20 days ago (Tue, 28 Nov at 11:01 PM) via Chat Priority B Low

i X Due by 6 days ago
| hope that you are well. | am reaching out because | have not had success getting any of my One Note on Wed, 13 Dec at 3:30 AM

notebooks to sync either manually or automatically for the past week. Could you help me? Thanks so much! Change

Child Tickets Tasks Cl's Activities © REQUESTER INFO Q -

Ram.gopal

Email
Kasi replied 20 days ago (Wed, 29 Nov at 5:49 AM) ram.gopal@fduniv.org

Replied to : ram.gopal@fduniv.org Recent tickets

Hello, PIVOTAL TRACKER

Thank you for your mail! 3) >
propeTES

We've been informed about the issue from our end, we'll have this resolved and will keep you updated at the earliest. o
Priority * Status *

Abppreciate vour patience! S can e At et ot



Freshbot « 01 May at 11:45 pm

-1 What issue are you facing?
Freshbot « 01 May at 11:45 pm

(o)

IQI

How to configure the printer?

How to remove jammed paper from the printer?

Was this helpful? Yes No

Detivered - 01 May al 11550 AM

I'm not able to print

Delivered - 01 May at 11:50 AM

O
m



B Workflow Automator

Automate repetitive tasks and free up time to
solve strategic problems




B Workflow Automator

(o ]e

Ticket Automator

Auto-assign tickets to the right agents or groups so
a ticket is routed to the right people

Problem, Change, Release Automator

Enable multi level approvals and define automation
actions across modules — be it incident, problem,
change, or release

R

Automation Entities (Event, Condition, Action)

Setup automations for all types of processes by simply
dragging and dropping trigger rules

Benefits

Reduce manual effort and improve IT desk efficiency




B Workflow Automator

Drag and drop Define
actions conditions

Workflow to route tickets  orant ra

The workflow will route tickets to the right team based on the category

EVENT S ° Assigil to group
o Ticket is raised M Category is hardware hardyvare team

CONDITION T
o i
. ssign to group

ACTION e Category is software O >° software team

-

NO




B Team Huddle

Chat with fellow agents and discuss tickets
with context




B Team Huddle

/\

Messaging
Start a discussion with your team right from within a
ticket

File Sharing

Share files to provide your fellow agents more
context regarding tickets

Notifications

Never miss out on the conversation - get instant
updates

@ @Mention

Add your fellow agents using ‘@’. Work on the ticket
together without having to juggle between tools

“= Highlight Mode

Highlight specific areas in a ticket which you wish to
share with your fellow agents

Benefits

Collaborate better by adding context to your conversations




B Team Huddle

o Acme

Tickets / #INC-22

(0] “

‘ Defaults fields not getting automapped in Asset Import
Alex reported 21 hours ago (Mon, 13 Dec at 5:51 PM) via Phone

Close Reply =

Here, default fields such as asset tag, warranty and serial are not getting automapped while importing assets.

Child Tickets Tasks Assets (1) Activities

~ Forward £ Add note Discuss

‘ <A Reply

@ Mention

o} + New o 0 &
Associate ¥ Discuss(3) More = 4 > AttaCh
Files
Discuss ‘ & X
Hello
20h

@James I've tried all the troubleshooting
steps and it looks like a bug. Can you
please look into this issue?

‘ Yes, I've already started working on it. Will
get back to you soon.

Ankit Ranjan = 20h




Bl Asset Management

Take complete control of all your IT and
non -IT assets




Bl Asset Management

c

Inventory Management

Keep track of IT and non-IT assets in stock or in use

Notifications

Non-intrusive instant updates will help you stay on
top of what's happening with your assets

Contract Management

Maintain a record of contracts with third-party
vendors and manage approvals automatically

Auto Asset Discovery

Scan all the asset configurations using intelligent
discovery tools

Software Asset Management

Manage and track compliance statuses of all purchased
software licenses and their active users and
installations

Benefits

Improved compliance and asset lifecycle management
that result in fewer incidents.




Asset Management

Relationships

L HP Pavillon Laptop

Send Data to
_»o-

Runs

(El HP Pavilion Laptop

b Connected to
\ T —

. Consists of
.

§ AWS EC2 cloud

# FEEDHEAD PC ...

S HP Printer

& Salesforce

>

>

>

Asset Owner

Asset Details - HP Papilion Laptop

HP laptop

Impact : High Asset State : In Transit

Used By : Nancy Managed By : Dave

@ L v}

Tickets - 87 Problems - 6 Changes - 3

SR-31: Request for Indhu : Request for sample (product A)
Status : Closed Agent : Dave
INC-149 : server crashed

Status : Open Agent : No Agent

INC-154 : server is slow
Status : Open Agent : No Agent
INC-192 : server is slow

Status : Closed Agent : No Agent
INC-212 : server is slow

Status : Open Agent : Andrea

®

Releases -1



B Service Catalog

Smart and hassle-free shopping experience




Service Catalog

4+ Service Request v  Automatic Approval
Users can place service requests with an intuitive Manage approvals automatically and be notified on the
catalog that's like a shopping cart statuses easily
L Service Availability I Enterprise Catalog
Service items can be loaned to users on a Maintain a consolidated enterprise service catalog
temporary basis for a specific time frame including other functions such as HR, facilities, legal etc.
Benefits

Streamline request management process with an intuitive
catalog; Improve resolution time by automating approvals




Service Catalog

Service Categories Service ltems

4 [T 'servicedesk

HOME SOLUTIONS TICKETS

Q Searc ce item
SERVICE CATEGORIES " -,L CRM
. ] Office I~ =
Hardware Provisioning MKroson OMce 2013 S~
h G —
Software Installation
Data Services Adobe Photoshop CS6 Microsoft Office 2013 New CRM Account Password Reset
Request a new Photoshop ac... Request a new MS Office lice... Request a new CRM account Request a new password

Application Access

$699.00 $499.00

Retall Services
HR & Legal Services
Partner Programme

Administration

¢



)

Il Problem, Change, and
Release Management

o

Analyse, plan, and deploy changes at ease



lll Problem, Change, and Release Management

o]

Root Cause Analysis

Provide a permanent fix to recurring issues with
Freshservice problem management. Maintain a Known
Error Database, (KEDB) to track known problems

Understand Associations

Understand the number of incidents associated to a
problem/change and plan for release based on the
impact study

Change Template

Save time while raising standard change requests by
using a template and pre-filling specific fields

Implement Planned Changes

Manage change planning and approvals seamlessly

Change Planning & Approval

Minimize risk and impact of changes on business with
change management; optimize resources by automating
change approvals

(-0 Change Lifecycle

Configure the lifecycle of a change based on its type.
Control the step-by-step transition in change
management

Benefits

Minimize risk/impact; Smooth roll out of changes within
the scheduled timeline




Problem, Change, and Release Management

Change schedule

Changes [ #CHN-18 Open, Low

e Update ~ Assofiate v More =

DNS server reconfiguration Status Open
Barani on Wed, 29 Nov, 2017 at 2:16 AM

Few users reported DNS server is not responding

Priority HLo

Approval Approve | Reject
Start Thu, 30 Nov, 2017 at 4:45 PM
End Wed, 27 Dec, 2017 at 12:00 AM
Motes (1) Tasks (1) Associated Tickets (1) Cl's (1) Activity (10)
@ DNS server reconfigura...
£ problems linked to this Change. © CHANGE PROPERTIES
#PRB 12 - Server not responding - Problem Statement
Status * Priority *
© Existing Problem
Open * | Low -
Impact *
Planning Low -
Risk *
e Reason for Change i
Low -

» The DNS client received a "Name not found" error message Change Type * ~



Il Alert Managementin
Freshservice

Manage critical IT issues in advance and
resolve them on time




Challenges in

2o

Too many Alerts Creation of
creating alert noise unwanted incidents

Inability to No consolidated view
maintain alert history forissues

Copyright Freshworks Inc. 2020 Freshworks Inc. Confidential and Proprietary Information




Introducing Alert Management

Copyright Freshworks Inc. 2020 Freshworks Inc. Confidential and Proprietary Information



Benefits of Alert Management
in Freshservice

® Prevent critical issues by identifying the
right alerts and creating incidents

® |dentify and group critical issues with
contextual alert grouping

® Get a unified interface for managing all
your alerts

Copyright Freshworks Inc. 2020 Freshworks Inc. Confidential and Proprietary Information



How Alert Management works in Freshservice?

Alerts Automation Resolution
Infrastructure Incident Routing, Incident
monitoring tools creation . Categorization, resolution and
SolaE:\(/}rfctlcsOhNA’agios Alerts groupme Prioritizatiqn Auto-closure
’ Cl association and automation

I I
I

ofreshservice

Copyright Freshworks Inc. 2020 Freshworks Inc. Confidential and Proprietary Information



Easy to set up

Set up Alert managementin
Freshservice using API to get all the
alerts from your monitoring tools

Native support for

ZABBIX

PRTG ()
NETWORK
MONITOR

solarwinds

Nagios’

Integrations  Alert Rules

Popular Integrations

Nagios solarwinds ZABBIX

= Nagios - Freshservice alert ir
« Using "Add Not

= Host option will send

Get All alerts from your monitoring tools

Using API

Send alerts from your monitoring tools to Freshservic

& by using the API contract

PRTG (~)
NETWORK
MONITOR

Copy

Copyright Freshworks Inc. 2020 Freshworks Inc. Confidential and Proprietary Information



Cut down on Alert
Created time Message Severity Value
[ ]
n o Ise 10:30 PM 22 May 2019 EU-Prod-Server CPU Utilization Critical @ Critical 85%
10:20 PM 22 May 2019 EU-Prod-Server CPU Utilization Error Error 79%
Group similar alerts under the
. . 10:10 PM 22 May 2019 EU-Prod-Server CPU Utilization Warning ® Warning 69%
same incident
10:00 PM 22 May 2019 EU-Prod-Server CPU Utilization Warning ® Warning 68%

Copyright Freshworks Inc. 2020 Freshworks Inc. Confidential and Proprietary Information



Alert-based Incident
Creation

Configure rules so that only
actionable alerts that come in get
converted to incidents.

You can configure routing, tag
tickets and also adding a private
note to an alert-based incident.

Incident Creation Rules

An incident will be created for alerts that meet all of the below conditions

© Hostame

© Severity

© Resource

@ Additional info

@ Alerttag

Actions

Perform these actions when a new

Assign to

EU Team

Add a private note

v

is v

Contains v

Contains v

Contains v

ncident is created

Add a tag

for 3 Consecutive alerts v  from the same CI.

v Nagios x Europe x

https://lettermelon.freshservice.com/solutions/troubleshoot-server-issues

subject matter expert: Rachel Karson (+1 938 485 3234)

Copyright Freshworks Inc. 2020 Freshworks Inc. Confidential and Proprietary Information



Unified view for all
your alerts

A single unified view for alerts from
all monitoring tools ensuring you
don’t miss any of those critical
alerts.

Alert ID

#Alert-82

#Alert-760
#Alert-634
#Alert-620
#Alert-532
#Alert-484
#Alert-442
Alert #168
Alert #132

Message

EU-Prod-Server CPU Utilization

EU-Prod-Server CPU Utilization Critical

Disc space reached 92%

Health of data center is critical

EU-Prod-Server CPU Utilization Error

EU-Prod-Server CPU Utilization Critical

Disc space reached 92%

Health of data center is critical

Elastic search load is critical

Page load error

Previous 1 2 3 4

Severity

@ Critical

@ Critical

® Warning

® Warning

Error

® Warning

® Warning

Updated on

Thu, 7 Mar at 3:09 PM

Thu, 7 Mar at 2:45 PM

Wed, 6 Mar at 10:56 PM

Wed, 6 Mar at 10:48 PM

Wed, 6 Mar at 09:32 PM

Tue, 5 Mar at 12:09 AM

Tue, 5 Mar at 11:10 PM

Tue, 5 Mar at 05:12 AM

Tue, 5 Mar at 03:16 PM

Tue, 5 Mar at 02:13 PM

10 n 12 300 Next

Related Incident &5

#INC-32409

#INC-32405

#INC-11234

#INC-18728

#INC-20936

#INC-11314

Copyright Freshworks Inc. 2020 Freshworks Inc. Confidential and Proprietary Information



Get full context of an
issue

® Agents can see the alerts responsible
for anincident

® The relevant assets are automatically
associated to the incident

® Automatically resolves an incident
when the system receives an OK alert
from the Alert monitoring tool

. N L Status
EU-Prod-Server CPU Utilization Critical oro
rrrrr ity
System reported few minutes ago (Wed, 7 Mar at 10:30 PM) via Alerts
Created
State Critical Last updated
Resource  : CPU_Utilization
Host : EU-Prad-Server PROPERTIES
IP Address :198.114.69.51
Priarity
 Urgent
AlertID
P Alerts (3) Child tickets Tasks (8) Assets (3) Assaciations
v wAlert-89t
v #Alert-64;
EU-Prod-Server Used by
v #Alert-a21 .
Business service: Payroll service —
e_ € Rep EU-Switch Used by

Business service: Email service, Pay..

+ Associate Asset

Open
® Urgent

Thu, , 7 Mar at 10:30 PM

on  Thu,,7 Mar at 8:09 PM

Pending

Status

Activities (12)

High

High

Copyright Freshworks Inc. 2020 Freshworks Inc. Confidential and Proprietary Information



O bse rve Ale rt Tre n ds @ freshservice 17 senvice Managment Q @ ove 2@ C §

Alerts > #Alert-893

Associate v Mark as resolved
l l d l f EU-Prod-Server CPU Utilization Critical
ertlogs provide a clear view o — —
® Critical #INC-893 Thu, 7 Mar at 3:09 PM Thu, 7 Mar at 3:12 PM
alert trends over a perlod of time.
Overview Alert trends
Kothe Critical U
RESOUR Error o
CPU_Utilization
Warning o o
EU-Prod-Server Ok
10:00 PM 10:10 PM 10:20 PM 10:30 PM

P ADDRESS
198.114.69.51
ALERT TAC Alert Logs
Nagios  Europe

Created time Message Severity Value

€0 OBJECT

0050569800C31ED1B8D22C69930A198

10:30 PM 22 May 2019 EU-Prod-Server CPU Utilization Critical ® Critical 85%
ADDITIONAL INEC
CPU_Utilization, Critical, Warning 10:20 PM 22 May 2019 EU-Prod-Server CPU Utilization Error Error 79%

10:10 PM 22 May 2019 EU-Prod-Server CPU Utilization Warning ® Warning 69%

10:00 PM 22 May 2019 EU-Prod-Server CPU Utilization Warning ® Warning 68%

Copyright Freshworks Inc. 2020 Freshworks Inc. Confidential and Proprietary Information



B8 Mobile App

Manage your service desk on the move




Bl Mobile App

Freshservice is the highest rated ITSM mobile app of the Google Play Store and is also available on the iOS App Store

il

To-do List

Get a single view of their daily stream of work-items
across modules

Track Assets On-the-go

Native barcode scanner scans assets on the go and
maintains asset database

List View Customisation

Change the incident list view based on the fields
important to you. You'll be able to change status,
assign tickets, and update custom fields from within
the list page

Manage Change Requests

Manage change planning and approvals easily

N

Q)

One Click Action

Speed up approval process with approval notifications
and delegation

Dashboard Widget

Pin your service dashboard to your screen and see live
updates without opening the app

Benefits

Mobile exclusive features enhance usability,
accessibility and improves response rate




Bl Mobile App

= ToDo

12 Items due

03 Feb 2016 ~

© 4items overdue

[Z] #SR 67972 Waiting for approval
Request for Senthil Shanmugham: Apple Ma

For Senthil Shanmugham 03

[Z] #SR 15286 Waiting for approval
Request for Senthil Shanmugham: Adobe cr«

For Senthil Shanmugham 03

[Z] #INC 1440 Open
We still need to resolve these machines acce

For James Woods 0¢

@ Dashboard

67 92

Due Today Unassigned

Ticket Dashboard

Stay on top of your helpdesk's health. Track the

KPI's anytime, anywhere.

How to Enable

1. Go on the Widgets homescreen
2. Click on 'Edit’ button at the bottom

3. Select 'Freshservice Widget' from the list

Thats' All. Be the superhero with real power of
data.

My Open & Pending Tickets «

#INC 8174
Fix matching line number issue number in lo...

€ Helena Powell « Delia Casey

Closed ~ (J Steve King ®Llow ~

#INC 8174
According to the research firm Frost & Sulliv...

9 Allie Fernandez « Andre Neal

Closed ~ (3 Frederick Ortiz ® Medium ~

#INC 8174
Planning to visit Las Vegas or any other vacat...

@ Juan Clark « Rhoda Wilson

Closed ~ (3 Warren Soto @ High -

#INC 8174
Audio player software is used to play back so...

& Lora Reed « 23 Dec 2018



Bl Marketplace Apps

More than 100 apps to integrate with




Marketplace Apps

App Gallery

Admins can pick and choose apps they wish to
install

Solution Partners

Become our technology partner in building apps to
enhance product capabilities

&

Build Your Own App

Publish apps on your own using our developer portal

Benefits

Integrate with third party apps in few clicks. Design,
code and publish apps on your own




Bl Marketplace Apps

e, Atlassian

XJIRA

4= slack

LogMe(@

.I
L

1]
ramazon
II webs

services

(S) Skype for Business

Google Apps

] Office 365

salesforce

200m

A jamf

(Workplace

by facebook



